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ABSTRACT

Several researches concluded roles of training including increasing the efficiency and
compatibility of staff with the environment and consequently, improving service quality.
Create job satisfaction and reduce conflict and disobedience, reduce absenteeism rates,
other unnecessary costs and accidents, help improve individual performance and
organizational effectiveness, develop talent, improve staff morale, facilitate the
achievement of organizational goals. In the new normal conditions triggered by the
COVID-19 pandemic which has occurred for more than 1 year in Indonesia, this also has
an impact on training and learning activities so that the company transfers all training
activities that are normally done face-to-face in class, replaced with digital and online
training. This research is designed to see the relationship between the dimensions of
online training participant satisfaction with online training referrals by participant to
recommend the training to other employees to get online training business opportunities.
This research was conducted through two methods in stages. The first one uses the
exploratory method and continues by using the descriptive method. As the result of this
research there is a significant relationship between the Online Training Dimension and
Participant Training Satisfaction and Referral Training optimized to get greater
opportunities to answer online training needs for companies, especially during the
pandemic. This study has limitations, namely, research is only carried out under the
ongoing Covid 19 pandemic, and research is carried out on a population of online
training participants who attend training with a typical method.
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1. Introduction

Based on studies, Learning is defining as the process of gaining new understanding, knowledge, behavior,
skills, values, attitudes, and insights, the ability to learn is possessed by humans. Some learning is
immediate, caused by a single event, but many skills and knowledge are accumulated from repeated
experiences (Karban, R., 2015).

In some contexts, there is often a confusion of understanding between Learning and Training, to understand
more deeply the following is the definition of Training. The first definition of training was presented in the
American Association for Training and Development (2021) as "training and development is a subspecialty
of the fields of manpower in the organizations concerned with identifying, estimating and developing the
main competencies of manpower (knowledge, skills and trends), through planned education, which helps
individuals to perform their current and future jobs effectively”.

Training is very important for the development of human resources in the company, because a training
program that is consistent, regular and measurable will increase the competence and motivation of
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employees, with high competence and motivation they can work and perform well to achieve company
goals (Urbancova et al., 2021).

Special study conducted by Khalili et al (2021) concluded several benefits of training programs for
employees and companies, including increasing the efficiency and compatibility of staff with the
environment and, consequently, improving service quality. Create job satisfaction and reduce conflict and
disobedience, and abnormal behavior, and reduce absenteeism rates and other costs and accidents, help
improve individual performance and organizational effectiveness, develop talent, and improve staff morale
and stability in the organization, facilitate the achievement of organizational goals (M., Khalili, M., &
Mohseni, A.,2012).

During the Pandemic COVID 19, Digital Training that deliver by online has demonstrated significant and
strategic roles in order to keep employee get motivated and yet well skilled to support them perform and
achieve business goals (Rauch et al., 2021).

This research is designed to understand and see the relationship of the dimensions of online training
participant satisfaction with online training referrals by participant to recommend the training to other
employees to get online training business opportunities, especially during the current pandemic. A tool is
made to measure perceptions that indicate the training participants satisfaction with the online training that
has been followed.

2. Theoritical Background and Hypothesis

Learning Theory

As a basis for this research, several theories related to training in general, and specifically related to online
training are presented, below are some related and relevant theories used.

The first theoretical basis for training is a research conclusion described training as a process to improve
employees’ knowledge, skills, abilities and attitudes in order to meet organizational objectives (Ismail et
al., 2013). While the second theoretical basis is regarding performance improvement the study conducted
by Gegenfurtner et al., (2013) defined training transfer as an application of the newly acquired knowledge
in one’s job.

In normal conditions, training is often given in the form of face to face in the classroom, where there is
direct interaction between the trainer and the trainees. With a variety of training methods used, face-to-face
training in the classroom has been shown to generally give participants satisfaction with the learning
process (Handaru & Mardiyati, 2014).

Adult Learning Principles Theory

The Adult Learning Principles Theory (Mirzadeh et al., 2020) was developed by Knowles and continues
research has been carried out to date, below are some of the Adult Learning Principles that form the basis
of this research; Adults really want to learn effectively only when they are free to direct their own learning
and have a strong inside out motivation to develop a new skill or acquire a particular type of knowledge,
this is considered as sustainable learning principle.

Experience learning is very important for adult and being in an inviting, collaborative and networking
environment as an active participant in the learning process makes it efficient. They want to learn and
making options based on their individual needs and the meaningful impact to the real-life situation (Loeng,
S, 2012).

Online Training

There are several definitions that explain online learning, from some of these definitions it can be
understood that they complement each other, below are some of these definitions.

According to "Teaching with Digital Technologies" by education.vic.gov.au. retrieved 2017-06-18 Digital
learning is defined as any type of learning that is accompanied by technology or by instructional practice
that makes effective use of technology. It encompasses the application of a wide spectrum of practices,
including blended and virtual learning. Digital learning is sometimes confused with online learning or e-
learning; digital learning encompasses the aforementioned concepts.

According to the research conducted by Clark and Mayer (2016) in the textbook, they explain e-learning
as instructions delivered through digital devices with the intent of supporting learning process and delivery.
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Meanwhile, according to in research published in journals that specifically discuss training, they defined
online training is the e-learning as using information and communication technologies to for enabling
access to online teaching and learning resources (Dhawan, 2020).

Online Training Satisfaction

Training expert on their recent studies defined training satisfaction as a measures the employees’ feeling
about the whole training activities such as identifying the training needs, designing the training program,
delivering training contents, activating learning occurring, and assessing training evaluation (Omar, 2021).
Based on the review and analysis of several related scientific references, it is stated that there are at least 6
dimensions of Online Training related to the satisfaction of training participants, especially online training,
namely; Training Content, Training Concept, Training Materials, Training Delivery, Schedule of Training,
Length of Training (Alsalamah, A., & Callinan, C, 2021).

The following below is a definition for each of the dimension above, an explanation of the definition of
each dimension is very important to make it easier to understand the limits and sizes along with the
indicators that will be used in this research.

Relationship Online Training Dimension and Online Training Satisfaction

The existence of a mutually influencing relationship between the Online Training Dimension and Online
Training Satisfaction, has been studied with more focus, especially as the impact of the Covid 19 Pandemic,
below are several scientific reference studies that explain this relationship. Described by Tat, H.et al. (2021)
in their research entitled The Quality and Satisfaction of Online Higher Education Environment, they said
that the classic training dimension described by Kirkpatrick D. L in the past 40 years ago has not changed
significantly as a dimension related to participant satisfaction, the difference is if the training is conducted
online. There are other dimensions that can affect participant satisfaction, including the duration of the
training, training schedule, and technical matters related to the quality of the internet network used by
participants and trainers.

Relationship Online Training Satisfaction and Training Referral

The term referral training is very rarely used in the context of internal training within the company, because
the term referral generally relates to recommendations or word of mouth for products or services that are
sold, where satisfied consumers will recommend the product or service to others, this refers to the definition
of the referral itself which means to recommend, the term that describes referrals quantitatively is Net
Promoter Score (Colvin, Geoff.,2020). Thus, Referral Training means recommending training that has
been followed to others, in the context of the company means recommending to internal colleagues, in the
context of industry training recommending a training module to business partners or other companies. This
is in accordance with a more specific definition of Training Referral namely, if current training participants
recommend the training they are attended to their friends, colleagues, and family members (Jonathan,
G,.2021).

Based on a review of some theories and references from the previous chapter, the following hypothesis can
be proposed, namely:

Hypothesis 1 (H1) there is a relationship of online Training Content to the Training Participant Satisfaction,
this is based on the study conducted by Urbancova, H.et al., (2021).

Hypothesis 2 (H2) there is a relationship of online Training Concept on the Training Participant
Satisfaction, this is based on the study conducted by Urbancova, H.et al., (2021).

Hypothesis 3 (H3) there is a relationship of online Training Materials on the Training Participant
Satisfaction, this is based on latest data taken from the research of Bawa, M. S, (2021).

Hypothesis 4 (H4) there is a relationship of online Training Delivery on the Training Participant
Satisfaction, this is based on the study conducted by Urbancova, H.et al., (2021).

Hypothesis 5 (H5) Schedule of Training has correlation with Participant Training Satisfaction, this is based
on study conducted by Tat, H.et al. (2021).

Hypothesis 6 (H6) Length of Training has correlation with Participant Training Satisfaction, according the
latest data taken from the research of Bawa, M. S, (2021).

Hypothesis 7 (H7) Training Satisfaction has correlation with Training Referral to other participant,
scientific studies confirmed that there is a close relationship between customer satisfaction with products
and services with a high likelihood of them recommending these products or services to others, while at the
same time online training is a form of service, in this case it is a service provided by the Training Vendor
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to its users or consumers, which in this case are employees who are training participants (Reichheld, Fred;
Markey, Rob., 2011).

The figure below describes the Research Model which is compiled based on a review of several scientific
references above and is in accordance with the established Hypothesis:

Training Content
H1

Training Concept
H2

Training Materials
H3

Training
Satisfaction (Y)

\/

Training
—_—
Referral

Training Delivery
H4

Schedule of Training
H5

Length of Training
H6

Figure 1 Research Model and Hypothesis 6 Online Training Independent variable that could influence Participant Satisfaction,
Training Net Promoter Score/Referral.
(Source: Modified by the researcher, 2021)

3. Method

This type of research was chosen to obtain primary data, namely the main data taken directly from the
research object and will be processed and analysed to prove the compiled hypothesis, descriptive research
conducted is cross sectional. More specifically, using a single cross sectional, that is, only one sample of
respondents is selected from the target population, and information from the sample is only taken once
(Malholtra, 2007).

Research Variable and Operational Definition

To conduct this quantitative research, the variables that affect the satisfaction of the training participants
must be defined and explained properly, in accordance with the previous explanation, while the variables
used are; Training Content (Urbancov4, H.et al.,2021), Training Concept (Urbancova, H.et al.,2021),
Training Materials (Bawa, M. S,2021), Training Delivery (Urbancova, H.et al.,2021), Schedule of Training
(Tat, H.et al., 2021), Length of Training (Bawa, M. S,2021).

Collecting Data Method

Population of respondents come from various company backgrounds or business types, namely:
Telecommunication Company, State Owned Company, Consumer Goods Company, Pharmaceutical
Company and Startup company. Respondents were randomized sampling in this study were training
participants from several companies that took part in online training, a total of 144 respondents. The types
or online training modules that participants participated in were: Fundamental Leadership Skills, Creative
Problem Solving and Decision Making, Growing in Uncertainty, The 7 Habits of Highly Productive People,
Leadership in Millennials and Time and Task Management Skills.

Online training is carried out using the Zoom Meeting Platform combined with a digital and social media
training mix such as; WA Group, YouTube, Instagram, Kahoot, Google Form, Jamboard, Gaming, and
competitions conducted during the online training.

Al respondents attended Online Training for 6 hours per day with each training module delivered for 2
days or 12 hours of learning. In general, respondents are employees with various levels, ranging from entry
level such as staff, middle level such as supervisor and first line manager then senior level such as senior
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manager to assistant vice president, and some are General Manager.

Data were collected by giving questionnaires to online training participant after participant attended the
training on the same day. The questionnaires were distributed online using Google Form and filled out by
online training participant.

The following are some measuring tools in the form of questions in the questionnaire given to all virtual
training participants. The respondent’s answer in this case is that online training participants are quantified
with a Likert scale of 1-5, where the score is 1 = Strongly Disagree, 2 = Disagree, 3 = Fair, 4 = Agree, 5 =
Strongly Agree

Data Analysis Method
Questionnaire result data is converted into code and entered into the program SPSS at this stage, the
prepared hypothesis is ready to be tested. Data analysis method used in this research is multivariate analysis.

Result Analysis
Subsequent analysis uses statistical analysis by conducting a Spearman correlation test on research data
with the following results:

Table 1. Spearman Correlation Test between variables
Correlations

T_Deliver T_Referra
T_Content T_Concept T_Materials y Schedule  Length |

Spearman's  T_Content Correlation ok ok ox o *x *x
ho Coefficient 1.000 .800 .689 .802 .702 .678 .631

Sig. (2-tailed) . .000 .000 .000 .000 .000 .000

N 144 144 144 144 144 144 144

T_Concep Correlation ok *x *x *ox ok *x
t Coefficient .800 1.000 831 .888 .782 .702 .615

Sig. (2-tailed) .000 . .000 .000 .000 .000 .000

N 144 144 144 144 144 144 144

T_Materia Correlation ok *x ok >k *x *x
Is Coefficient .689 .831 1.000 .810 .618 514 486

Sig. (2-tailed) .000 .000 . .000 .000 .000 .000

N 144 144 144 144 144 144 144

T_Deliver Correlation *x *x *ox o s o
y Coefficient .802 .888 .810 1.000 .870 715 .675

Sig. (2-tailed) .000 .000 .000 . .000 .000 .000

N 144 144 144 144 144 144 144

Schedule  Correlation ok *x ok ok *x ok
Coefficient .702 .782 .618 870 1.000 .634 573

Sig. (2-tailed) .000 .000 .000 .000 . .000 .000

N 144 144 144 144 144 144 144

Length Correlation *x . *x ok >k ok
Coefficient .678 702 514 715 .634 1.000 .829

Sig. (2-tailed) .000 .000 .000 .000 .000 . .000

N 144 144 144 144 144 144 144

T_Referra Correlation *x *x *x *x *x ok

| Coefficient .631 .615 486 675 573 .829 1.000

Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .

N 144 144 144 144 144 144 144

**_Correlation is significant at the 0.01 level (2-tailed).
Source: Primary data, processing by SPSS, 2021

In the Correlations table it can be read:

e Therelationship between training content and the training concept is 0.0800 with a value of Sig.(2-
tailed) 0.000 <0.05 (5%) there is a significant relationship.

e The relationship between training content and training material is 0.689 with a value of Sig. (2-
tailed) 0.000 <0.05, there is a significant relationship and has a strong relationship.

o The relationship between training content and training delivery is 0.802 with a value of Sig.(2-
tailed) 0.000 <0.05, there is a significant relationship and has a very strong relationship.
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e The relationship between training content and training schedule is 0.702 with a value of Sig.(2-
tailed) 0.000 <0.05, there is a significant relationship, and has a strong relationship.

e The relationship between training content and length training is 0.678 with a value of Sig. (2-
tailed) 0.000 <0.05, there is a significant relationship, and has a strong relationship.

e The relationship between training content and training referrals is 0.631 with a value of Sig. (2-
tailed) 0.000 <0.05, there is a significant relationship, and has a strong relationship.

o The relationship between the concept of training and training materials is 0.831 with a value of
Sig.(2-tailed) 0.000 <0.05, there is a significant relationship and has a very strong relationship.

e The relationship between the concept of training and delivery training is 0.888 with a value of Sig.
(2-tailed) 0.000 <0.05, there is a significant relationship and has a very strong relationship.

o The relationship between the concept of training and the training schedule is 0.782 with a value of
Sig.(2-tailed) 0.000 <0.05. There is a significant relationship and has a strong relationship.

e < The relationship between the concept of training and length training is 0.702 with a value of Sig.
(2-tailed) 0.000 <0.05, there is a significant relationship and has a strong relationship.

e The relationship between training concepts and training referrals is 0.615 with a value of Sig. (2-
tailed) 0.000 <0.05, there is a significant relationship and has a strong relationship.

Discussion

The results of the analysis above show that the dimensions of Training Content that have been carried out
in online training which consist of variety of forms, including text, static, visual and video, audio, and
interactive elements have an important role and are closely related to referral training, Furthermore, on the
Training Concept dimension, which consists of The planned and programmed training designed to improve
performance at the individual, group, and or organizational levels which was carried out in online training
during this research, it has a role in forming a close relationship with trainee satisfaction with training
referrals. Meanwhile, the Training Materials dimension consists of The materials prepared for use in
training, fixed or unfixed, in any form, including, but not limited to, digital, print, audio, visual, or digital
or printed content workbooks, data, concepts, exercises, and exams required have an important role in
relation to referral training, the results above explain the role of the Training Delivery Dimension which
consists of a process of communication in which information is transmitted to the learners. Some of the
major methods are: lecture, audio visual, independent study, programmed, the learner interacts with the
instructor, a computer/ simulator, or other trainees to practice the skills, on the job training, computer-based
training, simulation, games , case analysis, role playing behavior modeling is important in relation to
Referral Training, in the Training Schedule Dimension which consists of a plan that trainers compose in
order to support your staff or project team with a necessary number of trainings. A training schedule
embraces subjects such as: Calendar of trainings to be introduced to the staff. Course details and training
agendas have a strong correlation with the Referral Training, then the Length of Training Dimension which
is the duration of training is a quantitative component referring to the length in time of a training session.
Training frequency refers to the number of training sessions within a given time frame, such as a day or a
week has a close relationship with Referral Training, from the results of the above analysis simultaneously
all Online Training Dimensions have a close relationship with Training Participants Satisfaction and
Training Referrals. By paying attention to the results of the analysis above, any online training provided
can focus on all the dimensions that have been discussed which are closely related to Participant Training
Satisfaction and Referral Training by participants.

4. Conclusion and Recommendation

From the results of the analysis and discussion, it can be concluded that there is a close and significant
relationship between the Online Training Dimension and Participant Training Satisfaction and Referral
Training optimized to get greater opportunities to answer online training needs for companies, especially
during the pandemic. Where Online Training is very necessary to ensure that all employees in the company
still have stable Competence and Motivation that are useful to support their performance in achieving
Business Goals, in addition to that, regular, measurable, and structured Online Training will provide
positive benefits in general to all employees. relating to the company's operations, namely increasing the
efficiency and compatibility of staff with the environment and, accordingly, improving service quality.
Create job satisfaction and reduce conflict and disobedience, and abnormal behavior, and reduce
absenteeism rates and other costs and accidents, help improve individual performance and organizational
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effectiveness, develop talent, and improve staff morale, where in the current challenging conditions
everything in above is needed by the company to continue to survive and grow.

Referring to the conclusions above, it can be said that the Online Training Business opportunity will be
very large as a logical impact of the increasing need for Online Training during the pandemic, and to
optimize these business opportunities, getting Referral Training from online training participants who have
participated in online training programs is very important and yet crucial because referrals are one of the
many promotional mixes that can directly increase product or service sales, in this case Online Training
services.
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