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Abstract

Human resource development is essential for improving organizational ca-
pacity and competency. In order to thrive as advanced nations, emerging coun-
tries should possess the adequate capacity to perform the government’s tasks
appropriately. One vital area that should be equipped with sufficient capacity is
national taxes collection, as it has crucial roles in financing development. In In-
donesia, this mandate is delegated to two units under Ministry of Finance (MoF),
namely Directorate General of Taxes (DGT) and Directorate General of
Customs and Excise (DGCE). Perhaps, the later has more significant contribu-
tion as it also possesses reinforcement roles to prevent state loss by combating
illegal smuggling. One of Mol’s unit established to provide human resource de-
velopment for DGCE is Customs and Excise Education and Training Center
(CETC). To date, education and training are still the most favourable instru-
ments of capacity building in Indonesia public sector. Nevertheless, in order to
deliver more targeted human resource development that in line with
organizational needs and can contribute to organizational performance improve-
ment, education and training should be organized effectively. Hence, regular
evaluation needs to be conducted to measure the effectivity of training pro-
grams.

Various elements might affect training effectiveness, especially in the con-
text of CETC and DGCE in which training provider is organized separately
from its user. This research focuses on two aspects influencing training effec-
tiveness: Training Needs Analysis (TNA) in the training planning stage and In-
ter-organizational Coordination (IOC) between CETC and DGCE. In addition,
this study measures the current CETC training effectiveness level. Three training
indicators are used to measure training effectiveness, namely knowledge and
skills utilization, materials relevance, and competency advancement. Based on
primary and secondary data analysis derived from interviews and official reports,
two primary findings are concluded in this paper. First, although DGCE has
been adopting organizational, tasks, and individual analysis in running their
TNA, in fact, the last aspect was incomprehensively and ineffectively conducted.
Consequently, it was not uncommon that many employees attended unnecessary
training, and in the end, training became less effective due to a mismatch be-
tween alumni’s new competencies and their post-training assignment. Second,
in contrast, despite organized separately, it turned out that excellent quality of
IOC existed between two units. There was evidence in which this solid IOC has
been translated into relevant training materials contributing to competency im-
provement. In conclusion, to some extent, the CETC training programs have
been quite effectively organized as they have been able to supply DGCE officers
with relevant training materials that can improve their competency. Nonetheless,
there is still a room for improvement, particularly regarding the knowledge and
skills utilization in post-training environment.

ix



Relevance to Development Studies

The MoF is a pioneer of bureaucracy reform in Indonesia. Its success in
reforming the public services delivery in several sectors such as taxation, cus-
toms and excise, state assets management, and state budget and treasury has be-
come a role model for many government organizations in Indonesia. This re-
form also includes education field. The situation in Customs and Excise
Education and Training Center (CETC) is no different. Many other government
education organizations often visit CETC in order to learn its business pro-
cesses, and then, implement it in their own organizations. Therefore, by con-
ducting this research, the author hopes that he can provide inputs for improving
the training effectiveness in CETC. As bureaucracy reform implemented by
MoF has become a role model for other ministries or government agencies, any
improvement made by CETC is also expected to be followed by other govern-
ment educational organizations in Indonesia.

Keywords

Capacity, Capacity Building, Education, Training, Training Needs Analysis,
Training Evaluation, Training Effectiveness, Inter-Organizational Coordination.



Chapter 1
Introduction

Human resources development is essential for improving organizational ca-
pacity and competency. In recent decades, this field has been getting more at-
tention, especially in the public sector (see Grindle and Hildebrand 1995; Cohen
1992; Cohen 1993; Morgan 1993). The capacity development is vital, especially
for developing countries, where adequate government performance is crucial to
promote market-oriented economies, encourage productive populations, and es-
tablish democratic political systems (Grindle and Hildebrand 1995).

One area that should be appropriately developed is the finance sector. In
Indonesia, all financial matters are organized under the Indonesian Ministry of
Finance (MoF). It includes fiscal policy formulation, national income collection,
budget planning and spending, state asset management, and national-regional
government fiscal transfer. From those various fields, perhaps the revenue col-
lection sector is the most crucial one as it has a responsibility to accumulate

resources from taxes and other means for fueling development.

Since the new millennium, the contribution of taxes to Indonesia national
budget has dramatically increased from just around 50% in 2000 to more than
85% in 2018 (Mol 2017; 2018). Within Mok, the authority for collecting and
managing taxes are delegated to Directorate General of Taxes (DGT) and
Directorate General of Customs and Excise (DGCE). According to Minister of
Finance Regulation Number 212 Year 2017 regarding Organization and Work-
ing Procedure of Ministry of Finance, the major difference between these two
units is the type of taxes they collect. DGT is responsible in collecting Income
Tax, Value Added Tax, and Property Tax, whereas DGCE is given mandate to
accumulate Customs and Excise as well as Export-Import Duties, including Im-
port Income Tax and Import Value Added Tax.

The contribution of DGT and DGCE in securing national income might
look equally crucial. However, in fact, DGCE has a more important and unique
role than DGT. First, in 2014, although DGT had a bigger contribution towards
the total revenues by IDR 788 trillion (USD 58.4 billion) against IDR 358 trillion
(USD 26.5 billion) collected by DGCE, the latter unit had much higher tax ratio
per employee by IDR 27 billion (USD 2 million) versus IDR 18 billion (USD
1.33 million) (Kompasiana 2015). Second, besides functioning as state revenues
institution, DGCE also has preventive and reinforcement roles. It prevents state
loss caused by illegal goods smuggling by combating the intetlopers, especially
in Indonesian border area.



Considering their vital roles, it is essential for DGCE personnel to be
equipped with sufficient knowledge and skills. Hence, there is a necessity to pro-
vide adequate human resource capacity development for DGCE officers. In
Mok, including in DGCE, the capacity development often translated into capac-
ity building, in-house training, and education and training programs. The latter
is the most prevalent means for improving MoF’s employee competency.

Generally, the responsibility to provide education and training for MoF em-
ployees is carried out by the Finance Education and Training Center (FETA).
As echelon I organization, FETA has several subordinate units. One of them is
Customs and Excise Education and Training Center (CETC) which established
specifically for supporting human resource development in customs and excise
area. In other words, CETC is the primary source of capacity development for
DGCE. However, in a narrower context, training can be considered effective if
its alumni can contribute well to the organization by applying skills and
knowledge derived from training. Several factors contribute in determining train-
ing effectiveness, among others are the training planning and development in-
cluding training needs analysis, the coordination between related stakeholders,
the appropriateness of trainee selection, and the utilization of alumni’s compe-
tencies. Measuring training effectiveness is essential for obtaining inputs to de-
liver future improvement.

To date, many literatures have discussed about training effectiveness
evaluation. Nevertheless, it seems none of them has related Training Needs
Analysis (TNA) and Inter-organizational Coordination (IOC) as specific
influencing factors for training effectiveness. Hence, this paper intends to
provide insight into how TNA and IOC were impacting the effectivity of
training. This research outcome is expected to be able to contribute for
enhancing the current training effectiveness level, in the context of CETC and
DGCE in particular, and in the Indonesian public sector in general. The more
effective the training, the more significant the benefit for the organization and
ultimately, the better impact for public service provision.

1.1. Research Strategy

This research concerns three inter-related parts. First, it scrutinizes the pro-
cess of training planning and development, including the Training Needs Anal-
ysis (TNA) as well as its possible hindrances. Second, this research examines the
inter-organizational coordination (IOC) quality between CETC and DGCE and
its possible effect on the training provision. Third, this research measures the
effectiveness of the training programs in developing DGCE human resources
capacity. In addition, in the last part of this research, the author analyzes the
effects of TNA and IOC toward the current training effectiveness level.



1.2. Research Questions

This research focuses on the central research question:

“How do Training Needs Analysis and Inter-organizational Coordi-
nation between CETC and DGCE impacting current training effective-
ness level?”

This primary research question will be elaborated further in the following
sub-questions:

How is the training program planned?
How is the DGCE and CETC coordinated?
How do the training stakeholders perceive effective training?

A Db

How effective is the existing training programs?

1.3. Research Background

As the only ministry carrying out the whole country financial manage-
ment, the MoF possesses massive bureaucratic structure.

Finance Education
and ] ]ﬂ].] .II Ig
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Figure 1. MoF Organizational Structure
Source: Own construction

Together with DGT, DGCE is the spearhead of national revenues collec-
tion. In terms of the number of personnel, DGCE ranks second (15,499 officers)
after DGT (42,325 officers) (MoF 2018). Those huge number of employees are
spread into ten directorates, a DGCE secretariat, a Goods Testing and Identifi-
cation Center, five Operation Facilities Bases (OFBs), three Primary Service Of-
fices (PSOs), 16 Regional Offices (ROs), and 117 Customs and Excise Supervi-
sion and Service Offices (CSSOs) throughout Indonesia.
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Source: Own construction

One of the most important units is DGCE Secretariat which has roles to
manage the organizational strategic planning, budget formulation, capacity de-
velopment, and employee administration. Later in this paper, the discussion
emphasizes on the two divisions associated with DGCE human resource man-
agement, namely the Employee Development Division (EDD) and Employee
Administration Division (EAD).

Generally speaking, the process of MoFF human resource capacity building
is under the responsibility of Finance Education and Training Agency (FETA).
FETA delegates its mandate to six specialized Training Centers (TCs) or echelon
IT units. In addition, FETA has 11 Finance Training Houses (FTHs) or echelon
III units that function as additional capacity for organizing training. The main
difference between TCs and FTHs is their authority to formulate and design
training programs.
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Figure 3. FETA Organizational Chart
Source: Own construction
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One of FETA’s unit is the Customs and Excise Training Center (CETC)
which functions to develop and organize education and training in the customs
and excise sector. CETC runs three core business processes. The Planning and
Development Division (PDD) designs the training curriculum and selects the
training lecturers. The Training Organizer Division (TOD) responsible for
delivering the training. The Evaluation and Performance Reporting Division
(EPRD) evaluates training and generates CETC performance reports. Lastly,
The General Affair Division provides support for the other three divisions.
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I
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Figure 4. CETC Organizational Chart

Source: Own construction

As DGCE is the only government body mandated to manage customs and
excise issues, then it becomes the primary user of CETC. CETC and DGCE are
connected by unique structures inside MoF. Borrowing Mintzberg’s (1979) ter-
minology, CETC can be considered as a supporting unit, whereas DGCE acts
as operating core. Although DGCE as an echelon I organization has its own
supporting unit in DGCE Secretariat, the responsibility to provide capacity
building for their officers is mandated to CETC, which in fact, organized under
different echelon I unit.

The CETC’s primary duty is to deliver training compatible with the DGCE
organizational needs. Therefore, coordination between both units is crucial.
Their collaboration can be seen in the training formulation, training delivery, and
evaluation stages. In order to make continuous improvement, regular evaluation
is needed. This task is carried out by the EPRD, which include learning out-
comes evaluation, lecturer evaluation, and training delivery evaluation. Learning
outcomes evaluation is undertaken to assess whether the trainees have mastered
the required training skills. It can take in the forms of invigilated, practice, and
simulation exams. Lecturer evaluation and training delivery evaluation are done
to acquire inputs from trainees as intakes for future improvement.
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In the context of CETC, education and training are perceived as one whole
package that cannot be separated from each other. Every program organized by
CETC is called ‘Diklat’, which stands for ‘Pendidikan dan Pelatiban’, or education
and training. However, in most program, the portion of skills and ability learning
are usually bigger than the knowledge teaching. Therefore, in this research, the
author simplifies the terminology by only using ‘Training’ to represent both
education and training in CETC.

Averagely, from 2015 to 2017, CETC organized more than 60 programs
which cover approximately 2,500 to 3,000 trainees annually. The annual training
budget is around IDR 25 to 35 billion (USD 1.9 to 2.7 million). A broad range
of the topics is provided, from the basic programs to the most specialized ones.
A batch of training usually consists of one class, but several programs can cover
three to four classes. Commonly, a class comprises 30 participants. The duration
of the training also varies, from five days up to two months. The learning style
also different for each training, from the one-side classroom, interactive discus-
sion to full practical simulation.

1.4. Methodology and Data Selection

In this research, the author uses both primary and secondary data. The pri-
mary data were derived from interviews while the secondary data came from
CETC and DGCE official documents. The author conducted this research from
the Netherlands, whereas all respondents’ location is in Indonesia, and therefore
all interviews were done via S&ype and WhatsApp video call.

In order to answer the first three sub-questions, the semi-structured inter-
views have been done with six CETC officers and two DGCE officers. Each



interview lasted for approximately 30 minutes. The key interviewees were cho-
sen based on their position in the organization. Then, to answer the fourth sub-
question, the author used descriptive statistics to analyzed Post-training Evalua-
tion Reports data from 21 programs conducted during 2015-2017. These
training were selected based on data availability. In addition, the author has con-
ducted structured interviews with 26 training alumni, 22 direct supervisors, and
23 alumni’s colleagues to obtain some additional information regarding their
current jobs. The alumni were randomly chosen from the training alumni data-
base, and the interviews with their bosses and peers were meant to clarify
whether the information given by the alumni are valid or not. However, in order
to protect their confidentiality, their names are not displayed in this research.
These structured interviews were relatively short and only lasted around 10
minutes for each. The author received all interviewees’ contacts after sending
official letters to both CETC and DGCE.

Finally, by combining answers from those four sub-questions, the author
analyzed the impact of Training Needs Analysis and Inter-organizational Coor-
dination between DGCE and CETC toward current training effectiveness level.
In the final section of this research, the author concluded and generated some

recommendations for future improvement.

1.5. Scope and Limitations of the Research

The scope of this research is the training provided by CETC for DGCE. It
covers 21 programs conducted during 2015-2017. However, as this research was
fully conducting in the Netherlands, the author faced some limitations in
conducting interviews. Hence, the interviews with all respondents were done by
using the technological advances (i.e., video call). Although video call conversa-
tions might be less natural than doing face-to-face chats, the author has tried his
best to create the interview atmosphere as convenient as possible for the re-
spondents to obtain more in-depth and comprehensive answers. In addition,
regarding CETC official documents, the researcher asked help from his col-
leagues there to provide him with the documents and data required via email.

1.6. Risks and Ethical Challenges

The author has been working in CETC for eight years. Currently, he served
as a senior staff in the CETC Training Evaluation Subdivision. His experience
in planning, organizing, and evaluating training programs as well as in interacting
directly with the DGCE employees apparently became valuable assets in doing
this research. However, it is undeniable that there will be a subjective bias.
Nevertheless, the author has tried to be as objective as possible by positioning
himself as a researcher. The data derived from official reports and interviews



were combined as a triangulation technique to reduce his bias. By doing so, he
hoped that he could make a comprehensive analysis based on the data collected.

In addition, as a CETC employee, the researcher might seem like an outsider
for DGCE, and therefore, he had difficulties in getting access to the required
data, or to the officers he would like to interview. Hence, to anticipate this prob-
lem, besides using formal means, he also used personal approaches with the
DGCE key interviewees. By doing so, he could obtain DGCE Training Needs
Analysis data and also interviewed the Head of DGCE Employee Development-
I' Subdivision and the Head of DGCE Employee Rotation Subdivision.
Moreover, the author has managed to obtain alumni contacts from the DGCE
employee database.

In doing interviews, the author introduced himself as a CETC employee
who is currently studying the post-graduate program in the International
Institute of Social Studies. He also did not forget to ask permissions from all key
respondents to record the conversation as well as to display their name later on
this research. Fortunately, all key interviewees did not have a problem with that.
The author acknowledges that his position as a CETC employee has helped him
in convincing them to do so. However, regarding alumni, supervisor, and
colleagues interviews, the researcher chose to protect their anonymity by not
revealing their identities. Lastly, in order to keep the interviewees giving
objective answers, there were no money, or other incentives offered to all
respondents.



Chapter 2
Conceptual Framework and Literature Review

This chapter discusses several concepts from previous studies related to this
research’s framework. Three primary notions construct this paper are (i) capac-
ity, education and training including training needs analysis; (ii) training
effectiveness evaluation; and (iii) inter-organizational coordination.

It is undeniable that capacity is vital to achieving development. In order to
catch up the advanced nations, the emerging countries should have adequate
capacity, especially in their public-sector organization. However, capacity build-
ing might only play a relatively insignificant role in enhancing government pet-
formance. Several factors such as organizational cultures, solid management
practices, and effective coordination within organizations have more significant
contributions to public sector performance improvement (Grindle and Hilde-
brand 1995: 461). Therefore, in order to pursue a higher pace of capacity en-
hancement, it seems that there is a necessity to advance towards learning
organizations. In Indonesia, education and training still become favourable
means for building capacity. Hence, if they are organized effectively, it is not
impossible for education and training to become powerful means towards

organizational learning shift.

Various factors might contribute to training effectiveness. The training de-
velopment including training needs analysis is essential in determining the suc-
cess of programs. In addition, in the context of CETC, the organizational struc-
ture that separate CETC as the training organizer and DGCE as the training user
might cause issues. Furthermore, the use of alumni’s knowledge and skills in the
post-training stage should also be taken into account. Hence, training evaluation
should be conducted to measure the current effectiveness level. In this paper,
the author analyzed the existing training effectiveness level and those various

factors influencing it.

2.1. Training as Means of Capacity Building towards Learning
Organizations

2.1.1. Capacity

The term ‘capacity’ has incredibly broad meanings. In the broader sense, it
can be defined as “the ability of people, organizations, and society as a whole to
manage their affairs successfully (OECD 2006: 12). Meanwhile, in the narrower
context, capacity can be perceived as “the ability to carry out stated objectives”
(Goodman et al., as cited in LaFond and Brown 2003: 7). One of the most prom-



inent definitions is proposed by Grindle and Hildebrand (1995: 445) who delin-
eate capacity as “the ability to perform appropriate tasks effectively, efficiently,
and sustainably”.

In the public sector context, the capacity development process is widely
recognized as ‘“apacity building’. 'This term possesses broad perspectives, ranging
from the broadest one, which is capacity for development, to the narrowest one,
which connects capacity to the human resources training (Cohen 1992; Cohen
1993; Morgan 1993). It can also be defined as ability enhancement in govern-
ment organizations which done by themselves, or by cooperating with other
organizations, in order to fulfil their duties adequately (Grindle and Hildebrand
1995: 445). Meanwhile, LaFond and Brown (2003: 7) outline capacity building
as a procedure for enhancing the ability of an individual, group of people, insti-
tution, or system so that they can accomplish their tasks or be able to function
more appropriately.

2.1.2. Learning Organizgations

In recent decades, the needs of qualified human resources that can satisfac-
torily engage with their jobs are highly increasing. Hence, in order to achieve
that, the capacity building and learning process should focus on both individuals
and organizations. This new notion has resulted in the emerging of a new term
called learning organizations. Senge (1990: 3) defines learning organizations as
“organizations where people continually expand their capacity to create the
results they truly desire, where new and expansive patterns of thinking are
nurtured, where collective aspiration is set free, and where people are continually
learning how to learn together”.

Meanwhile, Garvin (1993: 3) points out that “a learning organization is an
organization skilled at creating, acquiring, and transferring knowledge, and at
modifying its behaviour to reflect new knowledge and insights”. In addition,
learning organizations are those who go “beyond the notion of individual-level
learning to encompass group and team learning, noting that combining infor-
mation from multiple sources leads to both new information and new under-
standing” (Huber, as cited in Salas et al. 2012).

Garvin (1993) outlines five propositions to intensify learning organization
practices. First, solving problems systematically by formulating a hypothesis, col-
lecting and cultivating data to examine the hypothesis, and drawing a conclusion
based on the test (ibid). Second, experimenting to find out new knowledge that
can be used to deliver incremental improvement (ibid). Third, regularly learning
from experience and document it to a tangible instrument (ibid). Fourth, learn-
ing from others to develop a fresh idea to make an advancement (ibid). Finally,
transferring knowledge all over the organization to spread the wisdom to other
parts of organizations (ibid). This last step can be done efficiently by regularly
rotating staff across units or divisions (ibid).
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Bennet and O’Brien (1994) design 12 building blocks of the learning organ-
ization, which consists of “strategy/vision, executive practices, managerial prac-
tices, climate, organization/job structure, information flow, individual and team
practices, work processes, performance goals/feedback, training/education, in-
dividual/team development, and rewards/recognition”. Those 12 factors have
the same importance and should be exercised together by the organization as
they complement each other. However, in this research, the author would like
to emphasize the significance of education and training as one of the essential
aspects of learning organizations.

Indeed, in learning organizations, employees often learn from their experi-
ence while performing their jobs (Bennet and O’Brien 1994: 46). However,
through education and training, people can learn not only new knowledge but
also experience from the experts within organizations (Bennet and O’Brien
1994: 406). The benefit of training can be boosted if it is designed comprehen-
sively by combining interactive training methods such as team training and men-
toring with the technological advancements such as e-learning as proven in
Corning, Xerox, and Motorola companies (ibid). In summary, it is evident that
education and training are still one of the most integral factors needed to build
both individual and organizational capacity (ibid).

2.1.3. Education and training as a means for capacity building

Education and training are the most prevalent efforts in developing human
resources capacity, especially to advance people’s intellectual ability and attitude.
In order to derive a maximum result, education and training programs need to
be designed in line with the organization, position requirements, and individuals’
needs. Moreover, as previously mentioned, education and training are included

as one of the integral building blocks towards learning organizations (Bennet
and O’Brien 1994).

Nasution (1995) defines education as a process, technical, and teaching-
learning method with the intention of transferring knowledge from someone to
others by predefined standards. Education can also be defined as a learning pro-
cess to prepare individuals by increasing their knowledge to help them identify
their tasks accurately (Nadler and Nadler 2012). Meanwhile, Pont (2003) outlines
training as a capacity enhancement process to develop people’s capability.

Ahwood and Dimmoel (1999: 32) distinguish the definition between edu-
cation and training clearly: education is more theoretical in the context of general
and social knowledge and has a purpose to fulfil individual needs; whereas train-
ing is a process for developing employees’ skills and attitude to perform ongoing
as well as future given tasks. In a narrower context, training emphasizes on learn-
ing process related to specific ongoing duties; a means to design technical skills
in order to maintain and improve the effectiveness of individuals and groups’
performance within organizations (Mondy et al. 1984).
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2.1.4. The Importance of Training

Training is crucial for both organizations and individuals’ capacity develop-
ment. As briefly mentioned in the prior subsection, training can be said as the
most common practice used by organizations to equip their personnel with ad-
equate knowledge and skills needed to perform jobs.

It is evident that many companies in Germany perceived training as an in-
vestment, and therefore, they willingly provide training for job seekers (Ace-
moglu and Pisckhe 1998). In addition, the trainees also gain benefit as their skills
have been improving, they become more competitive and obtain opportunities
to get better career path (ibid). Sabitha (2018) corroborates the previous claim
by demonstrating that training has successfully shaped discipline for employees
in HDFC Standard Life Insurance. In addition, the majority of personnel in the
company concur that training programs are benefitting both organization and
individuals in accomplishing their goals (ibid).

The importance of training is also proven in the United States. Accumula-
tively, organizations in this superpower country spend at least USD 126 billion
per year for training and development (Paradise, as cited in Karabakkal 2015).
Similar to what happens in Germany, organizations in the U.S. consider training
as a root of employees’ skills and abilities (Karabakkal 2015). On the other hand,
the employee presumes training as opportunities to obtain new skills, develop
and prosper (ibid). Lubis (2008) shows that training in PT. Perkebunan Nusan-
tara IV Medan, Indonesia can provide a significant impact on employee perfor-
mance if complemented with motivation from the organization leader. Moreo-
ver, the combination of training and work discipline is proven to give a positive
effect on employee performance in PT. Angkasa Pura I Surabaya, Indonesia
(Erma 2013).

Slightly different than in the business world, training in public sector aims
to improve organizational performance and service delivery for the society.
Particularly for the public servants, besides as means for capacity building, train-
ing also often used as a requirement to occupy certain positions. Moses (2012)
points out that if training contained relevant materials and delivered in proper
time, it could boost employees’ achievement in Cooperative and Small-Medium
Enterprises Department in Papua, Indonesia. Furthermore, training is evident
to be one of the essential variables influencing personnel’s performance quality
in Customs and Excise Supervision and Service Office Bandar Lampung, Indo-
nesia (Roesdi 2008).

In summary, either in private or public sectors, training is still considered as
integral tools for improving individuals’ productivity and organizational perfor-
mance. However, in order to do so, training should be appropriately designed
and effectively organized. In the training development phase, the formulation of
programs should encompass organizational and individual needs. In addition,
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training programs should also be regularly evaluated to adjust it to the most re-
cent situation. Conducting comprehensive training needs analysis might be the
essential step to deliver effective training.

2.1.5. Training Needs Analysts

It cannot be denied that Training Needs Analysis (TINA) is a crucial factor
in delivering effective training. TNA is the earliest phase in a series of training
stages in which the type of training, as well as the training participant candidates,
are decided (Salas and Cannon-Bowers 2001: 475). In addition, TNA can also
be used to determine which part of an organization that requires training (Gold-
stein and Ford 2002). By conducting a thorough TNA, an organization can de-
rive specific learning objectives to develop the training design and delivery, in-
cluding its development criteria (Salas and Cannon-Bowers 2001: 475). In line
with Tannenbaum and Yukl (1992: 401-3), Salas and Cannon-Bowers (2001:
475-7) also argue that TNA mainly consists of three elements, namely “organi-
zational analysis, job or task analysis, and individual or person analysis.”

The organizational analysis’ functions for acquiring information regarding
where and when an organization requires training (McGehee and Thayer 1961).
In addition, it can also be used to assess training programs ability to change the
alumni behaviour in the post-training environment (Goldstein and Ford 2002).
Furthermore, in order to align training with organizational goals, its’ contents
should be arranged based on organizational strategic direction (Tannenbaum
and Yukl 1992: 401). In short, organizational analysis can function as an essential

bridge between strategic organizational needs and training program delivery.

Job or task analysis serves as a means for identifying the information re-
quired in structuring learning objectives (Goldstein and Ford 2002). Specifically,
its primary purpose is to figure out what kind of particular knowledge, skills, and
abilities needed for accomplishing specific tasks (Tannenbaum and Yukl 1992:
402). In addition, Salas and Cannon-Bowers (2001: 4706) also point out that task
analysis outcomes are not only detailed job description but also the picture of
conditions required in which specific jobs can be executed. In recent decades,
due to rapid technological change, the contents of the training should always
accommodate task analysis in order to keep it up to date with the most recent
situation (Tannenbaum and Yukl 1992).

Lastly, person analysis emphasizes on identifying the type of training re-
quired by an individual as well as who needs that training (Tannenbaum and
Yukl 1992: 403). Its purpose is to recognize individuals’ strengths and
weaknesses and therefore generate a proposition for targeting which kind of im-
provement or what kind of training needed by a person (Salas and Cannon-Bow-
ers 2001: 477). Several factors such as job levels, age, and experience play a role
in determining the right training for a person (ibid). Feldman (1989) shows that
organizations often insufficiently assess their employees’ strengths and weak-
nesses, which resulting in delivering ineffective training. Incomprehensive and
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insufficient individual analysis can lead to a training program being followed by
the wrong people or them who do not really need it (Tannenbaum and Yukl
1992: 403). If this situation happens, there would be resources waste which
might cause a loss for an organization.

Ineffective trainee selection might also cause a mismatch between individ-
uals and position within organizations (Royster 2018). In this case, organizations
are more likely to bear substantial financial loss (ibid). In order to overcome this
issue, ensuring the compatibility between personnel’s skills and their tasks in the
post-training environment is vital for increasing organizational performance
(ibid). In summary, TNA is a critical factor for organizing effective training. It
sets up fundamental guidance to align training delivery with organizational goals.
Without effective TNA, training could become a pointless effort for an
organization in improving their human resources’ competency.

2.2. Training Effectiveness and Knowledge and Skills
Implementation

2.2.1. Effective Training Program

Capacity building, including education and training, is indeed expensive.
Therefore, it should be done effectively so that there will not be any wasted
resources. Dayal (2001) points out that training is effective if its alumni can ben-
efit the organization as intended. Furthermore, he argues that an effective pro-
gram should bear three aspects, namely: (i) relevant training materials that in
line with trainees’ jobs, (ii) applicable knowledge and skills that can be
implemented on the workplaces, and (iii) competency improvement, in-
cluding work attitudes, values, and individual attributes (Dayal 2001).

Wagonhurst (2002) contends that training can be regarded effective if it is
initiated by conducting a thorough needs assessment, transmitted by using
proper methods and complemented by considering external factors influencing
the training materials implementation in daily tasks. A comprehensive needs as-
sessment should involve multiple layers, from the employees at the lowest level
to the upper-middle levels managers (Wagonhurst 2002: 79). Appropriate train-
ing approaches should emphasize on trainee skills development and should be
delivered by combining various methods such as lectures, assignments, discus-
sion, problem-solving exercises, role play, and simulation (Wagonhurst 2002:
80). Lastly, extrinsic factors affecting training materials implementation in daily
jobs such as motivational problems, inadequate resources and facilities, and poor
working conditions should be taken into account in designing the training (ibid).

Various elements can influence the effectivity of training. Noe (1986) shows
that motivation and environmental factors are integral in determining the quality
of learning. Low level of trainees’ motivation might cause training provision be-
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comes less effective (Noe 1986: 745). In addition, inadequate supervisor’s sup-
portt, insufficient resources, and scarce opportunity to exercise new skills also
can hinder the training effectiveness level (Noe 1986: 746). The selection of
training methods is also vital in determining the success of the learning process
(Read and Kleiner 1996). In order to choose the best method, several favourite
channels such as lectures, role plays, simulation, audio-visual means, and e-learn-
ing should be adjusted with training materials types, size of the class, duration,
trainee’s background and absorptive capacity, available facilities, and training
outcome target (ibid). Furthermore, the last step to take is measuring the delivery
of the program by evaluating post-training behaviour to yield inputs for future
improvement (ibid).

2.2.2. Evaluating Training Effectiveness

Kirkpatrick and Kirkpatrick (2006) outline that the combination of plan-
ning, implementation, and evaluation play significant roles in ascertaining train-
ing effectiveness.

“each of the following factors should be carefully considered when planning and
implementing training program: determining needs, setting objectives, determining subject
content, selecting participants, determining the best schedule, selecting appropriate facili-
ties, selecting appropriate instructors, selecting and preparing andio-visnal aids, coordi-
nating the program, and evaluating the program” (Kirkpatrick and Kirkpatrick 2006:
3).
Furthermore, they emphasize the importance of training evaluation: (i) to
show that the resources used for training can contribute well to the organiza-
tional needs, (ii) to determine whether training programs should be continued

or terminated, and (iii) to seek inputs for improvement for the future training
programs (Kirkpatrick and Kirkpatrick 2006: 17).

In addition, Kirkpatrick and Kirkpatrick (2006) propose the Four-Level
Evaluation Steps to determine the training effectiveness. The first level, evalu-
ating reaction, measures the trainees’ reaction to the program, i.e., how satisfied
they are regarding the training delivery (Kirkpatrick and Kirkpatrick 2006: 21).
In order to do so, Kirkpatrick and Kirkpatrick (2006: 32) designed a tool called
‘Reaction Sheet’ to obtain feedback for evaluating the current program (Kirk-
patrick and Kirkpatrick 20006: 27). In addition, these trainees’ input can also pro-
vide quantitative information regarding which training aspect that still has to be
particularly improved (ibid). Finally, it also helps the organization to set a per-
formance benchmark for future improvement (ibid). The next level, evaluating
learning, measures to what extent the improvement of knowledge and skills as
well as the changes in attitudes of the training participants (Kirkpatrick and Kirk-
patrick 2006: 22).

The third level, evaluating behaviour, focuses on the changes in alumni’s
knowledge, skills, and attitudes related to training materials in the post-training
environment (Kirkpatrick and Kirkpatrick 2006: 23). In this step, there are five
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important things to notice. First, the evaluation should be done before and after
the training program (Kirkpatrick and Kirkpatrick 2006: 54). Second, buy some
time for behaviour change to occur (ibid). Third, conduct a survey and/or inter-
view with the alumni and people who know alumni’s behaviour before and after
training (ibid). Fourth, reiterate the evaluation at a certain time in the future
(ibid). Fifth, take account of the costs and benefits of the evaluation (ibid). Fi-
nally, the last level, evaluating results, intends to understand the impact of
alumni’s behavioural changes towards organizational performance, for instance,
increased in productivity and quality, or decreased in inefficiency (Kirkpatrick
and Kirkpatrick 20006: 25).

Level One — Level Three —
Evaluating Evaluating
Reaction Behaviour
@) @) @) O
Level Two — Level Four —
Evaluating Evaluating
Learning Results

Figure 6. Kirkpatrick's Four Level Evaluation Model
Source: Own Construction, based on Kirkpatrick and Kirkpatrick (2006)

Swanson and Sleezer (1987) propose slightly similar means to evaluate train-
ing effectiveness, namely satisfaction, learning, and performance. Bramley and
Kitson (1994) show that the training effectiveness often measured from the re-
action and learning levels only. In contrast, Tan et al. (2003) indicate that training
participants’ reactions toward training programs are not significant in determin-
ing the training effectiveness. However, all four levels are essential and should
be conducted sequentially in order to get the best understanding regarding the
program effectiveness (Kirkpatrick and Kirkpatrick 2006: 26). In addition to
Kirkpatrick’s Four-Level Evaluation model, Chmielewski and Philips (2002) de-
velop the fifth level to measure the return on training investment (ROTI). This
method allows organization to analyze the cost-benefit of training programs
(ibid). In addition, the ROTI model was developed to encourage organizations
to perceive training as an investment rather than as expenses (ibid).

2.2.3. Knowledge and Skills Implementation

Prien (as cited in Goldstein and Ford 2002: 62), defines ‘knowledge’ as
“the foundation on which abilities and skills are built”. Whereas ‘skills’ means
“the capability to perform job operations with ease and precision” (ibid). These
two elements are often associated with ‘ability’ which refers to “cognitive capa-
bilities necessary to perform a job function” (ibid). The combination of these
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three factors, or abbreviated as KSAs, is undoubtedly required in order to per-
form tasks effectively (ibid).

As suggested by Dayal (2001), the implementation of knowledge and skills
derived from training can be used as indicators to measure training effectiveness
level. Furthermore, the translation of knowledge and skills into real action in the
workplaces is tightly related to alumni behavioural change (Kirkpatrick and Kirk-
patrick 2000). Ideally, after attending training, employees should have mastered
new knowledge and skills, and then apply them to improve their performance.

However, a considerable effort is needed to achieve that ideal condition.
Various studies show that the implementation of KSAs is not only depended on
the alumni itself. Various factors can inhibit employees from doing so. For in-
stance, inadequate infrastructure has caused a gap between KSAs learning and
ACCM/PALS septic shock implementation practice in India (Santhanam et al.
2009). In addition, many other factors such as inappropriate training contents,
corrupted political environment, insufficient financial incentives, poor
organization practice, media influence, and customer’s preference are proven
can hinder the implementation of KSAs in the health sector in several develop-
ing countries reaching the satisfactorily level (Haines et al. 2004).

2.3. Organization Coordination, and Inter-Organizational
Coordination

2.3.1. Organizational Structure and Coordination Theory

Mintzberg (1979) defines five basic parts of an organization: “the strategic
apex, middle line, operating core, technostructure, and support staff”. The first
three mentioned are directly related to the organization’s core business process.
In contrast, technostructure and support staff are indirectly influencing operat-
ing core, middle line management, and sometimes, strategic apex (ibid).

Strategic
Apex

Support
Staff

Techno-
structure

Middle
Line

Operating Core

Figure 7. “Five Components of Organizations”
Source: Mintzberg (1979)
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Egeberg (2007) explains the impact of horizontal and vertical specialization
within the organization. Horizontal specialization occurs when different issues
and policy areas are linked together or de-coupled from each other (ibid). In
contrast, vertical specialization often comes along with horizontal one in a hier-
archy system (ibid).

Coordination is a crucial aspect which determines the organization perfor-
mance. Malone and Crowston (1990: 5) outline coordination as “the act of man-
aging interdependencies between activities performed to achieve a goal”. Fur-
thermore, coordination is closely related to interdependence (ibid). Various
coordination mechanisms such as “mutual adjustment, direct supervision,
standardization of work processes, outputs, and skills are required for managing
those interdependencies” (Mintzberg 1979: 35). Mutual adjustment involves on-
going communication and alignment between actors and groups, while direct
supervision allows actors to lead and manage interdependencies between their
subordinates. Standardization relies on rules and procedures which govern every
single activity. Lastly, to relate organizational structure and the importance of
the coordination mechanism, the balance between hierarchy, specialization, and
division of labour is crucial to optimize coordination process (Dan 2013: 5).

2.3.2. Inter-organizational Coordination

Planning is a critical step to achieve the organization’s goals. Planning can
become more significant when multiple actors or organizations interact to ac-
complish their goals. Inter-organizational coordination (IOC) can be considered
a form of planning (Alexander 1993: 328). Hence, organizations, as well as inter-
organizational systems, need to coordinate their activities when they become
more complex and cannot be handled by simple hierarchical mechanism control.
In summary, IOC is a vital aspect in the planning stage (Alexander 1993: 329).

Rogers and Mulford (1982: 12) delineate IOC as “the process whereby two
or more organizations create and use existing decision rules that have been
established to deal collectively with their task environment”. IOC can also be
simply defined as a relationship between organizations (Hall et al. 1977). In
addition, Kaufmann et al. (1986: 790) explain that coordination occurs as distinct
events of multiple actors merge to shape chains of activities.

Alexander (1993) argues that the IOC theory involves several interrelated
dimensions. First, inter-organizational fields and networks display the inter-
organizational systems related to coordination structures (ibid). On the one side,
in the absence of IOC, organizations within networks only communicate by us-
ing more abstract informal means (ibid). On the other side, with several points
of IOC, they can be adjusted and hierarchically managed (ibid). Second, coordi-
nation strategies show a variety type of coordination from the abstract mecha-
nism such as cooperation, to the specific ones such as contract signing (ibid).
Third, coordination structures shape linking mechanisms which convert unco-
ordinated or less coordinated inter-organizational system into more coordinated
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ones (ibid). Fourth, coordination tools represent the particular aspects of
organizational activity, behaviour, and inter-relationship which enable I0C
(ibid). It is ranging from informal means such as meeting and phone calls to the
formal ones such as contracts signing (ibid).

2.3.3. Determinant Factors Affecting Inter-Organiational
Coordination

Various elements might influence the IOC quality. Williams (2005) points
out the importance of networks structures on coordination and collaboration.
Appropriate decision-making process and the capability to formulate liberal re-
lations between related organizations also possess crucial roles (Whetten and
Leung 1979). Organizational and environmental factors do have essential after-
math on the effectiveness of IOC (Schumacher 2002: 392). Fried et al. (2005)
delineate three key aspects influencing IOC quality level: “organizational factors,
environmental factors, and characteristics of top executives in organizations.”

More practically, Aghajani et al. (2014: pp. 297-8) point out six variables
influencing IOC quality, namely “mutual trust, goal orientation, collective think-
ing, shared interests, consistent organizational cultures, and ease of communica-
tions”. From those factors, the first-mentioned possesses the most significant
direct impact on IOC (ibid). In contrast, the rest five variables have an indirect
effect on IOC (ibid).

Einbinder et al. (2000) propose four preconditions for collaboration that
can deliver positive impact in improving IOC effectiveness: “incentive, will-
ingness, ability, and coordination capacity”. Firstly, the most common in-
centive to collaborate is mandate, that requires organizations for cooperating
(Oliver, as cited in Einbinder 2000: 121). In addition, interdependence and mu-
tual interests can act as additional incentives for organizations (Gricar 1981;
Logsdon 1991).

Secondly, many organizations failed to cooperate with their counterparts as
they have inadequate goodwill to do so (Einbinder et al. 2000: 123). To address
this problem, organizations should show respects, commitment, and trust to
their partners (ibid). Those factors can yield a willingness to collaborate between
organizations (ibid).

Thirdly, employees’ knowledge and skills to coordinate play critical roles in
organizations’ ability to collaborate (Einbinder et al. 2000: 125). In addition,
organizations should have “ability to work together on a common task” (Alter
and Hage 1993: 86). Furthermore, these staffs should be given authority to de-
cide within the coordination process (Meyers 1993). Moreover, adequate re-
sources should support employees to run the coordination process better (Cum-
mings 1984).
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Lastly, capacity to collaborate is related to the presence of organizations’
coordination mechanisms (Einbinder et al. 2000: 126). Logically, the more chan-
nel used to coordinate; the better the coordination level will be (ibid). One of
the most common means is by establishing the inter-organizational working
group, task force, or coordinating council (Schopler 1987; Lawless and Moore
1989). In addition, reliable communication means for sharing information can
enhance the coordination capacity (Lawless and Moore 1989). Moreover, a
concrete agreement such as contract signing or establishment of standard oper-
ating procedures between organizations can perfect their coordination quality
(Van de Ven 1976; Lawless and Moore 1989; Ring and Van de Ven 1994).

2.4. Analytical Framework

Although several previously mentioned literatures have talked about TNA,
IOC, and training effectiveness in general, it seems that there is no study dis-
cussed the impact of those two factors towards training effectiveness level.
Based on literatures above, training is still the most favourable capacity building
means, particularly in Indonesia, and thus it should be organized effectively in
order to propel organizational shifting, from the conventional ones to learning
organizations. Measuring training effectiveness is crucial to delivering continu-
ous improvement. Hence, to relate those diverse concepts, the author focuses
on several aspects in this research.

First, the author examines the CETC training planning and development
process. It includes assessing whether DGCE TNA has covered ideal TNA con-
cept (see Tannenbaum and Yukl 1992; Salas and Cannon-Bowers 2001; Gold-
stein and Ford 2002) or not. Second, in order to assess the IOC quality between
DGCE and CETC, the author analyzed the presence of four preconditions (i.e.,
incentive, willingness, ability, and coordination capacity) concept by
Einbinder et al. (2000) between both organizations. Third, by using Kirkpatrick’s
Four-Level Evaluation Steps (i.e., reaction, learning, behaviour, results)
(Kirkpatrick and Kirkpatrick 2006), the author measured the degree of training
effectiveness based on the stakeholder’s perspective. In addition, three effective
training criteria introduced by Dayal (2001), namely training materials rele-
vance, competency improvement, and knowledge and skills implementa-
tion, were integrated to the third level of evaluation (i.e., evaluating behaviour).
Finally, from those three aspects, the author concluded the impacts of TNA and
IOC on current training effectiveness level. Lastly, by conducting this research
papert, the author hoped that he could contribute by providing a piece of litera-
ture that can be viewed as a part of the bigger puzzle.
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Chapter 3
Training Needs Analysis and Inter-

Organizational Coordination between CETC
and DGCE

This chapter discusses two factors that might play roles in determining
CETC training effectiveness. The first part of this section analyzes the process
of training planning and development, including the training contents to answer
the first sub-question. Subsequently, the second subsection would be answered
in the second subsection by examining the inter-organizational coordination be-
tween CETC and DGCE.

3.1. Training Planning and Development Stage

The training delivery in CETC is indeed a unique business process where a
training organizer is separated from its primary user. As happened in general, the
first and might be the most crucial step of the whole process is planning and
designing training programs. This process involves two units from different
organizations, which are the CETC Planning and Development Division (PDD)
and DGCE Employee Development Division (EDD), specifically the Employee
Development-I Subdivision (ED-1S). In conducting this research, the author
managed to interview four officers from the CETC PDD and one officer from
the DGCE EDD who handle the training planning and development stage. All
interviewees are upper-middle level managers who hold the positions as the
leader of their respective units. In terms of planning, this process is regularly
done on annual basis. The process is started approximately a year before the
training is held.

3.1.1. The DGCE ldeal Training Needs Analysts

The initial step of the planning process occurs in DGCE as the training
user. Fortunately, DGCE has adopted TNA as a planning tool to determine what
kind of training required by the organization. This set of a process is handled by
the DGCE EDD, particularly the ED-18S, as a part of the DGCE Secretariat.

According to the DGCE TNA Technical Guidance 2018, the process began
when the DGCE EDD sets up strategic organizational needs. This initial proce-
dure can be considered as an organizational analysis process that establishes the
foundation for the next stages, which are a job or task analysis and individual
analysis (Tannenbaum and Yukl 1992; Salas and Cannon-Bowers 2001). After
defining organizational strategic goals, the EDD continues the process by doing
organizational position assessment and employee individual TNA. The EDD
conducts position assessment to determine the types of competency required by
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certain positions influencing working unit’s performance, as well as enhancing
both individual and working unit’s competency. In doing position assessment,
the EDD is aligning the type of competency needed to fill certain positions along
with the number of personnel projected for filling those posts. In addition, in-
dividual TNA is a representation of person analysis.

In the formulation of position assessment and individual TNA, the EDD
involves all working units by offering training quota to all DGCE Regional Of-
fices (ROs) and Customs and Excise Service and Supervision Offices (CSSOs)
throughout Indonesia. Their involvement is vital as they are perceived to have
the best understanding regarding the number of positions needed and the em-
ployee competency required for those posts.

After receiving training quota from the EDD, each working unit forward
these offering to their employees and command them to submit their preference.
In this phase, employees are offered various trainings and required to choose
two types of programs based on their desires. Besides those two optional train-
ing, each employee is also obliged to attend at least two mandatory programs
which have been determined based on position assessment result.
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Figure 8. Position Assessment and Individual TNA Process in DGCE
Source: Modified from DGCE TNA Technical Guidance 2018

In the next stage, the direct supervisors are responsible for checking the
individual TNA results. These echelon-four level officers have authority for de-
ciding who will join what training and who will not. Hence, they need to have
sufficient understanding regarding the competency gap in their units. The indi-
vidual TNA process continues when the direct supervisors pass on their assess-
ment results to the echelon-three-level Personnel Management Unit (PMU)
above them. This CSSO’s PMU acts as the second filter which re-examines the
individual TNA result from the direct supervisors and then continues submitting
the individual and position assessment results to the echelon-two-level PMU in
ROs. In RO’s PMU, the assessment results are assessed once more before being
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submitted to EDD in the DGCE Headquarters. Finally, after all ROs submit
their TNA results, the EDD will step on to the next phase, which is TNA veri-
fication. Figure 9 displays the assessment matrix in DGCE.
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Figure 9. DGCE TNA Assessment Steps
Source: Modified from DGCE TNA Technical Guidance 2018

3.1.2. Training Needs Analysts Verification

According to Minister Regulation Number 37 Year 2014 Regarding Guide-
lines for Training Needs Analysis, after TNA has been done, the verification
process follows. This procedure involves both DGCE as the training user and
CETC as the training organizer. As both units are not managed under the same
echelon-one level organization, information boundaries might occur between
them. For instance, regarding the CETC budget, it is funded by FETA, not from
DGCE. Hence, to compose a successful training planning, good coordination
between two units is highly required. As argued by Alexander (1993), coordina-
tion has a significant role in achieving successful inter-organizational planning
activities.

The primary purpose of TNA result verification is to synchronize DGCE
training needs and CETC’s capacity to deliver training. As a developing country,
the Government of Indonesia has not been able to escape from budget con-
straint. The situation in the Ministry of Finance generally, and CETC specifically,
is no different. Due to its limited funding, CETC is always overwhelmed to fulfil
DGCE competency improvement needs every year. For example, in the last two
years, the total number of DGCE employees who need training keeps surpassing
CETC’s training capacity. Although it got additional capacity from 11 Finance
Training Houses (FTH) throughout Indonesia, CETC still failed to fulfil all
DGCE training needs. However, to simplify this research, the training capacity
of those FTHs will be considered as a part of CETC capacity. Figure 10 shows
the gap between potential participants and the CETC training capacity.
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Figure 10. TNA Verification Result 2017-2018
Source: Own Construction

In order to tackle this training capacity problem, several strategies have been
implemented. From interviews with four CETC PDD officers, various ap-
proaches have been compiled. First, CETC and DGCE need to set a priority list
in their training schedule.! The mandatory training such as DTU Kesamaptaan and
Customs and Excise Basic Training is set on the top of the list since there are
hundreds of recruits obliged to follow those basic training every year. Then,
training that in line with strategic organizational needs and position requirement
needs are put in the next list. For instance, specific training such as Import
Goods Inspection, Tactical Intelligence, and Document Investigator Officer,
never been absent in the training calendar in the past few years. Then, the last
place in the list are filled by training and workshops to enrich individual compe-
tence, such as Use of Cabin Cargo Scanner Training, Counselling and Infor-
mation Services Workshop, and so on.

Second, to accommodate more training participants with less cost, CETC
has started implementing e-learning, especially blended learning since 2015.>
Driscoll (2002) points out that blended learning is comprehensive training which
fuses conventional face-to-face training and internet-based training. Within
blended learning, trainees are given materials to learn via the internet during a
certain amount of period before attending the classical training in CETC. By
using this method, CETC has saved a significant amount of budget regarding

! Interview with the Head of CETC Training Program Subdivision (TPS).
2 Interview with the Head of CETC Training Curriculum Subdivision (TCS).
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training accommodation and then shift it to deliver other programs. Neverthe-
less, based on the CETC Training Calendar 2018, the implementation of this
method is still very low as only six out of 68 training adopt this system.

Third, training which perceived not urgent but still has many potential par-
ticipants would be postponed and put on the waiting list.” However, those pro-
grams could still be held in the same year if there is a remaining budget after all
top-priority training have been completed in the first place, or if there is addi-
tional funding from DGCE.* In the latter option, DGCE would bear partial
costs of training. Unfortunately, although several strategies have been taken,
there were still some potential trainees who failed to join the desired training as
depicted in Figure 10.

Finally, the output of TNA verification activity is the training calendar. In
this document, the number and type of programs, as well as its participants, have
been decided. However, it is not impossible to revise the training calendar due
to several factors. The change of organizational needs, the budget cuts, the use
of training optimization funds can shift the training calendar contents. When it
happens, CETC and DGCE would always need to coordinate to synchronize
their perception regarding which training must continue, postponed, or even
cancelled.

3.1.3. Training Participants Selection

There are two different mechanisms used for determining the training par-
ticipants.” First, for the training that is closely related to fulfilling organizational
competency needs and position requirement needs, such as Documents Investi-
gator Functional Training, Customs and Excise Enforcement Training, and Dog
Handler Training, the participants are taken from outside those units or from
they who have not been assigned in those positions. In this kind of training,
besides administrative selection, there are also other tests such as physical test
and psychological test. Then, after completing and passing the training, alumni
are given certificates as a requirement for getting promoted or being assigned to
specific posts.

Second, for the training intended to improve individual competency such
as Expert Level Document Investigator Training, Post Clearance Audit Train-
ing, and Advance Excise Training, the trainee selection is prioritized for employ-
ees who have been placed in those related units since before participating in
training. However, it is also possible for employees from other units to partici-
pate if they have submitted their preference in individual TNA and obviously
have obtained permission from their supervisors. Nevertheless, if the number of

3 Interview with the Head of CETC TPS
4 Interview with the Head of CETC Planning and Development Division (PDD)
> Interview with the Head of DGCE Employee Development-I Subdivision (ED-1S)
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potential trainees surpasses the training quota, the EDD has the discretion to
determine employees who will attend that training.

3.1.4. Formulation of Training Materials

In terms of training materials, the CETC PDD involves DGCE either in
formulating new curriculum or updating the existing materials. This process is
conducted regularly by using three primary sources, which are Training Evalua-
tion Reports, Post-training Evaluation Reports, and inputs from lecturers.’
Based on those inputs, the PDD assess whether major or minor updating is re-
quired. For the minor one, the new materials are directly inserted into the exist-
ing curriculum. In contrast, if significant updating is needed, CETC forms Cur-
riculum Formulation Team consists of the PDD staffs, lecturers and DGCE
experts to design new curriculum or even new training. The presence of these
experts is critical as they are the ones who directly involved in the daily jobs.

In addition, the curriculum formulation process always refers to Technical
Competency Standards and Tasks Competency Standards set by DGCE. By
doing so, the designed training programs would not only improve individual
competence but also in line with organizational needs. So far, the curriculum
updating process has been effective. It was evident from the number of training
participants complaints regarding the training materials that are very few. Out of
more than 30 training in the first semester of 2018, there were only two minor
complaints regarding the training materials.” In the next chapter, this claim
would be examined more based on CETC Training Evaluation Reports and

alumni interviews.

3.2. Inter-Organizational Coordination Quality between
CETC and DGCE

Coordination is an essential factor affecting organizational performance.
Being on different echelon-one level organizations, it is obvious that CETC and
DGCE need to establish strong coordination for designing, organizing, and eval-
uating training programs. In order to understand IOC quality between CETC
and DGCE, the author has conducted interviews with eight officers from both
units. The main questions asked are regarding the existence of four effective
IOC preconditions (Einbinder et al. 2000), namely “incentives, willingness,
ability, and coordination capacity” as well as the underlying factor behind
them.

In terms of incentive, if the mandate is considered as the strongest incentive
(Oliver, as cited in Einbinder 2000: 121), then it is obvious that CETC and

¢ Interview with the Head of CETC TCS
7 Interview with the Head of CETC Training Evaluation Subdivision (TES)
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DGCE receive a mandate to collaborate from the Minister of Finance. This del-
egation is clearly stated on the Minister of Finance Regulation Number 212 Year
2017 regarding Organization and Working Procedure in Ministry of Finance.
Based on this rule, on the one hand, “DGCE has duties to organize policy for-
mulation and implementation, supervision, law enforcement, service, and
optimization of state revenues related to customs and excise” (MoF 2017). On
the other hand, “CETC has tasks to provide and develop education, training,
and certification in the field of customs and excise” (MoF 2017). Hence, based
on that regulation, it is evident that DGCE and CETC are mandated to team up
in supplying competence DGCE officers that possess adequate knowledge and
skills to supportt their duties.

Besides mandate, common interest and interdependence also provide
strong incentives (Gricar 1981; Logsdon 1991). Although possessing different
function and interests, CETC and DGCE share a common goal as parts of the
MoF, which is to improve the customs and excise public service quality.® In
addition, there is a tight interdependence among CETC and DGCE.” While
CETC is the only organization in Indonesia that provide customs and excise
training, DGCE is also the only primary user of CETC. Thus, it might be said
that if there were no DGCE, then CETC would not be needed. In contrast, if
there were no CETC, then DGCE would have difficulties in developing their
human capital resource.

The second precondition is willingness between organizations to coordinate
(Einbinder et al. 2000: 123). In this factor, both units claimed to have strong
desires to maintain their coordination at an excellent level. The leadership factor
plays an essential role in this aspect. It comes from the organizational culture
that requires the position of Director of CETC and the CETC PDD officers to
be filled by former DGCE officials, and therefore they have vigorous will to

build good cooperation with their former unit."

On the contrary, the General
Director of DGCE has high awareness regarding the importance of human re-
source development by always commanding his subordinates to maintain good

relationships with CETC.

In addition, good leadership also brings mutual trust between both
organizations (Fried et al. 2005). Since officers from both units have known each
other for a relatively long time, mutual trust has never been an issue between
CETC and DGCE. From mutual trust, considerable respect and strong commit-
ment have grown, and ultimately, it establishes solid communication and coot-
dination among them. An interviewee even claimed,

8 Interview with the Head of CETC PDD
9 Interview with the Head of DGCE ED-1S
10 Interview with the Head of CETC PDD and the Head of DGCE ED-1S
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“when DGCE has to make training needs adjustment, I just need to chat
Mrs. Hendar Supriyati (Head of CETC Training Program Subdivision) via
Whatsapp, and usually she has understood my intentions even before the
formal coordination meeting is held.” (Subiaksono 2018)

The benefits of mutual trust do not stop there as it brings up other IOC
variables such as collective thinking and ease of communications (Aghajani et al.
2014: 298). In this context, collective thinking is constantly exercised by both
units in the forms of TNA verification process, curriculum updating, trainer se-
lection, post-training evaluation samples selection, and the distribution of train-
ing cost-sharing." In addition, ease of communication occurs from high respect
and commitment based on mutual trust among both units. In summary, the lead-
ership factor is highly influential in developing mutual trust between CETC and
DGCE as it has been amplifying willingness to cooperate and triggering the
emergence of collective thinking and ease of communication.

The third ingredient for setting up effective IOC is the ability to work to-
gether in common tasks (Alter and Hage 1993; Einbinder et al. 2000). Among
DGCE and CETC, the existence of this factor is unquestionable. As described
above, collective thinking between two units is regularly conducted, and com-
monly, it takes in the form of working group, for instance, TNA Verification
Team, Curriculum Formulation Team, and Post-Training Evaluation Team.'
The member of the team consists of experts from both units. Furthermore,
those teams are given sufficient decision-making authority. This authority is es-
sential to make the team operates and coordinate effectively (Meyers 1993).

However, the coordination ability cannot be separated from the resource
availability supporting the coordination process (Cummings 1984). Regarding
human resources, it seems that CETC and DGCE have no issue as they have
many experts inside the coordinating working groups. The problems occur in
terms of financial resources. As the training provider, although they have a lim-
ited budget, CETC has a responsibility to funding all the working group's activ-
ities. Unfortunately, due to this resource constraint, only experts from DGCE
who enjoy financial incentives for being parts of the working groups. In contrast,
the group members from CETC are taking part in the team without earning
additional honorarium." Fortunately, until today, it seems that this situation does
not affect the working group's performance, although financial incentive might
boost their achievement.

11 Interview with the Head of CETC Teaching Staff Subdivision (TSS), the Head of
CETC TCS, the Head of CETC TPS, the Head of CETC TES, and the Head of DGCE
ED-18.

12 Interview with the Head of DGCE ED1S, the Head of CETC TPS, the Head of
CETC TCS, and the Head of CETC TES.

13 Interview with the Head of CETC TCS.
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The final piece to perfect the IOC quality is the capacity to cooperate, which
often related to coordination mechanisms (Einbinder et al. 2000: 126). In de-
signing training program, or deciding which training should be evaluated further,
CETC and DGCE use vatrious mechanisms to communicate, from the informal
means such as phone calls, text, and WhatsApp chats to the formal ones such as
working groups. In fact, the presence of the CETC PDD officers who have
experienced working at DGCE helps in keeping good coordination as they have
a lot of connection in the DGCE Headquarters, and therefore, they often use
those informal means to contact their counterparts in the DGCE EDD. These
casual ways are proven very helpful for coordinating as it is much quicker than
using the formal letter. The invitation to a coordination meeting often delivered
through WhatsApp, before the official letter follows in the next day."

Lastly, in addition to those informal means, the CETC location which is
within walking distance from the DGCE Headquarters significantly boost the
coordination quality. This location factor allows both units to coordinate faster
and easier. For example, if there is an invitation for a coordination meeting, it
often can be done on the same day."” As a comparison, other training centers
(i.e., Tax TC, Budget and Treasury TC, and so on) are located around one-hour
driving from their stakeholders’ headquarters, and therefore, they often face dif-
ficulties in synchronizing training needs with their users, something that was
never experienced by CETC.

14 Interview with the Head of DGCE ED-18S.
15 Interview with the Head of CETC TSS.
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Chapter 4
Assessing CETC Training Effectiveness

This chapter encompasses two subsections. The first part presents stake-
holdet’s perception towards training effectiveness. Interview results from the
key respondents are used as primary sources to compose the answer for the third
sub-question.

Then, in the second subchapter, the current training effectiveness is as-
sessed in order to answer the fourth sub-question. The author uses Kirkpatrick
Four-Level Evaluation method (Kirkpatrick and Kirkpatrick 2006) for meas-
uring how effective the programs were delivered. In addition, the researcher
integrates Dayal’s three effective training criteria (2001: 340) in the third level of
evaluation (i.e., evaluating behaviour).

4.1. Stakeholders’ Perception of Effective Training

As an introduction, the author briefly presents the stakeholders’ perception

regarding effective training. Various answers were derived from seven in-depth
interviews with the CETC PDD and DGCE EDD officers. The interview re-

sults are summarized below:

Table 1. Key Interviewees' Perceptions of Effective Training

No. Name Effective Training Description

1. | Aziz “A training that produces alumni who have increased
Syamsu their competence and can utilize their knowledge in the
Arifin jobs, as well as give impact whether direct or indirect to

their working units.”

2. | Hendar “A training that in line with organizational needs and
Supriyati contains technical competency as well as task compe-

tency standards.”

3. | M. Yuli “A training that generates alumni who ‘ready-to-use’
Akbar and can be directly deployed to certain fields that are
Daulay appropriate to their competence.”

4. | Arfiansyah “A training which its alumni can implement their new
Darwin knowledge in their workplaces.”

5. | Sisprian “A training that can provide real technical competence
Subiaksono | improvement in the field.”

6. | Chairul “A training which its learning purpose has been
Denyl achieved.”

Setyawan

7. | Rakhmi “A  training which its alumni can exercise their

Khalidya knowledge, or even can improve their performance.”
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Table 1 shows that most answers encompass congruence between training
materials with organizational needs, competency and performance improve-
ment, and knowledge and skills utilization. Hence, it can be concluded that all
officers from both CETC and DGCE understand the importance of effective
training as pointed out by Dayal (2001). Moreover, both the Head of DGCE
ED-1S and CETC TPS have explicitly mentioned that effective training should
cover certain skills for advancing both individuals and organizational perfor-
mance, as stated by Mondy (1984) in which effective training should encompass
technical skills for performance improvement.

4.2. Evaluation Process for Measuring Training Effectiveness

4.2.1. Quality of Training Based on Trainees’ Perception

The first level of Kirkpatrick’s evaluation method is evaluating reaction.
According to Kirkpatrick and Kirkpatrick (2006: 27), “evaluating reaction is the
same thing as measuring customer satisfaction.” If it is related to the training
effectiveness concept, the trainees’ satisfaction is essential in accomplishing
effective training (Kirkpatrick and Kirkpatrick 2006: 27). If they feel delighted,
trainees would have a higher motivation to learn, and therefore, they can absorb

the training materials better.

In CETC, trainees’ satisfaction is measured during the program by requiring
participants to fill training evaluation sheet, which designed based on Kirkpat-
rick’s reaction sheet model. It consists of four primary parts: training materials
relevance and competency improvement, training committee services, training
evaluation services, and training facilities. The sheet uses one to five scales illus-
trating trainee satisfaction rate regarding specific parts of training. The average
score of all participants represents overall trainees’ satisfaction level. The CETC
Training Evaluation Subdivision (TES) defines the score above 4.2 as “Excel-
lent”, 3.41 to 4.2 as “Good”, 2.61 to 3.4 as “Sufficient”, 1.81 to 2.6 as “Poot”
and below 1.8 as “Bad”. Table 2 shows the summary of evaluation score of 21

observed programs.

Surprisingly, the trainees’ satisfaction rate in all selected training was fantas-
tic. Out of 21 training, 17 programs acquired “Excellent” score and the rest ob-
tained “Good” one. In addition, Figure 11 portrays the trainee satisfaction index
graphic from 2015 to 2017. Overall, there was a slight improvement in all factors
from 2015 to 2016. However, in the following year, all factors experienced a
slight decline, although they were still in “Excellent” category, except the training
evaluation aspect that only managed to geta “Good” score. In summary, viewing
from both Table 2 and Figure 11, it might be concluded that the quality of train-
ing programs delivered by CETC during 2015 — 2017 has already met the training
participants expectation, and therefore, they should have the motivation to learn
better as argued by Kirkpatrick and Kirkpatrick (2006).
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Figure 11. Average Training Participants Satisfaction Index
Source: Own Construction, based on CETC Post-Training Evaluation Reports
2015-2017

Table 2. Summary of Training Participants Satisfaction Index
Source: Own Construction, based on CETC Post-Training Evaluation Reports

2015-2017
No. Name of Training Average Score Description
1 Tactical Intelligence 4.45 Excellent
2 Information Service-Contact Center 413 Good
3 Export Goods Inspection 4.15 Good
4 Import Goods Inspection (2015) 4.31 Excellent
5 Dangerous Goods Supervision and Handling 4.27 Excellent
6 Frontliner Indonesian Airport Customs 4.30 Excellent
7 Monitoring Room Analyst 4.26 Excellent
8 Analyst Intelligence 4.53 Excellent
9 Customs and Excise Bailiff 4.52 Excellent
10 | Air Carrier Inspection 4.37 Excellent
11 Sea Carrier Patrol and Inspection 4.35 Excellent
12 Manifest Administration Service 4.42 Excellent
13 | Internal Compliance 4.36 Excellent
14 | Use of Cabin and Cargo Scanner 4.48 Excellent
15 Chief of Auditor 4.11 Good
16 | Head of Hangar 4.37 Excellent
17 | Expert Level Document Investigator 4.34 Excellent
18 | Import Goods Inspection (2017) 4.46 Excellent
19 TPB & KITE Facilities 4.30 Excellent
20 Counselling and Information Services 4.22 Excellent
21 Passenger Intelligence 4.14 Good
Average 4.32 Excellent
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4.2.2. Learning Evaluation as Initial Step in Measuring KSAs Changes

The second evaluation step, learning evaluation, functions to assess
changes in trainees’ knowledge, skills, and attitudes (Kirkpatrick and Kirkpatrick
20006: 42). There are two formats of the learning process in CETC, namely train-
ing and workshop, which have different evaluation processes. In training, two
types of evaluation are used. First, the invigilated exam is mostly used to test
whether the trainees have reached a certain level of knowledge or not. Second,
the practice exam or simulation test is used to examine the participants’ skills
improvement and attitude changes. On the contrary, in the workshop, the
learning process is evaluated by using pre-test and post-test. This different treat-
ment is due to the nature of the workshop, which functions more as a means
knowledge sharing and updating.

In this research, the author briefly discusses the learning evaluation process
in CETC as the trainees passing rate in the 21 selected programs reached 100%
(CETC 2015; 2016; 2017). It means that no single trainee failed during the train-
ing. However, one thing that should become a concern is the way how they pass
training. In order to graduate from a program, trainees have to pass all courses.
In an ideal learning environment, students who failed to pass the first exam will
be given a proper time to learn more before following the remedy test (Moses
2012). In addition, the re-exam questions should be different from the first one.

Nevertheless, the situation in CETC is quite different. Trainees who failed
in the first test would be given the remedy test right shortly one or two days after
their first chance. Furthermore, the remedy exam often contains precisely the
same questions as the first one. On the one hand, this situation offers an
advantage for trainees to easily pass training. However, on the other hand, the
quality of alumni should be questioned regarding whether they have already fully
mastered the training materials or not. In summary, in all CETC training pro-
grams, it seems like some of the trainees were gently forced to pass the training
without really paying attention to their knowledge, skills, and attitudes changes.
Nonetheless, fortunately, the training evaluation process was not ended here, as
CETC also performs the third-level of the evaluation process which discussed
in the next subchapter.

4.2.3. Evaluating Behavior in the Post-Training Environment

The process of training effectiveness evaluation should not stop when the
training has finished. It is essential to examine the alumni’s knowledge, skills,
and attitudes changes in their workplaces (Kirkpatrick and Kirkpatrick 2006: 52).
Hence, the third-level of Kirkpatrick’s evaluation process, ie., evaluating
behaviour, should be done.

The post-training evaluation process in CETC is an embodiment of
behaviour evaluation. This activity can be a handy tool for measuring how ef-
fective the training was, as it encompasses three training effectiveness aspects
brought by Dayal (2001: 340), and thus, it can adequately describe the alumni
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behaviour change. In order to measure training effectiveness further, the follow-
ing subchapters discuss some essential parts related to the implementation of
the knowledge, skills, and attitude of the alumni.

4.2.3.1. The Proportion of Post-Training Placement

According to Dayal (2001), one way to measure how effective a training
program is by knowing the proportion of alumni implementing training materi-
als in daily jobs. Employee rotation is a routine process in DGCE which happen
every year. Therefore, alumni who have not been assigned in a suitable position
according to their training would always have a chance to be placed in a new
post suitable for their new skills.

CETC Post-Training Evaluation is conducted approximately three to six
months after the training is over. As argued by Kirkpatrick and Kirkpatrick
(2000), this time interval is intended to buy time for alumni to be assigned in the
suitable place, or to exercise their new knowledge and skills in daily routines.
The first section of the post-training evaluation questionnaire is asking whether
the alumni are assigned in the position that matches with the training they joined
or not. Figure 12 displays the proportion of alumni placement from 21 observed
programs during three to six months after training.
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Figure 12. The Proportion of Alumni Placement
Source: Own Construction, based on CETC Post-Training Evaluation Reports
2015-2017°

Based on Figure 12, it can be seen that the average percentage of alumni
who are assigned in line with their training is lower than the unassigned one.
Considering that Indonesia is still a developing country with limited resources,
this situation is such an irony. Furthermore, to some extent, training is still per-
ceived as a privilege that not all employees can access it. While on the one hand,
many personnel are queuing to join programs on the waiting list due to CETC
limited budget, the alumni, on the other hand, cannot apply their knowledge and
skills as they are not given sufficient opportunities. Hence, the root problem of
this inappropriate placement process needs to be investigated to tackle this issue.

In order to get a more comprehensive grasp regarding the post-training
placement, the author has interviewed the Head of DGCE Employee Rotation
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Subdivision (ERS). According to Minister of Finance Regulation Number 212
Year 2017, this unit’s main duty is to formulate employee placement, promotion,
and other personnel transfer affairs. In addition, interview results with the Head
of DGCE ED-1S and the Head of CETC PDD complement the finding.

Based on those interviews, the three main causes of the low percentage of
appropriate placement are revealed. First, it is related to the individual TNA pro-
cess. The lack of direct supervisors’ involvement in their subordinates training
assessment is the initial cause of why many employees join the unnecessary train-
ing.'s For instance, say, there is an employee who in charge as an analyst in Ob-
jection and Appeal Unit, but he chose to follow the Import Goods Inspection
Training, and then it was agreed by his supervisor. When he finished training,
but there is an adequate number of import goods inspectors in his office, then
it is very likely for him to stay in his current unit for a while, and not being
assigned as a goods inspector. In most cases, these alumni have to wait maybe
one or two years before he is being transferred to the compatible unit.

The second reason is still related to the individual TNA process. In this
case, some unit leaders (i.e., Head of CSSOs, Head of DGCE ROs, or direct
supervisors) tend to make ‘backup employees’ that are prepared to fill certain
positions.!” Even though there are sufficient number officers in those posts, it is
not impossible for them to be transferred any time, and therefore, the unit lead-
ers thought that they should prepare the replacement by sending these ‘reserves
employees’ to attend specific training. In some cases, these ‘backup employees’
got lucky being assigned in the appropriate post for replacing the previous em-
ployees who are retired or moved to another unit. However, it is also not un-
common that in the end, these ‘reserves employees’ competencies are not being
used at all. In summary, this ineffective individual TNA has been proven causing
training being attended by wrong people in the beginning, as well as the
mismatch between alumni’s competency and their jobs in the end (Tannenbaum
and Yukl 1992: 403; Royster 2018).

The last antecedent is because of the inappropriate employee placement
process itself. It is true that the DGCE ERS has duties in managing personnel
transfer from one to another office. However, it turned out that their jurisdiction
is very limited. After employees being transferred to DGCE RO or CSSO, the
authority to utilize these personnel is entirely in the unit leader in DGCE RO or
CSSO.18 Moreover, a DGCE RO also has authority to transfer an employee from
one CSSO to another CSSO below its supervision. Hence, although some em-
ployees, in the beginning, are intended to be assigned in a certain position com-
patible with their skills by the DGCE Headquarters, this placement still can be

16 Interview with the Head of DGCE ED-1S.
17 Interview with the Head of CETC PDD.
18 Interview with the Head of DGCE Employee Rotation Subdivision (ERS).
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changed by both DGCE RO and CSSO. In other words, the presence of over-
lapping authotity between the DGCE ERS and ROs/CSSOs has caused some
alumni to get inappropriate placement.
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Figure 13. Employee Placement Mechanism in DGCE
Source: Own Construction

However, although the proportion of appropriate placement is not entirely
satisfying, there are at least two positive things brought by alumni from training.
First, despite not being placed in the preferable units, it turned out that they
could partially implement the training materials in daily jobs. For instance, there
are alumni from Import Goods Inspector Unit who attend Dangerous Goods
Supervision and Handling Training. Even though they have not been transferred
to the Dangerous Goods Handling Unit, they still can use that knowledge and
skills in their current units. When they encounter suspicious import goods that
might be hazardous, they manage to handle those items immediately without
having to wait for personnel from the Dangerous Goods Handling Unit to at-
rive. Fortunately, there are many cases when this kind of situation happened as
depicted in Figure 14. Based on this figure, it seems that although the alumni
have not been appropriately placed, the knowledge and skills they got from the
training still helped them performing better in their current units.
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Figure 14. Training Materials Implementation
Source: Own Construction, based on CETC Post-Training Evaluation Reports
2015-2017
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Another positive contribution from the alumni to their units is the transfer
learning practices. It is prevalent in DGCE that alumni who just back from train-
ing to share their knowledge and skills with their colleagues, whether in the same
or different unit. The transfer learning between DGCE officers can take in many
forms, from the formal one such as In-House Training to the informal one such
as morning discussion while having a cup of coffee.

Although it seems trivial, transfer learning culture is a powerful means to
propel the shifting towards learning organization. Transfer learning habit can
help the organization to distribute the knowledge more equally to all its elements,
and therefore encouraging the learning organization to shift faster (Garvin
1993). By using knowledge sharing, many employees who have no opportunities
to attend training still can obtain lots of new things from their colleagues, and
therefore, the learning process can be spread evenly throughout the
organization. Figure 15 displays the average percentage of alumni who share
their knowledge and skills from 21 selected training.
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Figure 15. The Percentage of Transfer Learning
Source: Own Construction, based on CETC Post-Training Evaluation Reports
2015-2017

Nevertheless, there is an exciting finding based on interviews with 26 alumni
who attend training during 2015-2017. For this research, the author managed to
do short-interviews with them, and the result is quite surprising. Previously, in
the Post-Training Evaluation which conducted three to six months after the
training is over, 14 alumni stated that their current positions are relevance with
the training they attended, whereas the rest said the opposite.

Then, after one to three years, 19 people have been transferred to new units
while the rest remained in the same units. However, although there was a mixed
rotation between those alumni, the proportion of alumni placement based on
their evaluated training does not change much. Currently, 12 alumni stated that
their current positions are in line with the evaluated training, while 13 people
stated otherwise. The rest one alumnus has been retired. The comparison be-
tween alumni’s previous and current placement can be seen in Figure 16.
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Figure 16. The Alumni Placement Comparison Between Post-Training Evalua-
tion and 2018
Source: Own Construction, based on Alumni Interviews

Based on figure above, although most alumni have been transferred to other
units, however, the composition between assigned and unassigned alumni does
not change much. Hence, it might be concluded that over the last-three years,
the number of personnel required to fill specific posts has not changed much,
and therefore, the proportion between the assigned and unassigned alumni are
relatively stagnant.

Nevertheless, based on the alumni interviews, despite having been
transferred to other units, eight of 26 interviewed alumni still have placements
that are incompatible with their previous training. Realizing this fact, more at-
tention should be given to the individual TNA process, especially in identifying
the number of employees prepared for certain positions. Comprehensive and
effective trainee selection can help the organization to optimize the use of
alumni (Tannenbaum and Yukl 1992; Wagonhurst 2002; Royster 2018). The in-
tention to create ‘back-up employees’ is not wrong. However, it should be done
effectively so that they could contribute more to the organization. Although
there is still a possibility for them to be placed in the appropriate positions in the
future, at that time, the knowledge and skills they got from training might have
been eroded by time.

4.2.3.2. Training Materials Relevance towards Daily Works

The next phase to measure training effectiveness is by examining the con-
tribution of training materials in supporting alumni’s daily routines (Dayal 2001).
Compatibility between training contents and daily works is vital in improving
both individual and organizational performance. Without relevant materials,
training is pointless. Moreover, the time and resources spent on training would
be futile. Figure 17 depicts the percentage of training material relevance accord-
ing to alumni in the 21 selected programs.
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Figure 17. Training Materials Relevance
Source: Own Construction, based on CETC Post-Training Evaluation Reports
2015-2017

Based on Figure 17, there were only a few numbers of alumni who felt that
the knowledge and skills they got from training are not related to their jobs at
all. It seems that this groups of alumni mostly belong to they who are not
assigned in line with their competency. Nonetheless, overall, it might be con-
cluded that in this effectiveness criterion CETC managed to get a satisfactory
score since during the last three years, most alumni constantly perceived that the
training materials were relevant toward their daily tasks.

4.2.3.3. Alumni Competency Improvement Perception

Finally, the last barometer to find out how effective training according to
Dayal (2001), is by scrutinizing the alumni capacity enhancement. In order to do
so, CETC launched a survey toward the alumni to ask their perception regarding
their behaviour change after the following training. In addition, the question-
naires are also sent to alumni’s supervisors and colleagues. By asking alumni’s
relatives, it is expected that the evaluator can obtain undistorted answers that
relatively free from bias (Kirkpatrick and Kirkpatrick (2000).

The survey contains several questions regarding their perception of em-
ployee’s knowledge, skills, and attitudes changes after training. The survey uses
scale 1-10 as a measurement, and the positive gap between alumni’s capacity
prior and post-training is considered as alumni’s capacity improvement. Figure
18 shows the average index of alumni knowledge, skill, and attitude change from
21 observed programs.
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Figure 18.Alumni Competency Improvement Index
Source: Own Construction, based on CETC Post-Training Evaluation Reports
2015-2017

Based on Figure 18, it can be seen that there were positive results in alumni’s
competencies improvement, either according to the alumni themselves, or their
supervisors and colleagues. In order to strengthen the claim, all quantitative data
in all training have been statistically tested by using Normality Test, Paired T-
Test, and Wilcoxon Sign Rank Test (CETC 2015; 2016; 2017). These multiple-
step tests are used to find out whether those data represent significant compe-
tency improvement or not. In addition, all tests are carried out by using SPSS
software.

Fortunately, in all training, the results of the statistical tests were satisfying.
In 21 selected training, all tests showed significant alumni competency improve-
ment. Hence, it can be concluded that CETC training has been quite effective in
improving trainees’ capacity. These results show that delivered programs have
met both education and training purposes, which encompass knowledge teach-
ing as well as skills and attitudes development (Ahwood and Dimmoel 1992).

4.2.4. Challenge in Measuring Peyrformance Improvement

The final part of the evaluation series is evaluating results (Kirkpatrick
and Kirkpatrick 2006: 63). In CETC, it can be interpreted by measuring alumni
performance improvement after attending training. Indeed, it is the most critical,
albeit the most challenging part of the evaluation process (Kirkpatrick and Kirk-
patrick 2006: 63). Many evaluation processes ended in level-three as the evalua-
tors have difficulties in measuring the intangible results and how to compare
them with the money spent on training (Kirkpatrick and Kirkpatrick 2006: 64).
Moreover, it is often that there is no clear proof that performance improvement
is the results of training, as many factors can play roles in the workplaces (ibid).
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Unfortunately, the same situation occurs in the CETC Post-Training Eval-
uation process. It stops at behaviour evaluation. In order to find out why results
evaluation has not been done, the author has conducted interviews with the
Head of CETC Training Evaluation Subdivision (TES) and Head of DGCE
ED-1S. From the interviews, there was almost similar perception regarding what
extent the evaluation should be performed. In the separated interviews, both
officers agreed that it is crucial to conduct results evaluation. However, it also
possesses incredible challenges for each unit.

On the one side, CETC has inadequate resources and access for evaluating
results.!? First, regarding personnel, the TES has only six staffs who have primary
tasks for preparing reaction and learning evaluation, including preparing and su-
pervising invigilated and practical exam for more than 60 training programs per
year. Second, regarding budget, the TES only possesses limited funding that only
enough to perform six to eight Post-Training Evaluation annually. Third, in
terms of access, the TES also do not have access to alumni’s Key Performance
Indicator data which actually can be used as a measurement for evaluating train-
ing results. Hence, due to those factors, over the last three years, CETC could
not measure the alumni performance improvement.

On the other hand, the DGCE as training user also has a considerable chal-
lenge in evaluating training results. In most cases, the employee performance
does not depend on their own capacity. 20

“Regardless how well-trained an employee, it will be pointless if there is
insufficient support from his or her boss, or inadequate resource, or favour-
able situation that allow them to utilize their skills.” (Subiaksono 2018)

As stated by a key interviewee, many factors such as unit leader’s support,
cost, facilities, and political situation challenges in different regions are undenia-
bly influencing alumni’s performance. Indeed, many external factors can disrupt
the translation of knowledge, skills, and attitudes improvement into real action,
and therefore, it should be taken into account in the training development stage
(Wagonhurst 2002; Haines et al. 2004). Hence, at this rate, evaluating results still
cannot be done by the ED-1S itself since it needs a huge effort and support from
the whole organization.

19 Interview with the Head of CETC TES.
20 Interview with the Head of DGCE ED-1S.
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4.2.5. Summary of Four-Level Evaluation Process

Overall, the summary CETC evaluation process is displayed below.

Table 3. Summary of Kirkpatrick’s Four-Level Evaluation Steps
Source: Own construction

Steps Indicators Results Description
Evaluating | Training Materials 4.35 out of 5 Excellent
Reaction Relevance Index
(Step 1) Training Committee 4.37 out of 5 Excellent

Services Index
Training Evaluation 4.32 outof 5 Excellent
Services Index
Training Facilities 4.32 out of 5 Excellent
Quality Index
Evaluating | Percentage of gradu- 100% graduation Excellent
Learning ated trainees
(Step 2)
Evaluating | Percentage of alumni | 47.87% alumni assigned | Not really
Behaviour | assigned in suitable in suitable position good
(Step 3) positions
Percentage of train- - 7.33% highly relevant Mostly
ing materials rele- - 63.33% relevant relevant
vance in supporting - 16% less relevant
daily works - 13% not relevant
Alumni competencies | - 3.05 out of 10 (accord- | Significant
improvement index ing to alumni) improve-
- 3.1 out of 10 (accord- ment
ing to supervisors)
- 2.34 out of 10 (accord-
ing to colleagues)
Evaluating | Improvement in key Not available N/A
Results performance indica-
(Step 4) tor index

Based on Table 3, it can be concluded that to some extent, the CETC train-
ing programs had been sufficiently effective as they had fulfilled participants’
expectations, yielded 100% graduates, and provided relevant training materials
as well as competencies improvement (Dayal 2001; Kirkpatrick and Kirkpatrick
20006). However, there is a room for improvement regarding post-training place-
ment as it was only less than half of the alumni who get placed in compatible
posts. Lastly, in the long run, the results evaluation should be done in order to
deliver a more comprehensive evaluation picture and ultimately, better improve-

ment.
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Chapter 5
Analyzing TNA and IOC Impacts on CETC
Training Effectiveness

This chapter provides analysis for answering the central research question.
The discussion regarding TNA and IOC in the last-two chapters are analyzed
further here. Each subsection in this chapter represents each factor impacting
CETC training effectiveness.

5.1. DGCE TNA Impact on CETC Training
Effectiveness

Ifitis connected to the popular TNA concept (Tannenbaum and Yukl 1992;
Salas and Cannon-Bowers 2001; Goldstein and Ford 2002), the DGCE TNA
process looks quite ideal. The three TNA vital elements (i.e., organizational
analysis, task analysis, and individual analysis) have been explicitly
mentioned in the DGCE TNA Standard Operating Procedures and Technical
Guidance. However, its implementation is different from what it should be. In
order to deliver effective training that positively contributes to organizational
performance, three analysis should be done thoroughly (Tannenbaum and Yukl
1992; Salas and Cannon-Bowers 2001; Goldstein and Ford 2002). However, it
seems that DGCE individual analysis has been conducted ineffectively.

This finding is derived from interviews with key respondents and 22 direct
supervisors. According to the Head of DGCE ED-1S, direct supervisors are
responsible for assessing their subordinates’ individual TNNA. Nevertheless,
many of them inadequately recognized their personnel’s capacity, and therefore,
failed to understand their units’ competency gap. Based on interviews with 22
direct supervisors, eight of them stated that they do not know their subordinates’
competency well either before or after training.2!

The dynamic rotation in DGCE might be considered as the culprit behind
it. The DGCE Headquarters regularly rotate their personnel twice a year.
Although employee rotation might have a positive effect in transferring
knowledge to other divisions within the organization (Garvin 1993), it should be
done in the appropriate time. In DGCE context where personnel transfers are
relatively frequent, there are possibilities that it is done when the individual TNA
is still ongoing. It caused situations where some direct supervisors or employees
are still new in their current post, and therefore, the bosses have insufficient time
to recognize their subordinates’ ability. Consequently, these direct supervisors
tended to act indifferently toward their underlings’ individual TNA and

2 Interviews with 22 direct supervisors (echelon-four level officers in CSSOs and ROs).
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inadequately assess it. As a result, many individual preferences pass to the next
stage, though in fact, those preferences are not compatible with the
organizational needs.

Unfortunately, multiple-step filtration in echelon-three and echelon-two
level PMUs also fruitless. The CSSOs and/or ROs PMU often lack employee
competency data. Their jobs finally only limited to prevent too many employees
exceeding the training quota without really knowing which people are more
entitled to join the program. Moreover, in TNA verification process, its focus is
only to determine what type and how many training should be conducted based
on available budget. The selection process of training participants is entirely
done by DGCE, only by looking at the individual TNA result. In other words,
the selection of potential trainees are not really based on their existing
competencies, and therefore, it is not uncommon if many employees attend

unnecessary training.

Consequently, in the post-training period, many alumni face difficulties in
utilizing the training results as they do not have opportunities to do so. The Post-
Training Evaluation Reports of 21 observed programs show that there are only
72% of alumni who can implement their new knowledge and skills during three
to six months after the programs finished. In addition, it is evident that eight of
26 interviewed alumni have never been assigned to proper positions even after
one to three years since attending the programs. Looking into those numbers, it
means that in terms of training materials implementation, the current training
effectiveness level is still relatively far from the maximum results.

Hence, based on those findings, it might be concluded that inappropriate
person analysis during TNA has adverse implication in the current training
effectiveness level. Although DGCE has explicitly stated the importance of
organizational, tasks, and individual analysis (Tannenbaum and Yukl 1992; Salas
and Cannon-Bowers 2001; Goldstein and Ford 2002) in its TNA Guidance,
more attention should be given to person analysis. At this rate, it seems that
DGCE still inadequately assess their employee's competencies through
ineffective individual TNA, which can negatively affect the training delivery
(Feldman 1989). In addition, similar to other previous literature, insufficient
individual analysis has been proven causing many employees to join unnecessary
training as well as incompatible skills and competency requirements within
organizations (Tannenbaum and Yukl 1992; Wagonhurst 2002; Royster 2018).
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5.2. I0C Impacts on CETC Training Effectiveness

Based on the discussion in the Subsection 3.2., it seems that there is no
significant coordination impediment between CETC and DGCE. The interde-
pendencies between both units have led to excellent coordination. Various co-
ordination mechanisms such as mutual adjustment and standardization of work
processes, outputs, and skills (Mintzberg 1979: 35) are exercised among the two
units. The formulation of training curriculum and TNA results verification are
concrete examples among those mechanisms. In addition, various coordination
strategies also evident, from the more abstract ones such as coordinating via
phone or chats to the most concrete one such as the signing of MoU regarding
training cost sharing (Alexander 1993).

Indeed, the interview results from most DGCE and CETC officers might
seem bias as they only stated positive things about their IOC. However, the re-
sults of the reaction, learning, and behaviour evaluation in the prior chapter sup-
portts their claim. For instance, regarding the training satisfaction index, all eval-
uation factors managed to get mostly excellent scores. If there were no good
coordination, it would be unlikely for CETC to organize appropriate programs
that can fulfil trainees’ expectations.

Another supporting evidence comes from the finding related to training
materials relevance. Without good coordination in the Curriculum Formulation
Team which encompasses members from both units, it would be challenging to
design training that always up to date with the latest situation. Moreover, it is
also evident that in the first semester of 2018, there were only a very few minor
complaints regarding the training contents.

Lastly, in terms of competency improvement index, it is evident that train-
ing provided by CETC has been successfully enhancing alumni’s competencies.
In addition, those knowledge, skills, and attitudes learning have been translated
into real action in the workplaces. This satisfactory aftermath is very likely com-
ing from solid coordination between CETC PDD and DGCE EDD in formu-
lating and designing felicitous programs that meet DGCE employee competency
improvement needs.

In summary, this positive IOC quality is obviously affecting the training
effectiveness, particularly regarding training material relevance and alumni com-
petency improvement. It is true that vertical specialization within ministries does
matter (Egeberg 2007). However, excellent IOC in the planning stage can help
organizations accomplishing their goals (Alexander 1993). As happened between
CETC and DGCE, solid IOC in training planning stage has allowed both units
to synchronize their goals, and therefore, aiming the same objective, in this case,
delivering effective training that can contribute towards human capital resource
advancement.
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Chapter 6
Conclusion and Recommendations

6.1. Conclusion

In this globalization era, human resource development has become increas-
ingly important. In the context of Indonesian public sector, capacity building
process often translated into education and training programs. It is aligned with
Bennet and O’Brien (1994) who point out that training and education play a vital
role as one of the learning organizations building blocks. However, in order to
attain fruitful results and avoid resource waste, training should be delivered ef-
fectively. Hence, the training evaluation should be propetly and regularly con-
ducted to measure how effective training programs can improve the employee
competencies.

This paper examines the training effectiveness of 21 selected programs dur-
ing 2015-2017 and two possible influencing factors, namely TNA and IOC. The
evaluation process is done by using Kirkpatrick’s Four-Level Evaluation method
(Kirkpatrick and Kirkpatrick 20006). In addition, three effective training indica-
tors introduced by Dayal (2001) is inserted in the third evaluation stage.

This research exercises two methods. First, qualitative in-depth interviews
are used as primary data sources to answer the first three sub-questions. Second,
secondary data analysis based on Post-Training Evaluation Reports are
combined with in-depth interviews and short interviews in order to answer the
forth sub-question. Lastly, a comprehensive analysis is drawn to provide an
answer for the central research question.

Sub-question 1: How s the training program planned?

The training planning stage involves both the CETC PDD and the DGCE
EDD. It mainly encompasses the Training Needs Analysis (TNA) process, in-
cluding determining training contents and formulating training materials. The
TNA process is conducted annually by the EDD, by involving DGCE ROs and
CSSOs throughout Indonesia. In the next phase, TNA result is verified together
by the PDD and the EDD. Its purpose is to synchronize the actual DGCE train-
ing needs with the CETC’s training capacity. Through this collective thinking
process, the type and the number of training, as well as the number of prospec-
tive trainees, are finalized in the training calendar.

Regarding training materials formulation, CETC regulatly reviews their ex-
isting curriculum. The Training Evaluation Reports, the Post-Training Evalua-
tion Reports, and training lecturers’ intakes are used as inputs for determining
whether the curriculum needs to be updated or not. If required, Curriculum For-
mulation Team consists of experts from both units is formed to adjust the ex-
isting materials with the latest situation. By doing this regular process, in the last
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three years, CETC manages to provide relevant training compatible with the
latest situation for DGCE officers.

Sub-question 2: How is the DGCE and CETC coordinated?

Although organized under the same ministry, DGCE and CETC are sepa-
rately coordinated under different echelon I units. Therefore, adequate IOC is
required to deliver effective training. Based on the interviewees with key re-
spondents from both units, it can be concluded that the IOC quality between
DGCE and CETC is excellent.

All four effective IOC preconditions, namely incentives, willingness, ability,
and coordination capacity (Einbinder et al. 2000) exist among two units. It is
thanks to various elements underlying those preconditions, namely mandate (Ol-
iver, as cited in Einbinder 2000: 121), common interest and interdependence
(Gricar 1981; Logsdon 1991), firm leadership (Fried et al. 2005), solid mutual
trust (Aghajani et al. 2014), frequent collecting thinking (Schopler 1987; Lawles
and Moore 1989; Alter and Hage 1993; Einbinder et al. 2000; Aghajani et al.
2014), adequate resources (Lawless and Moore 1989) and organizational cultures
(Schumacher 2002; Aghajani et al. 2014).

Sub-question 3: How do the training stakeholders perceive effective train-
ing?

The interviews results with seven CETC and DGCE officers show that
both units have a comprehensive understanding regarding the importance of
effective training. Their perceptions of effective training are proven in line with
Dayal (2001) definition, which cover relevant training materials, applicable
knowledge and skills, and competency improvement. This understanding is es-
sential as the foundation of their efforts to formulate and organize effective
training.

Sub-question 4: How effective is the existing training programs?

After assessing several elements in training effectiveness evaluation, it can
be concluded that to some extent, the CETC training has been effectively
organized. Although the fourth evaluation level (i.e., results) has not been
conducted yet, the first-three evaluation steps (i.e., reaction, learning, and
behaviour) yield quite satisfactorily results.

The reaction evaluation shows that most trainees were pleased with the
training they attended. In addition, the learning evaluation displays delightful re-
sults as no single trainees failed to pass the programs. However, some problems
emerged in the behaviour evaluation. From three indicators, only two of them
can be considered satisfying.

First, regarding training materials, most alumni perceived that those mate-
rials are relevant in supporting their daily works. There was only a small number
of alumni who felt that the contents are irrelevant, and it was very likely because
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their positions were incompatible with their training. In the next variable, the
CETC training has been proven successfully improving DGCE personnel’s
competencies. Furthermore, this claim seems trustworthy as it has been clarified

to alumni’s supervisors and colleagues.

Nevertheless, knowledge and skills implementation aspect should become
a concern. Although most alumni claimed that they could implement training
materials in their daily jobs, it seems that it still can be optimized. Furthermore,
if it is looked from the post-training alumni placement, the number of alumni
assigned in the appropriate positions based on their previous training were fewer
than they who were not being appointed. Based on those two facts, it means that
although several alumni could partly exercise the training materials, their
knowledge and skills implementation seem have not reached the maximum level
yet due to their inappropriate placement.

Central research question: “How do Training Needs Analysis and Inter-
organizational Coordination between CETC and DGCE impacting cur-
rent training effectiveness level?”

Considering those evidence, it can be concluded that the TNA process is
the first factor that heavily affects the training effectiveness. Although DGCE
TNA has encompassed organizational, jobs, and person analysis (Tannenbaum
and Yukl 1992; Salas and Cannon-Bowers 2001; Goldstein and Ford 2002), the
last factor was ineffectively conducted. This situation has brought adverse im-
pact in both trainee selection and alumni utilization. If individual TNA
comprehensively conducted, the trainee selection would be better, and therefore,
the training would be more targeted (Tannenbaum and Yukl 1992; Wagonhurst
2002; Royster 2018). Consequently, the alumni would have no difficulties in im-
plementing their knowledge and skills, and therefore, training can be considered
more effective.

Then, the second influential training effectiveness factor is the IOC quality
between CETC and DGCE. In this aspect, despite being separated under differ-
ent echelon-one level organizations, both units surprisingly manage to have stu-
pendous IOC level. Four IOC preconditions (i.e., incentive, willingness, ability,
and coordination capacity) (Einbinder et al. 2000) are proven between both
organizations. The presence of legal mandate, common interest and interde-
pendence, strong leadership, solid mutual trust, collective thinking, adequate re-
sources, and favorable organizational cultures serve as supporting factor for
those IOC preconditions (Gricar 1981; Schopler 1987; Lawless and Moore 1989;
Logsdon 1991; Alter and Hage 1993; Einbinder et al. 2000; Schumacher 2002;
Fried et al. 2005; Aghajani et al. 2014).

In addition, the location factor and the use of formal and informal commu-
nication channels provide a significant contribution in enhancing the coordina-
tion capacity among the two units. In summary, the combination of those two
factors and the four preconditions including the underlying factors behind them
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have been proven significantly help CETC and DGCE maintain their solid co-
ordination.

To put it in a nutshell, TNA and IOC do have impacts on the CETC train-
ing effectiveness. On the one hand, lack of understanding regarding the im-
portance of individual analysis has made DGCE TNA adversely impacting train-
ing effectiveness by allowing employees to join unnecessary training, which
ultimately leads them for having difficulties in utilizing their knowledge and skills
in the post-training environment. On the other hand, solid IOC among CETC
and DGCE has helped both units in formulating appropriate training design
which encompasses relevant training materials and significant competency im-
provement.

Finally, if it is viewed from the larger context, at this rate, the CETC educa-
tion and training programs are still the most favourable capacity building means
for DGCE officers. The knowledge, skills, and attitudes taught during training
are still highly essential in developing human resource capacity as well as propel-
ling the shift towards learning organization (Garvin 1993; Bennet and O’Brien
1994). Knowing that it has been quite effectively organized, the current level of
education and training provisions should be well-maintained and incrementally
improved in order to achieve better future improvement.

6.2. Recommendations

Two primary recommendations are proposed in this paper. First, intensify-
ing the internal coordination between the DGCE Headquarters with DGCE
ROs and CSSOs in regions might give a positive impact on TNA formulation
and post-training placement. Regarding TNA process, the DGCE EDD should
emphasize the importance of TNA to all unit leaders, especially to direct super-
visors who have responsibilities as the first assessor. Furthermore, the regular
employee rotation should not be done close to the time when TNA is carried
out. In addition, employee competency data should be regularly updated and
distributed to DGCE ROs and CSSOs who serve as the next filters in the TNA
process. By doing so, the DGCE TNA process is expected to be formulated
more effectively.

Then, in terms of post-training placement, the DGCE should eradicate the
ovetlapping authority between the DGCE ERS and ROs/CSSOs regarding pet-
sonnel transfers. In addition, updated employee competency data should be used
as the basis of rotation and promotion. In summary, the synthesis between ef-
fective TNA formulation and proper post-training placement might become the
right formula in boosting the knowledge and skills implementation, and ulti-
mately the training effectiveness level.

Second, considering several factors at the current situation, it seems that the
first-three level of evaluation is sufficient for measuring CETC training effec-
tiveness. Nevertheless, it does not rule out the possibility that the final step of

49



the evaluation process can be exercised in the future. Establishing a special post-
training evaluation unit or division with adequate personnel, funding, and au-
thority can be a good start. If this new unit can be materialized, its initial tasks
should focus on conducting ‘behaviour evaluation’ for all training and also ‘re-
sults evaluation’ for several programs as pilot projects. Finally, if this Post-Train-
ing Evaluation Unit has been settled, it is not impossible for all programs to be
tully evaluated up to the fourth level to get the best understanding on how ef-
fective those training in improving DGCE individual and organizational perfor-

mance.
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Appendix I

List of Key Interviewees

No. Name Position Unit | oot
Interview
1. | Aziz Syamsu Head of CETC Planning and | CETC | 7 September
Arifin Development Division and 2018
former Head of DGCE Em-
ployee Administration Divi-
sion
2. | Hendar Supriyati | Head of Training Program | CETC 31 August
Subdivision 2018
3. | M. Yuli Akbar Head of Training Curriculum | CETC 16 August
Daulay Subdivision 2018
4. | Arfiansyah Head of Teaching Staff Subdi- | CETC | 9 August 2018
Darwin vision
5. | Sisprian Head of Employees Develop- | DGCE | 6 September
Subiaksono ment-I Subdivision 2018
6. | Muhammad Head of Employees Rotation | DGCE | 24 September
Budy Hermanto | Subdivision 2018
7. | Chairul Denyl Head of Training Organizer-1 | CETC 30 August
Setyawan Subdivision 2018
8. | Rakhmi Khalidya | Head of Training Evaluation | CETC | 2 August 2018
Subdivision
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Appendix II
List of Selected Training Organized during 2015-2017

) Inter-
No. Training Year | Duration Learning Trainees | viewed
Method ;
Alumni
1. | Tactical Intelligence 2015 19 days | Classroom & 30 1
Simulation
2. | Information Service- 2015 | 25days | Classroom & 27 1
Contact Center Simulation
3. | Export Goods Inspec- 2015 | 17 days | Classroom & 30 1
tion Simulation
4. | Import Goods Inspec- 2015 | 26 days | Classroom & 30 1
tion Simulation
5. | Dangerous Goods Su- 2015 | 15days | Classroom & 30 2
pervision and Handling Simulation
6. | Frontliner Indonesian 2015 5 days Interactive 29 1
Airport Customs Classroom
7. | Monitoring Room Ana- | 2015 5 days Interactive 30 1
lyst Classroom
8. | Analyst Intelligence 2016 | 19 days Frontal 30 2
Classroom
9. | Customs and Excise 2016 | 16 days Frontal 30 1
Bailiff Classroom
10. | Air Carrier Inspection 2016 | 11 days | Classroom & 30 1
Simulation
11. | Sea Carrier Patrol and 2016 | 25days | Classroom & 30 1
Inspection Simulation
12. | Manifest Administration | 2016 | 11 days Frontal 29 1
Service Classroom
13. | Internal Compliance 2016 | 25 days Frontal 24 1
Classroom
14. | Use of Cabin and Cargo | 2016 | 12days | Classroom & 30 1
Scanner Simulation
15. | Chief of Auditor 2017 5 days Frontal 30 1
Classroom
16. | Head of Hangar 2017 | 25 days Frontal 30 1
Classroom
17. | Expert Level Document | 2017 | 22 days Frontal 60 (2 2
Investigator Classroom batches)
18. | Import Goods Inspec- 2017 | 26 days | Classroom & 59 (2 2
tion Simulation batches)
19. | TPB & KITE Facilities | 2017 9 days Classroom & 60 (2 2
Simulation batches)
20. | Counselling and Infor- 2017 5 days Interactive 29 1
mation Services Classroom
21. | Passenger Intelligence 2017 5 days Interactive 30 1
Classroom
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Appendix ITI

Training Participants Satisfaction Index

Com-
Mate- Evalu- | Facili- Aver- D ip-
No. Name of Training ‘ate mittee v.a v a,CI ! ver e?CHP
rials . ation ties age tion
Setvices
1 | Tactical Intelligence 4.46 4.44 4.59 4.31 4.45 Excellent
o | Information Service- 414 414 42 402 413 Good
Contact Center
E.
3 | Bxport Goods 401 411 424 | 422 415 Good
Inspection
I
4 | tmport Goods 432 448 411 | 432 431 | Excellent
Inspection (2015)
Dangerous Goods
5 Supervision and 4.34 4.23 4.32 4.17 4.27 Excellent
Handling
1i I i
¢ | Frondiner Indonesian 45 434 427 41 430 | Excellent
Airport Customs
Monitoring Room
7 4.29 431 427 417 4.26 Excellent
Analyst
8 | Analyst Intelligence 4.52 4.53 4.53 4.54 4.53 Excellent
g | Customsand Excise 45 458 455 | 4.44 452 | Excellent
Bailiff
10 | Air Carrier Inspection 4.44 4.43 4.43 418 4.37 Excellent
g | SeaCartier Parroland 43 433 443 | 432 435 | Excellent
Inspection
jp | Manifest , 434 447 457 | 431 442 | Excellent
Administration Service
13 | Internal Compliance 4.42 4.31 4.4 43 4.36 Excellent
U f Cabi d
14 | SScor abman 451 447 458 | 435 448 | Excellent
Cargo Scanner
15 | Chief of Auditor 419 4.27 3.85 413 411 Good
16 | Head of Hangar 4.24 4.48 4.4 4.34 4.37 Excellent
< Level
j7 | Pxpertleve 439 435 438 | 423 434 | Excellent
Document Investigator
Import Goods .
18 . 4.52 4.51 4.48 4.33 4.46 Excellent
Inspection (2017)
19 | TPB & KITE Facilities 4.4 4.35 4.19 427 4.30 Excellent
11i
g | Counsellingand - 438 438 4 411 422 | Excellent
Information Services
21 | Passenger Intelligence 4.16 4.28 4 4.12 4.14 Good
Excel-
Average 4.35 4.37 4.32 | 4.25 | 4.32 lent
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Appendix IV

The alumni position comparison between Post-Training Evaluation and 2018

Suitability between

Suitability between assignment and | Transferred .
Alumni attended training after 3-6 months to other c::;en;eisiilfsxim::t
since training is over (2015 - 2017) Units tende dp training}; 2018)
No. 1 No Yes Yes
No. 2 Yes Yes Yes
No. 3 Yes Yes Yes
No. 4 No Yes No
No. 5 Yes Yes No
No. 6 No Yes No
No. 7 Yes Yes No
No. 8 No Yes No
No. 9 Yes Yes No
No. 10 Yes Yes No
No. 11 No Yes Yes
No. 12 Yes Retired Retired
No. 13 Yes Yes No
No. 14 No Yes No
No. 15 Yes No Yes
No. 16 No Yes Yes
No. 17 No Yes No
No. 18 No Yes No
No. 19 Yes No Yes
No. 20 No Yes No
No. 21 No Yes No
No. 22 No Yes Yes
No. 23 Yes No Yes
No. 24 Yes No Yes
No. 25 Yes No Yes
No. 26 Yes No Yes
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