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Executive Summary

Enhanced interpersonal communication between service providers
namely the airport travel retail and the passengers in an airport
becomes important for achieving high customer service standards,
service quality ranking and affecting non-aeronautical revenues for an
airport. The SERVQUAL model of service quality identifies gaps in
the service quality model. The Gap 3 in the model points towards the
service delivery being affected due to poor interpersonal
communication of the frontline staff. However, there is no training

intervention that suggests the closing of the gap 3 specifically.

There is a generic soft skills training needs analysis put in place and
generic training that is imparted on soft skills at the IGI airport, New
Delhi. There isn’t, however, any study that suggests a specific training
need analysis on airport retail staff’s interpersonal communication.
Moreover, no such specific training framework on enhancing their

interpersonal communication is outlined.

The study identifies the Training Needs Analysis on the interpersonal
communication that is based on the Functional Fluency Model of
Transactional Analysis and is also a model of interpersonal
communication. The model is about ‘choosing our responses’ by
responding and not reacting. There are 54 variables / descriptors in the

model, out of which 30 are negative ways of reacting and 24 are

Vi



positive ways of responding. Therefore, employees can monitor their
communication responses with the passengers / customers and thereby
improve not only the customer experience but also help in their self-
development. Hence, instead of a generic soft skills training program,
a questionnaire based on the Functional Fluency model of transactional
analysis is developed to assess the training need analysis on

interpersonal communication of the airport travel retail staff.

The questionnaire to assess the interpersonal communication of airport
travel retail staff at the IGI airport, New Delhi, was validated by
interpersonal communication experts and reliability checked on a
sample of 73 senior airport retail personnel and scoring norms
(benchmark) accordingly created for the questionnaire. Thereafter, a
sample size of 271 retail staff from 7 retail categories at IGI airport
was selected; covering all the retail outlets in the 7 categories. The
questionnaire was administered on these airport retail staff. Factor
Analysis was applied to analyze the interplay of 54 variables of the
functional fluency model for the cohort. With the labeling of the
factors based on the emerged variables, a pen-picture on the training

needs on interpersonal communication was framed for the retail staff.

The pen picture or the training needs analysis for the airport travel staff
at IGI Airport is a combination of positive and negative descriptors of
the functional fluency model. It is observed for the retail staff that their

dominant style points towards ‘being responsive’ to the customers,

vii



however they are overindulgent and compliant / resistant in their

interpersonal communication.

The training framework is thereafter created for the retail staff based
on the functional fluency model. The framework outlines the
enhancement/restrain of the retail staff’s interpersonal communication
responses through the meaning attributed to functional fluency modes.
Also, it looks at the enhancement of positive variables / descriptors
(that did not emerge in the findings) and to exercise restraint on the
negative variables / descriptors (that did emerge in the findings) as per

the factor analysis applied on the variables of the model.

The study also conducted the efficacy of the training framework on
customer service and customer satisfaction through senior officials
managing the airport and retail establishments. The results pointed to
positive variables bringing about positive effect to both the customer

satisfaction and service and vice versa.

The practical implication lies in the application of a transactional
analysis model for the development of questionnaire that brings out the
training need analysis on interpersonal communication of airport retail
staff. Moreover, based on this a training framework based on the same
model is designed that enhances the retail staff’s interpersonal

communication.
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The research limitation is that since the functional fluency model has
54 variables and to conduct the factor analysis a minimum of 270 (5
times the number of variables) sample size is required. Moreover, since
IGI airport boasts of the largest airport retail hub, the study was
conducted at just the IGI airport. Furthermore, the study takes into
account only gap 3 and not the other gaps of the SERVQUAL model
as literature review for the implication to take place. Herein lies the
contribution to theory whereby the Gap 3 of SERVQUAL model is
bridged through both the training need analysis and training framework

based on the functional fluency model.
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“A Gap Analysis of Communication Responses for Service
Providers at IGI Airport”

Chapter 1: Introduction

This chapter outlines importance of the airport retail staff as the service
providers at the IGI airport and their interaction with the passengers on
customer service and service quality standards. Wherein, through the
business problem, the training need analysis and training framework on
interpersonal communication of the service providers or the airport

retail staff emerges.

February 18, 1911 the first commercial flight from Allahabad to Naini,
set the tone for civil aviation in India. For years to come, air travel was
considered an elitist activity. Primarily this perception arose from the
“Maharaja” syndrome, the image created by Air India. Whereby it was
perceived to be expensive and that only a select few could well afford

the air travel.

However, of late the image of civil aviation has undergone a sea
change. It provides the important linkage for both domestic and
international travel and trade, hence, promoting tourism, business

growth and economic development.

This has brought about an increase in the number of airports within the

country, which are managed and owned either by central government



or the defense forces. The Airport Authority of India under the
Ministry of Civil Aviation operates most aspects of an airport. The four
metro gateway airports, Delhi, Mumbai, Kolkata and Chennai along
with Bangalore handle 70 per cent of the passenger traffic in India
(Mukherjee & Scahdeva, 2003). Airport infrastructure becomes critical
at this stage, since it is linked to international competitiveness and the
inherent capacity to draw foreign investment. Moreover, the scope
further increases since the percentage share of foreign tourist arrivals
in India is less than 1% (MoT, GOI) and domestic air travel market
continues to show impressive growth (DGCA, 2011) with domestic air

travel demand rising 16.4% in 2011 (TOI, 2012).

While the airport management is responsible for the efficient, safe and
legal operations of an airport, many individual services are provided by
other organizations like the Airline companies and concessionaires or
service providers among others. According to Macmillan Dictionary, a
Concessionaire “a person or company that has the legal right to sell
things at a place owned by someone else”. The researcher has
considered the same dictionary meaning of the word Concessionaire.
However, in the context of the study, “a place owned by someone else”
phrase to be substituted by the term “airport”. The Concessionaire
business activity includes shopping and eating facilities among other
services provided. Thus, the concessionaires also promote non-aviation

business development (or airport retail business) within the airport


http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=a
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=person
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=or
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=company
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=that
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=has
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=the
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=legal
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=right
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=to
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=sell
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=things
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=at
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=a
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=place
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=owned
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=by
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=else
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=a
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=place
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=owned
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=by
http://www.macmillandictionary.com/search-thesaurus/british/direct/?q=someone

among the passengers, employees and visitors that visits an airport.
The non-aeronautical revenues contribute to over 50% of the total
income at an airport (ACI, 2007). In India the airport retail business is
growing at around 18% annually (TOI, 2012). The term service
providers will be limited to concessionaires and henceforth be referred

to as airport travel retail staff in this study.

The various services, shops and eating outlets offered in an airport are
managed by the airport travel retail staff in an airport that interacts
directly with the passengers. The passengers’ expectation on the
customer service from these retail staff is high. Their interaction /
communication responses with these passengers / customers will affect
customer service delivery due to the communication responses made
by the retail staff. Since, the passengers see an airport as a single
continuum of services provided by an airport, it becomes imperative
that the retail staff not only improve the sales of their retail outlet but
also not let the image of an airport get affected. Moreover, the non-
aeronautical revenues of the airport are dependent on the retail sales
(Parappallil, 2007). Therefore, the manner in which they communicate
with the passengers thereby becomes critical to the overall business of
the airport. Hence, the evaluations of concessionaires’ or airport travel
retail staff’s communication responses become important to ensure that

the service rendered by these personnel is of a certain quality.



Airport Service Quality as a passenger survey by Airport Council

International is conducted bi-quarterly to assess service quality in

airports (Fishbein, 2008; Ihlwan, 2009). Retail Service Quality is an

important part in evaluating retail service quality.

1 Cleanliness of airport
terminal

2 Overall satisfaction

3 Ambience
4  Cleanliness of washrooms

6 Availability of washrooms /
toilets

7 Feeling of being safe and
secure

8 Comfort of waiting / gate
areas

9 Efficiency of check-in staff

10 Courtesy, helpfulness of
check-in staff

11 Availability of baggage carts

12 Thoroughness of security
inspection

13 Ease of finding your way
14 Courtesy of security staff
15 Waiting at ID inspection

16 Waiting at check-in
17 Flight information screens

18 Waiting at security
inspection

19 Courtesy of ID inspection
staff

20 Ground transportation

21 Arrivals passport inspection
22 Business lounges

23 Customs inspection
24 Ease of making connections
25 Speed of baggage delivery

26 Bank facilities
27 Parking facilities

28 Shopping
29 Internet access/Wi-Fi

30 Restaurants

31 Walking distances

32 Value for money of parking
facilities

33 Value for money of shopping

34 Value for money of
restaurants

Table 1: ASQ satisfaction rankings (Ingram, 2012)



As is seen from Table 1 above that the ASQ rates an airport on 34 vital
areas and within the ranking, courtesy and helpfulness of the staff
ranks 5™ in the overall scheme of customer satisfaction ranking. This
identifies the importance of the staff’s interaction or their interpersonal
communication with the passengers in an airport. The staff’s
interaction has a direct bearing on the customer service being

displayed.

The emphasis on customer service skills is important because the main
reason that customers leave is due to poor customer service
(Paternoster, 2007). Hence, DeVine, Lal & Zea, (2012) have opined
that by making the customer service more ‘human’ in its quality, the
companies can lower costs by 10% and improve customer satisfaction
scores by 30%. This also has a direct effect on the service quality

ratings of an airport.

The IGI airport ranked at the bottom out of 120 International airports
on ASQ in 2008. IGI wants to improve it further to No. 1 position for
the year 2014 (TNN, 2013). The Terminal 3, at the IGI Airport also
boasts of India’s biggest retail space and has become an attractive
destination for retail opportunity (TNN, 2010). With 215, 000 square
feet of retail space, it is a world hub (Sharma, et al. 2010). The retail
space is managed by concessionaires’ personnel who interact with the
customers or passengers. The behavior of the retailer is an important

determinant of service quality (Khare, Parveen & Rai, 2010).



It is seen that, be it Disha Academy of Service Excellence (to help the
staff in passenger interface training that will help improve its ranking)
or even the Centum Learning (that was engaged to conduct a training
needs analysis and create the framework on training for the I1GI
Airport), the training was based on general soft skills. This was so
since, there was no specific training needs analysis done on the airport
travel retail staff on their interpersonal communication. Further to this
a specific model and training framework on interpersonal
communication is not there for the training. Rather, the training on soft
skills is generic and should have paid more emphasis on having a
framework on improving the interpersonal communication of the retail
staff with the passengers. It is stated that if the training needs analysis
is not done properly, it can cost a company on an average more than

20 lakhs (PTI, 2013).

Personnel’s behavior affects service quality (Bowers et al, 1994),
which determines customer satisfaction (Gronroos, 2001). Paternoster
(2007) states increased customer satisfaction can come about by
improved customer service that can be tracked to show a direct
relationship with airport net revenues. Workforce productivity and
engagement depends on the criticality of interpersonal communication
competencies that fosters business success (Hynes, 2012).Hence,

interpersonal skills become important (Garavan, 1997).



Against this backdrop, the business problem can be summarized as

Poor interpersonal communication of the airport travel retail staff

affects the customer satisfaction and thereby airport revenues /

business success.

The next chapter on literature review brings out the research gaps with
respect to importance of measuring the interpersonal communication
response of airport travel retail staff, the performance measurement
tools used at airports and functional fluency model of transactional
analysis and its importance in designing a training needs analysis and
subsequently a training framework on interpersonal communication for

the airport travel retail staff at IGI airport.



Chapter 2



Chapter 2: Literature Review

This chapter focuses on theme based research gaps. The four themes
are importance of airport retail on the non-aeronautical revenues, the
airport service quality and the SERVQUAL model, the training needs
analysis at IGI airport and the functional fluency model of

interpersonal communication.

Over the past few years, airports have evolved into business oriented
and sophisticated service providers (ACI, 2007). The landside areas of
an airport, which include shops, restaurants, car parks, and check-in
areas, are more accessible to the general public (Kennedy, 2008).
Hence, as the passengers became more sophisticated and started to
demand greater services in an airport due to their repeated travelling,
the airports started to offer non-aviation or non-aeronautical services in

an airport (Parappallil, 2007).

Non-aeronautical revenues (Table 2) critically determine the financial
viability of an airport as they tend to generate higher profit margins
than aeronautical activities (Mugbil, 2010). The non-aeronautical
revenue contributes to over 50% of the total income at an airport and is
a key component in generating funds for an airport for investment in
the expansion of the terminal or airfield (2007a). The report further
quotes that many large airports derive over 60% of non-aeronautical

revenues from sources that include retail concession among others.

10



Total Revenue Sources

Rents or lease income
Landing fee (from airlines and other
tenants)

Recharges to tenants (for

Airport air traffic control -
electricity, water,

charges cleaning, etc)
Aircraft parking, Concession income (from
O shops, catering, duty-free
hangerage and picketing h bank K
charges shops, banks, car parks,
hotels, etc)
Direct sales (shops
Passenger charges operated by airport
authority)
Car park revenue (if
Freight Charges operated by airport

authority)

. Miscellaneous (eg. Interest
Apron services and

aircraft handling (if earned)
provided by airport Non-airport related
authority) activities (eg. Land

development)
Fuel throughput charges
Passenger, freight, baggage handling

Table 2: Classification of Airport Revenue Sources (Doganis, 1992)

Thus airport retail and other concessions form a part of the non-
aeronautical services. The airport retail is a lucrative market and
concession sales have increased dramatically as airlines discontinue

meal services and also since the passenger is on an average 90 minutes

11



in an airport due to changes in airport security (Nichol, 2007). A
significant contributor in airport profit has been retail (Thompson,

2007).

Jarach (2005) has identified Commercial Services (Airport Retail),
Tourist Services, Conference Services, Logistics & Property
Management Services and Consulting Services as the 5 areas that
contribute to generating additional revenues for an airport. According
to Duty Free World Council (2007) major part of the non-aeronautical
revenues is contributed by duty free and travel retail services and even
gastronomy services. There has been an increase of 30% to 90% in
sales across product categories in airports between 2000 and 2005, the

top honors being held by cosmetics (2007b).

Major efforts have been made in recent years to establish airport
service as a significant area of product differentiation and a caring
attitude shown by the organization can elicit a positive response by the
customers (Shaw, 2007). This becomes all the more difficult in an
airport environment since there are many employees who may be
working for different companies and a worrisome issue being
Customer Service can be a top reason on the reason customers leave an

organization (Figure 1).
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Figure 1: Why customers leave (Paternoster, 2007)

In an airport, the customer perceives the entire airport experience as a
continuum of the services provided. Paternoster (2007) opines that for
a customer who expects a certain seamless quality environment in an
airport from the entire airport community, standards on service quality
must be put in place. Standards that assess the performance of its
people, among others must outline the courteous behavior of all airport
employees. This in turn can provide the base for airport customer
service training programmes, airport orientation programmes and
performance management. This orientation towards customer service

initiatives has resulted in Miami International Airport rising to ‘sixth
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position in the J.D. Power & Associates’ 2008 North American Airport

Satisfaction Study after ranking 14th the year prior’.

One such standard is the Airport Service Quality (ASQ), a survey by
Airport Council International, conducted to assess service quality in
airports (Fishbein, 2008; Ihlwan, 2009). It analyses the satisfaction of
the customers at the departure gates of an airport. As a benchmarking
programme it measures the performance of an airport on 32 key

service areas (Kobel, 2006).

The ASQ research shows that staff courtesy and services like shopping
are the sub categories among the 3 factors that affect satisfaction
(Ingram, 2012). The author further says that there must be a friendly
environment that makes the passengers feel valued through the quality
of staff. This is evident in Figure 2, which shows courtesy, helpfulness
of airport staff as ranked 5™, Hence, it becomes imperative to evaluate

the responses made by the airport personnel.

14



1 Cleanliness of airport 18 Waiting at security

terminal inspection

2  Overall satisfaction 19 Courtesy of ID inspection
staff

3 Ambience 20 Ground transportation

4 Cleanliness of washrooms 21  Arrivals passport inspection

5 Courtesy, helpfulness of 22 Business lounges

airport staff

6 Availability of washrooms/ | 23  Customs inspection
toilets

7  Feeling of being safe and 24  Ease of making connections
secure

8 Comfort of waiting / gate 25  Speed of baggage delivery
areas

9 Efficiency of check-in staff 26  Bank facilities

10 Courtesy, helpfulness of 27  Parking facilities

check-in staff

11  Awvailability of baggage carts | 28  Shopping

12 Thoroughness of security 29 Internet access/Wi-Fi
inspection

13 Ease of finding your way 30 Restaurants

14  Courtesy of security staff 31 Walking distances

15 Waiting at ID inspection 32 Value for money of parking
facilities

16  Waiting at check-in 33  Value for money of
shopping

17  Flight information screens 34 Value for money of
restaurants

Figure 2: ASQ satisfaction rankings (Ingram, 2012)

Hence, it becomes important for an organization to understand the
profile of their frontline staff especially in an airport. The profiling will
help in understanding the training needs of their employees. Since,
mapping of current skills, the gaps and understanding future needs and

measuring the engagement of the employees for retention is a good
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strategy (2010). Furthermore, this will help identify personalities at the

selection stage and avoid costly and unfortunate errors (Blyth, 2008).

As a recently launched initiative of ASQ in 2011, the Retail Service
Quality measures benchmark performance in airports in Retail and
Food & Beverages services (Nguyen & Kobel, 2012). Interestingly
everyone is accountable and responsible for a positive passenger
experience at an airport. Passengers’ expectation on service quality at
an airport being multi-dimensional also includes interactions (Fodness
& Murray, 2007) with people. Hence airport travel retail staff & other
frontline employees need to recognize body language of passengers, be
alert, sensitive, caring while a few should even model their behavior
and set the right example to the passengers and even to frontline

employees (Jones, 2010).

Since the key to good service in airport retailing are the people hence
care should be taken to recruit and retain good manpower (Parappallil,
2007). After the cost of the merchandise and airport concession fee, the
labor represents a major overhead for the retailer (Freathy &

O’Connell, 1998).

16



The researcher has observed that, the ASQ and ASQ Retail surveys,
like other studies on service delivery (World Airport Survey conducted
by Skytrax; Heung & Wong, 2000; Janic, 2003; Faithfull, 2006;
Fodness & Murray, 2007; Fishbein, 2008; Chou, 2009; lhlwan, 2009;
Wen-Hsien et al, 2011) are from the standpoint of the customers only.
The ASQ Retail does not assess the performance of airport travel retail
staff on their interpersonal communication. Moreover, the generalized
component ‘friendliness of staff’ in the questionnaire, can be
elaborated further to assess the human functioning of the airport travel

retail staff.

The Terminal 3, at the IGI Airport having been ranked 4™ best airport
in the world according to 2010 ASQ rankings (Hindu, 2011), boasts of
India’s biggest retail space and has become an attractive destination for
retail opportunity (TNN, 2010). With 215, 000 square feet of retail
space, it is a world hub (Sharma, et al. 2010). The retail space is
managed by concessionaires’ / airport travel retail personnel who
interact with the customers or passengers. The behavior of the retailer
is an important determinant of service quality (Khare, Parveen & Rai,

2010).
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IGI airport ranked at the bottom out of 120 International airports on
ASQ in 2008. Disha Academy of Service Excellence was initiated for
passenger interface training to help improve ranking of I1GI. For this
different cohorts taken for the training including retailers. In year 2011
the ASQ ranking improved to 14th rank out of 180 International
airports and 4th in 2012. IGI wants to improve it further to No. 1

position for the year 2014 (TNN, 2012).

According to Mr. Dinesh Bhrushundi, Head, quality and service
delivery, DIAL “The ASQ rating takes into consideration the entire
cycle, from the time a customer gets into a cab at his residence to the
time he/she boards the aircraft. Courtesy, Proactive-ness and

Helpfulness are quantified and measured”.

Centum Learning was given the task to create a training needs
assessment to improve their service quality ranking. After conducting
interviews with multiple stakeholders that included concessionaires,
Centum Learning developed a training program for IGI personnel built

on:

— Empathizing with customers.

— Acknowledging the customers.

— Welcoming the customers.
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— Identifying ‘moments of truth’ while interacting.

— Helping the customer.

— Maintaining a pleasant appearance.

(Source: centumlearning.com)

The training needs analysis and the subsequent training imparted by
Centum Learning was to improve manners while interacting with
customers and amongst them as well (TNN, 2012). Cekada (2011)
quotes McArdle (1998) “when properly done, a need analysis is a wise
investment for the organization as it saves time, money and effort by
working on the right problems”. Indian organizations spend an average
$331 and 49.7 hours per employee on training and development
(Singh, 2013). Hence, the importance of developing appropriate
training programs to bridge the training needs gap. Kim & McLean
(2007) opine that strategies in training should be distinguished
according to the purposes of service training. Hence, individual job
profile and its contact requirements with the customers must be kept in
mind while framing a training program. The Training Needs
Assessment conducted by Centum Learning does not focus on specific
interpersonal communication training needs assessment and
specifically does not cater to the training needs assessment for the

airport travel retail staff on interpersonal communication.
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In services marketing, good interpersonal communication can result in
better and empathetic understanding of a customer. Customer service
focuses on the encounter between the employees and the customers on
interpersonal elements (Lovelock, 1985; Bitner et al., 1990; Czepiel,
1990). The basis is to understand the behavioral aspects of a customer
by evaluating the messages that are emitted and accordingly
monitoring the appropriate message for a better relationship. This goes
on to set the very nature of the continuity or the discontinuity of the
said communication. Monitoring the self for a better understanding of
others can forge better relationships. It’s being perceptive about the
other person and accordingly bringing about changes in the behavior of
self is an important function of interpersonal communication. In the
1990, one of the largest supermarkets in the United States, Safeway
had put into practice a smile along with other verbal and non-verbal
requirements as a means to increase customer service (Muir, 2008). In
fact, it is the lack of these skills that make employees’ inability to
relate well to customers (Moss and Tilly, 1995). Verret (2005) says
that frontline personnel must display the right attitude and image based

on well-defined skills and competencies for the desired role.

Customer service is an essential part of Customer Value Proposition.

This results in customer experiences regarding a product, brand,
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interaction with representative, promotional messages, etc. At the
social benefit side customer service is important in building and
retaining customers by understanding their needs and building the
service offer around them as an important part of customer service
delivery. Thus customer care becomes an important part of customer
service. The trust with the customer can be broken by a lack of or poor
customer care. Hence the right communication message strengthens
the service delivery and can result in building customer relationship.
Moreover, customer service is the differentiating tool in the hands of
the service organization for delivering higher-quality service than its

competitors (Wong & Sohal, 2003).

The customers are impressed when service employees are kind and
polite to them, exhibiting good interpersonal behavior (Kim &
McLean, 2007). The authors further opine that the customers felt good
if the employees were good listeners, patient enough to provide the
information. Conversely speaking, poor interpersonal skills will result
in the customers remembering the poor service or treatment meted to
them. Interestingly, (Bitner et al.,, 1990) states that customers
remember the responses of a poor service more than the service itself.
Hence, it becomes important for organizations to improve the
responses. Since, this will amplify any negative impression that the

customer holds about the service. Hence, as the dependency on
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interpersonal relation increases, organizations look for advantages in
both verbal and non-verbal interactions with their customers. Gountas,
Ewing, & Gountas (2007) state that there is greater service satisfaction
and the intent to return due to affective displays towards the customers.
One study has found that empathy as a component of service quality
has a direct effect and a significant role on brand equity of specifically
service companies (He & Li, 2011). DeVine, Lal & Zea, (2012) have
opined that by making the customer service more ‘human’ in its
essence, the companies can lower costs by 10% and improve customer

satisfaction scores by 30%.

In marketing literature, use of service quality to bring about a
competitive edge has been dealt with rather extensively (Shostack
1977; Lovelock 1983; Gronroos 1978, 2006; Parasuraman, Zeitham| &
Berry 1985, 1988, 1991, 1994A, 1994B; Bitner, Booms & Tetreault
1990; Rust, Zahorik & Keiningham 1995; Rust & Chung 2006;

Kasper, Helsdingen, & Gabbott 2006)

Hence, one such instrument on service quality is the SERVQUAL
model. It represents service quality as the discrepancy between a
customer's expectations for a service offering and the customer's

perceptions of the service received, requiring respondents to answer
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questions about both their expectations and their perceptions
(Parasuraman et. al., 1985). The development of SERVQUAL by
Parasuraman et al. (1988) as a generalisable measure of service quality
was a seminal contribution that has been adapted and widely used
across industries around the world (Dabholkar et al. 1996). It measures
the responses on three parameters, People, Processes and Physical
Evidence, the 3 Ps of Services Marketing. The above three are further
measured along five dimensions viz. Tangibility, Reliability,
Responsiveness, Assurance & Empathy. Hence, the tool understands

the service delivery from the customers’ point of view.
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Figure 3: Service Quality Model (SERVQUAL) (Parasuraman, Zeithaml & Berry, 1985)

23



The above model of SERVQUAL identifies five gaps (Figure 3) that

cause unsuccessful service delivery. The Gaps focus on:

1. The difference between actual customer expectations and
management’s idea or perception of customer expectations
(Gap 1).

2. Mismatch between manager’s expectations of service quality
and service quality specifications (Gap 2).

3. Poor delivery of service quality(Gap 3)

4. Difference  between service delivery and external
communication with customers (Gap 4).

5. Differences between Expected and Perceived Quality (Gap 5).

Several researches have been conducted on the service quality in the
aviation industry, their main focus has been on measuring the
performance of the airlines by the use of the SERVQUAL instrument
(Gourdin & Kloppenborg 1991; Ostrowski, O'Brien & Gordon 1993;
Young, Cunningham, & Moonkyu 1994; Bejou & Palmer 1998;
Gustafsson, Ekdahl & Edvardsson 1999; Sultan & Simpson 2000;
Chang et al 2002; Tsaur, Chang & Yena 2002; Gilbert & Wong 2003;
Kozak, Karatepe & Avci 2003; Natalisa & Subroto 2003; Truitt &
Haynes 1994; Heracleous, Wirtz, & Johnston 2004; Ling et al 2005;
Gursoy, Chen. & Kim 2005; Knibb 2005; Rhoades & Waguespack

2005; Anitsal & Paige 2006; Hunter 2006; Pham 2006; Pham &
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Simpson 2006; Park, Robertson & Wu 2005, 2006; Sima, Kohb &
Shetty 2006; Venkatesh & Nargundkar 2006; Pakdil & Aydin 2007,

Chitnis 2007; Lioua & Tzeng 2007).

The SERVQUAL instrument has seen much research done on its
validity (Cronin et al 1992; Babakus et al 1992a, 1992b; Teas 1993;
Smith 1995; Buttle 1996; Genestre & Herbig 1996; Asubonteng
McCleary & Swan 1996; Nel, Pitt & Berthon 1997; Llosa, Chandon &
Orsingher 1998; Hussey 1999; Brady, Cronin & Brand 2002;

Myerscough 2002; Nyeck et al. 2002).

Similarly, its suitability in the airline industry vis a vis the SERVPERF
scale (Cronin et al 1994; Elliot 1994; Jain & Gupta 2004), proved its

appropriateness (Chang & Lim, 2002) for the airline industry.

Hence, in understanding that there are gaps in the service process, the
study finds relevance in the SERVQUAL model. Moreover, the Gap 3
in the SERVAQUAL model finds relevance in this study, since the
poor delivery of service may be attributed to poor interpersonal

communication skills of the employees.

As a performance assessment instrument, the SERVQUAL does not

take the employees’ own assessment on their service quality or gaps in
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it; it only takes the customers’ perceptions of the service quality
rendered by the employees. Moreover no model seems to suggest an

interpersonal communication intervention.

Interpersonal orientation as proposed by Schutz (1958) points to the
assumption that people need people and thereby seeking compatibility
in their relationships during their social interactions. It is this
compatibility that nurtures the interactions. The interaction, during
interpersonal orientation, concentrates more on the sharing of meaning,
since the responsibility of sending, receiving and evaluating messages
is divided between two participants. The meanings are shared for a
better relationship, whether it involves verbal or non-verbal cues. Here
one understands the dynamics of understanding attitudes, feelings and
the motives of the people on what they say and do. The sensitivity of
this orientation is that while some communication styles are effective,
others prove to be ineffective. Now, this goes on to set the very nature

of the continuity or the discontinuity of the said communication.

We interact in relation to the tasks being performed or to be performed
and exhibit some or the other emotion. Our social skills and its success
depend much on emotions. Goleman (1995) says that the emphasis

here is on managing these emotions where the key ingredient is
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empathy, which lays importance on understanding others and “between
what someone says or does and your own reactions and Judgment” (p
268). Here, we find resonance with one of the models of Transactional
Analysis, the Functional Fluency model that one must choose

responses rather than just react automatically (Temple, 2009a).

The Functional Fluency model of Transactional Analysis helps map
communication that can be used by coaches and mentors to help build
positive and effective relationships. The focus is on self-awareness that
enhances objectivity and promotes empathy. This model compared to
other transactional analysis models is free of conceptual difficulties
with theoretical and rational legitimacy (Temple, 2002). Hence found

appropriate for the study.

The model has nine modes of interpersonal communication or human
functioning (elaborated in Chapter 3) that has five modes that represent
our positive energies in interacting with others and four modes that
characterize our negative ones. Each of the modes has 6 word
descriptors that make it a total of 54 descriptors to the model (Figure
4). These 54 descriptors will form the basis on arriving at the training

needs assessment for the airport travel retail staff.
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Figure 4: Functional Fluency Construct (Temple, 2002)

Hence, by analyzing these nine modes of human functioning, we will

ascertain the use of the modes by people in their relationship.

Therefore, people could understand which positive modes they must

use more often and the negative modes they must contain. This
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provides the base for understanding the modes that work best for

people in different situations.

Functional Fluency was created for educational and psychoanalysis
areas as a personal development tool and has made inroads in
Education, Counseling & Psychotherapy, Police Training, Nurse
training, Management & Leadership training, Human Psychology
training (functionalfluency.com). It helps people to respond positively
and not react and created for ‘people in the helping profession’ by

choosing their responses.

The Functional Fluency has also given birth to the Temple Index of
Functional Fluency (TIFF), a psychometric tool for the enhancement of
effectiveness of teachers and related professionals (Temple, 2002).
Although this Temple Index of Functional Fluency (Temple, 2002), a
108 test items psychometric tool that assesses individuals on an index
score on each of the 9 modes for personal counseling on self-
development is created. However, a variant shorter questionnaire, for
understanding the response style of airport travel retail staff as a whole,
taking into account a theoretical understanding of interpersonal skills
as outlined by functional fluency, be developed keeping in mind just

54 test items for the 54 identified variables/descriptors in the model.
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Hence, instead of a one on one interaction with each respondent based
on the TIFF that may be time consuming for the large group of people,
here we can understand the pen-picture of this group at large by
understanding the functional fluency descriptors at work. This will
bring out the training needs of the airport retail staff as a whole on their
interpersonal communication responses. Norms will be developed on
scoring and thereafter the response by the frontline staff on the 54
items will be assessed as a composite for the pen picture to emerge
based on the relationship among the 54 descriptors or a smaller set
thereof. Thereafter, a training framework based on the functional
fluency model will be developed to enhance the positive and restrain
the negative modes’ descriptors for the group of airport travel retail

staff.

Both as a model of transactional analysis and interpersonal
communication, the researcher has not come across any work being

done with respect to Functional Fluency in an airport.

To recapitulate the research gaps:

1. Looking at the importance of airport travel retail on the non-
aeronautical revenues for an airport, no specific work on the training

needs analysis and the subsequent training framework for the
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enhancement of their interpersonal communication has been addressed

for airport travel retail staff.

(search words “airport+retail+training” brought no results as either

google search or in ebscohost or in emerald publishing)

2. As performance assessment instruments, the ASQ and ASQ Retail
do not assess the performance of airport travel retail staff on their
interpersonal communication. The Service Quality model SERVQUAL
also a performance assessment instrument, states that in the model Gap
3 emerge due to poor interpersonal communication of the employees.
Moreover no model seems to suggest an interpersonal communication

intervention.

3. The Training Needs Assessment conducted by Centum Learning at
the 1GI Airport, New Delhi does not focus on specific interpersonal
communication training needs assessment and specifically have not
catered to the training needs assessment of the airport travel retail staff

on interpersonal communication.

4. As a model of interpersonal communication and Transactional

Analysis, Functional Fluency helps people to respond positively & not
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react and is created for ‘people in the helping profession’. It has made
inroads in Education, Counseling & Psychotherapy, Police Training,
Nurse training, Management & Leadership training, Human
Psychology training (functionalfluency.com). However, it has not been
used in an airport setting let alone an Indian airport. Moreover,
Functional Fluency model has not been applied in the context of

airport retail as a self-development or as a training intervention model.

Hence, looking at the research gaps as outlined above, the research

problem that we are faced with is:

What are the interpersonal communication training needs based on

Functional Fluency model of airport travel retail staff at 1GI airport?

This brings us to two research questions:

1. What is the interpersonal communication training need assessment
of the airport travel retail staff using the Functional Fluency model?

and

2. What is the interpersonal communication training framework of the
airport travel retail staff at IGI airport based on Functional Fluency

model?

To answer the above two research questions we have the following

research objectives:
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1. To develop an instrument based on Functional Fluency model to
assess the interpersonal communication of the airport travel retail staff

at I1GI airport.

2. To create a training framework based on Functional Fluency on the

interpersonal communication of the airport travel retail staff.

The research methodology that we will adopt to answer the two
research objectives are firstly based on the assessment of interpersonal

communication of the airport travel retail staff by:

1. Developing an instrument on 54 variables of Functional Fluency
model that will assess the interpersonal communication of airport
travel retail staff. We will create a norm group comprising of senior
retail staff, preferably in a leadership role in the airport retail
environment. Thereafter, create the basis of scoring and measurement.
After which the instrument will be administered to the airport travel
retail staff at the 1GI airport. Here, the significance between the two
groups, the Norm group and airport travel retail staff group will give us
an indication on the difference between the two groups on

interpersonal communication using the functional fluency model.

Secondly, the use of factor analysis to narrow down the descriptors of

the functional fluency model will provide for a specific pen picture on
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the nature of interpersonal communication style of the airport travel

retail staff at 1GI Airport.

Thereafter, an Interpersonal Communication Enhancement framework

will be created so that the training need identified may be addressed

by:

1. Enhance-Restrain framework: The nine modes of Functional
Fluency model each to contribute on the manner in which the training
should be imparted. Secondly on the 54 variables of Functional
Fluency model, wherein the focus on designing the training on the
ariables / descriptors of the 5 positive modes that DID NOT emerge
from the emergent factor analysis and the variables / descriptors from
the 4 negative modes that DID emerge in the emergent pen picture

factor analysis.

We will furthermore test the significance between 9 modes of
Functional Fluency model and Customer Satisfaction and Customer
Service. The positive efficacy in this relationship will help answer the
business problem on interpersonal communication affecting customer

satisfaction and subsequently organizational revenues.

The hypothesis for the study is to determine whether there existed any
gap on the interpersonal communication training need of airport travel

retail at 1GI:
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HOL1: There is no difference in the “Dominating” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H11: There is significant difference in the “Dominating” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

HO02: There is no difference in the “Marshmallowing” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H12: There is significant difference in the “Marshmallowing”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

HO3: There is no difference in the “Complaint / Resistant”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H13: There is significant difference in the “Complaint / Resistant”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

HO04: There is no difference in the “Immature” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H14: There is significant difference in the “Immature” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

HO5: There is no difference in the “Structuring” interpersonal
communication between the norm group and that of airport retail staff
at IGI
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H15: There is significant difference in the “Structuring” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

HO06: There is no difference in the “Nurturing” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H16: There is significant difference in the “Nurturing” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

HO7: There is no difference in the “Accounting” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H17: There is significant difference in the “Accounting” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

HO08: There is no difference in the “Cooperative” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H18: There is significant difference in the “Cooperative” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

HO09: There is no difference in the ‘“Spontaneous” interpersonal
communication between the norm group and that of airport retail staff
at IGI.

H19: There is significant difference in the “Spontaneous” interpersonal
communication between the norm group and that of airport retail staff
at IGI.
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The next chapter is on transactional analysis and the emergence of the
functional fluency model. The functional fluency model that will be
used in the development of the questionnaire for the training needs
analysis and the training framework is dealt with elaborately in the
next chapter. The variables that will be used in the methodology are

explained in the next chapter.
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Chapter 3
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Chapter 3 -Transactional Analysis and its Functional
Fluency Model

This chapter brings out the emergence of the functional fluency, a
model of transactional analysis that will see its variables used in the

methodology for the study.

“A transaction consists of a single stimulus and single response verbal
or non-verbal in a unit of social interaction. It is a called a
transaction because each party gains from it and that is why he

engages in it”.

Each stimulus and response is conceived from the initiator’s frame of

reference and perceived from the listener’s frame of reference.

(Eric Berne, 1961)

In the 1950’s Eric Berne, MD a San Francisco psychiatrist founded the
Transactional Analysis, which had its roots in psychoanalysis. The
emphasis was on the dynamics in people’s interaction and not their
internal psychological dynamics. It outlined the manner in which we
have developed and treat ourselves and on the way we communicate
and relate with others. One can create and nurture relationships
because of interpersonal communication or even destroy it due to the

lack of it. Transactional analysis is an integral part of interpersonal
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communication, since it helps in the understanding of self through an
analysis of our interactions with others. As a contractual approach, it is
"an explicit bilateral commitment to a well-defined course of action™
(Berne, 1966). When in a social aggregation of two or more people
when one of them will speak or give some indication of
acknowledging the presence of the others it is known as transactional
stimulus. Another person will say or do something which is in some
way related to this stimulus, and that is called transactional response

(Berne, 1964).

Berne, in his observation from his early work on Transactional
Analysis, says that people can change before your eyes as you you
watch and listen to them. A Continual observation supported the
assumption that there exist three states in a person, the Parent, Adult
and the Child states (Figure 5) that are present in every individual and
the experiences in the childhood, shapes these ego states in an
individual’s later years resulting in effective or ineffective transactions
or interactions with another. When people interact they do so in one of
three different ego states. An ego state is a specific way of thinking

feeling and behaving.
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Figure 5: Basic Model of Transactional Analysis (Berne, 1961)

These states of being are not roles but psychological realities. Berne
says that ‘Parent, Adult and the Child are not concepts like Superego,
Ego and Id...but phenomenological realities’. The state is produced by
the playback of recorded data of events in the past. These data involve
real people, real times, real places, real decisions and real feelings
(Harris, 1969). A transaction is about the clues that the ego state sends
as a signal. Analyzing a transaction requires both verbal and non-

verbal (body language and tone included) clues to be understood.
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Parent Ego State
This refers to the data provided by the patterns and statements of one’s

real parents or parent substitute, which get activated under certain
situations. A period before an individual leaves home in response to
the demands of the society and enters school (Harris, 1969).
Everything that the individual sees and hears the parents do and say is
recorded in the Parent. It is more of the ‘taught concept’ of life (Figure
6). The recordings comprise of verbal and non-verbal set of
communication. It contains rules, regulations and reprimand that come
from the parents. Similarly are recorded the praises and the care that
the individual receives from the parents. For example, if you observed
your father criticize and control people or situations, then this behavior
gets recorded and may get reproduced when you are an adult. One may
have even replayed them as a child. Either way, those types of
behaviors comprise your Controlling / Critical Parent ego state.
Likewise, the observation of your mother or father taking care of you,
your home and others, you would have recorded these behaviors, later

replaying the behavior of the Nurturing Parent ego state.
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Critical Parent

v\
Parent Ego
/

Nurturing Parent

Adult Ego

Child Ego

Figure 6: The Parent Ego State — The Taught Concept of Life (Berne, 1961)

The Child Ego State
Now, the parent recording deals with external events that the

individual sees and hears, there is simultaneously another set of
internal responses recording taking place inside a person to what one
sees and hears. It is this seeing and hearing and feeling and
understanding body of data that we define as the Child ego state. Seen
here that the individual reacts more on the basis of feeling rather than
on any vocabulary, which is yet to be formed in the individual. It is the
‘felt concept’ of life. “Every individual was once younger than he is
now, and that he carries with him fixated relics from earlier years
which will be activated under certain circumstances” (Berne, 1964).

This state exhibits two forms, the Adapted and the Natural Child
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(Figure 7). The Adapted Child modifies ones behavior under parental
influence and behaves the way the parents wanted him to do so. So the
individual becomes compliant or precocious. In other words, he can
adapt himself by withdrawing or whining. Thus we can see a cause
(Parent) and effect (Child) situation here. The Free Child on the other
hand, an expression of spontaneity, leads a person to be rebellious or

creative.

Parent Ego

Adult Ego

Natural Child

Child Ego

\
/

Adapted Child

Figure 7: The Child Ego State — The Felt Concept of Life (Berne, 1961)

The Adult Ego State
The self-actualization in an individual that grows from his own

awareness and original thought is the beginning of the Adult (Harris,

1969). The activation of suitable adult ego state in a person can bring



about the capability of processing data objectively. The Adult data
comes about due to the individual’s ability to distinguish about life
from his ‘taught concept’ and ‘felt concept’ of life. Thereby
developing the ‘thought concept’ of life, this is based on data gathering
and data processing. The Adult principally concerns itself with
transforming stimuli into pieces of information, and processing and
filing that information on the basis of previous experience’ (Berne,
1964). A state where an individual thinks, feels and behaves in
response to the present events, and uses their resources that they have
gathered to guide them. It examines the data in the Parent to see
whether it is true or not and on its applicability today, and then goes on
to accept or reject that data. Similarly, it examines the Child to see
whether feelings are appropriate to the present or are archaic and in
response to the archaic Parent data. The objective is not to do away
with the Parent and the Child but to be free to examine these bodies of
data. Hence, the Adult gets data from the Parent, Child and the data
that it has gathered or is gathering (Figure 8), bringing about an
objective assessment of reality and further updating the three data
sources. Another function of the Adult is probability estimation. The
unpleasant alternatives with its unexamined probabilities that an
individual faces can bring about transactional failures and causes Adult
‘decay’ or delay (Harris, 1969). The remedy to this is to increase the

efficiency of the Adult through training and use. Being alert to these
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possibilities of troubles, though probability estimation can be helpful in

devising solutions to the troubles as and when they come

Updated, validated

R Parent Data

Parent Ego
E - —
A Tm=—— >
Updated, validated Adult Ego
L Adult Data
_____ >
| e
T Child Ego
Updated, validated
Y Child Data

Figure 8: The Adult Ego State — The Thought Concept of Life (Berne, 1961)

The Adult ego state may also get contaminated from the other two
states. This happens when a belief is spoken as if it was a fact or a
reality. Prejudice happen when contamination is from the data or belief
coming from the parent state (Figure 9) and Delusion and
hallucinations occur from the child state (Figure 10). The adult can

have double contamination also (Figure 11).
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Parent Ego
Adult Ego
Child Ego

Figure 9: Prejudice (Berne, 1961)

Parent Ego
Adult Ego
Child Ego

Figure 10: Delusion (Berne, 1961)

The contamination affects the thought concept by accepting the data

without validating. This could pose communication problems.
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Parent Ego

Adult Ego

Child Ego

Figure 11: Prejudice and Delusion (Berne, 1961)

Clues for Understanding Ego States

Clues according to Berne should be seen in tandem with both the
verbal and non-verbal aspects of communication. Since words form
7%, tone 38% and body language 55% of the entire communication or

the transaction process.

The Parent decides, without reasoning, how to react to situations, what
is good or bad, and how people should live. The Parent judges for or
against and can be controlling or supportive (Steiner, 2000). Head

wagging, pointed finger, furrowed brow, the horrified look, hands on
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hips, arms folded across chest, tongue clicking, patting another on the
head. In the Adult state the person uses logical thinking to solve
problems based on factual details from reality. Whereas the Child state
has all the feelings; fear, love, anger, joy, sadness, shame and so on.
The Child is often blamed for being the source of people's troubles
because itis self-centered, emotional, powerful and resists the
suppression that comes with growing up (Steiner, 2000). The Child can
be hateful or loving playful or spontaneous and even impulsive and

creative or imaginative.

The basis of transactional analysis according to Berne is that effective
transactions or successful communication must be complementary in
nature. Citing an example, that is if the stimulus is from the parent ego
state directed to the child ego state then the response must be also from
the child to the parent ego state (Figure 12). If the response is from any
other ego state then it will create difficulties in the communication
process and hence will be termed as crossed or un-complementary

Figure 13). The relationship is bound to suffer in that case.
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Figure 12: Complementary Transactions (Berne, 1961)

Stimulus

Response

Transactional Analysis as a theory of personality is of great use for
educators, psychotherapists, counselors and business consultants
(Steiner, 2005). It has been used by organizations in the areas of
departmental efficiency, improvement in group processes and increase
in empathetic discrimination (Neath, 1995). American Airlines had

improved the service quality of their staff by improving their

a1
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interpersonal relationship skills (Wood, 1977). It explains how to gain
control of yourself, your relationships and your future (Harris, 1969).
One of the propositions of this theory is that we are aware of the
importance of responding to our own internal needs and finding clear
and effective ways of responding to them (Garcia 1991). In the process

we exhibit some or the other emotion.

The theory of Functional Fluency however opines that effective
communication can take place between the positive modes and this
includes stimulus / response coming from the adult too. On the other
hand transactions or communication emanating from negative modes

will bring about negative response hence ineffective communication.

TA Model - Birth of Functional Fluency

Transactional Analysis drew on Freudian Theory, object relations,
behavioral analysis, Sullivan’s insight into the relevance to mental
health of interpersonal & social processes and others (Tilney, 2000). It
had an easy to understand and humorous terminology that was
understood by the common person more in line as self-help. However,
writing on TA had acceptable issues with scientific & academic
community (Temple, 2002). Moreover, validation on the concepts

remained questionable since constructs were far from being uni-
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conceptual (Temple, 2002). There have been a confusion between the
ego states and ego functions as seen in Price, 1975; Heyer, 1979;

Dusay, 1972. This questioned conceptually what was being measured.

Functional description of ego states confused with personality types as
in Doelker & Griffiths’ Definitions (1984). Schaefer’s (1976)
Adjective Check List did not correspond to the traditional set of 5
functional descriptions. Other ACL based studies (Williams, Watson,
Walter & Williams, 1983; Emerson, Bertoch & Checketts, 1994;
Noriega -Gayol, 1997; Thorne & Faro, 1980) compromised on the
credibility of TA research in terms of complex constructs and hidden

bias in meaning (Temple, 2002).

Hence, there was a need on creating a model that is free of
conceptual difficulties with theoretical and rational legitimacy

(Temple, 2002). Furthermore,

e To depict both structural and functional aspects of ego state
theory while differentiating & linking them simultaneously in

line with Cox (1999).
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e To clarify the time dimension between Adult and both Parent &
Child.

* To reinforce the positive and the negative in the best TA
tradition.

« To bring about the concept of the Integrating Adult (Erskine,
1988, 1997; Temple, 1999) as decontamination of the Adult

while borrowing the best from the Parent and Child.

Hence, Functional Fluency takes into account behavioral
manifestations of ego states while taking ‘responsibility’ and ‘option
choosing’ as a concept being in the integrated Adult in human

functioning.

Functional Fluency - The Model
Functional Fluency promotes effective ways of behaving socially in

many contexts along with other Transactional Analysis models and
concepts (Temple, 2009b). Transactional Analysis as a theory of
personality is of great use for educators, psychotherapists, counselors
and business consultants (Steiner, 2005). Transactional Analysis
explains how to gain control of yourself, your relationships and your
future (Harris, 1969).Transactional Analysis has been used by

organizations in the areas of departmental efficiency, improvement in
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group processes and increase in empathetic discrimination (Neath,

1995).

A person is responsible for their own thoughts, words and action. The
functional fluency model is about human functioning with dimensions
from ego state and other theories. This is in stark contrast to using the
traditional functional ego states with their functional characteristics in
transactional analysis. The functional fluency model helps in behavior
diagnosis and also may be used for personal development. It helps in
understanding the manner in which we respond to situations. “It is a
model for mapping patterns of communication...it is about how to

choose ‘responses’ rather than just react automatically” (Temple,

2009D).

The Functional Fluency model conceptually moves away from the
analysis of certain types of ego states categorized by particular
functional characteristics in the theory of Transactional Analysis and
rather focuses on human functioning (Temple, 2002). However, it is
consistent with the fundamental nature of the original ego state theory

of Transactional Analysis on which it is based.
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Temple (2002) has proposed the name Functional Fluency which
describes the behavioral manifestation of the integrating adult ego
state. This term has been used to suitably describe the ability to
effectively and flexibly respond by using a range of ego state
manifestation (Stewart & Joines, 1987). One can engage clients, catch
the attention, and understand their difficulties by communicating with
them on subject matter with energy and enthusiasm. The model
focuses on responding positively and avoiding the contaminated
behaviors of either the Parent or the Child (Figure 5a & 5b), therein the
description of the integrated adult manifestation (Temple, 2002). It
expresses full maturity having taken the learning’s from both the
Parent and Child ego state. Temple (2002) has shown the emergence of
the functional model from the structural model of transactional
analysis (Figure 14). The figure describes the nine manifestation of
human functioning, which arises from the adult ego state. This includes
the negative sets of contaminated behavior from the Parent and Child

ego states as well.
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STRUCTURE FUNCTION

(transferential
— REACTION automatic replay)

RESPONSE HERE AND NOW .

¥ 1o current reality CHOICES

— » REACTION (transferential
automatic replay)

Figure 14: React and Respond Diagram Elaborated (Temple, 2002)

Hence, if we were to relate it to the basic model of Transactional
Analysis, we will notice that the model has the basic three categories
of functioning (Figure 15). Category 1 on the use of our energies on
behalf of others (social responsibility), Category 2 on responding to the
present moment (reality assessment) and Category 3, which is using

our energies on our own behalf (self-actualization).
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SOCIAL
RESPONSIBILITY

SELF-
ACTUALIZATION

C REALITY
ASSESSMENT

Figure 15: Three categories of human functioning as informed by ego state
theory (Temple, 2003)

Functional Fluency model has three constructs. The first level has three
categories of functioning namely, being socially responsible, reality
assessment and self-actualization. The second level further breaks
down the socially responsible and self-actualization category into two
each. This makes the level having five groups of functioning; control,
care, accounting, socialized self and natural self. The third stage
further divides control, care, socialized self and natural self to each
possessing a positive and a negative expression. Accounting is more of
a ‘reality check’ hence indicative of more or less than any subjective
manifestation. Now, this gives us the nine elements or modes of human

functioning (as shown in Figure 16: Functional Fluency construct). The
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nine modes have both effective and ineffective expressions

functioning.

Social Responsibility

Control Element Care Element

Social

Responsibility

Reality Assessment Z>

Reality Assessment

Accounting Element

Self-Actualization Self Actualization

Natural Self
Element

Socialized Self
Element

Figure 16: Functional Fluency constructs (Temple, 2002)

Negative Control

Dominating Mode

Negative Care
Marshmallowing
Mode

Positive Control

Structuring Mode

Positive Care

Nurturing Mode

Accounting Element

Accounting Mode

Positive Socialized

Cooperative Mode

Positive Natural

Spontaneous Mode

Negative Socialized
Compliant/Resistant
Mode

Negative Natural

Immature Mode
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Elements of Functional Fluency Modes in Action

Dominating Mode

Here it’s about us believing that we are right and assuming a ‘me’
stand on situations and issues. It being a negative mode, we notice
mistakes in others and demand certain obedience from people.
Warning, using threats and even coercion are few of the persuasive

tactics that are used.

Marshmallowing Mode

‘Over the top’ care and affection meted to someone becomes the
hallmark of this mode. We become increasingly protective of the
others and as a result contain the other person into feeling restricted in
their thoughts, feelings and action. Thereby there is more of sadness
and anger in the recipient resulting in confusion and frustration on both

sides.

Structuring Mode

Setting rules and boundaries is the key to this positive mode. It is firm

and gives people the potential to grow and learn. Building self-
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confidence and competencies, this mode helps in establishing that with

the right amount of support.

Nurturing Mode

Empathy is an important ingredient here in this positive mode of
functioning. Using understanding and kindness to encourage people to
be more fully themselves. Acceptance and being non-judgmental are

two cornerstones to this mode.

Accounting Mode

‘Here & Now’ is the main principal philosophy to this positive mode.
We tune in to ourselves and are at the same time are receptive to the
stimuli from others. It is an objective mode and ‘good sense’ prevails
upon us in decision making wherein we effectively use the positive
modes of structuring, nurturing, cooperative and spontaneous modes as

well.

Cooperative Mode

In this positive mode there is friendliness and consideration for others.

There is confidence in handling social situations. You rely on skills of
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being diplomatic and assertive in handling people and situations. We

enjoy company of others whether at personal or professional level.

Spontaneous Mode

There is a playful attitude attached to this positive mode. There is
originality and uniqueness to the manner in which we use our energies.
The freedom of expression is without any inhibition and well within

acceptable boundaries. Vivacity can be infectious and all pervasive.

Compliant/Resistant Mode

In coping with the demands of a situation we use one of the two
negative modes, which is much dependent on our own past
conditioning. We either conform and relent let our nervous energies
flow or there is a rebel streak in us whereby aggressive energies are

apparent.

Immature Mode

In this negative mode we are not ready to assume responsibility and
not willing to see the grown up point of view. There is no sharing and
we simply want our way. Emotional outburst may be pronounced and

lack of consideration for others.
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As a model of human functioning and interpersonal communication
(Temple, 2004) Functional Fluency’s importance lies at three

categories:

— Guiding, directing and looking after people (Positive
Care & Control element).

— Collaborating with others (Positive Socialized Self
element).

— Staying objective and considering all factors before any

intervention (Accounting element).

From Figure 17 we arrive at the 5 Positive modes that are positive
manifestations in a person that integrates with the ‘functional adult’
and 4 Negative modes are negative manifestations contaminating the

‘adult functioning’ in a person.
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Spontaneous Mode
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Doing my own

. : Self Self L
getting along with Compliant/Resistant thing in my own
others way
Mode Immature
Mode

Figure 17: The 9 Modes and their Functioning

Hence, positive manifestations must be recognized in a person and
provide awareness on the need to lessen the negative manifestations for

personal and professional development.

Descriptors of Functional Fluency

Table 3 below shows the foundation for the development of the
functional fluency questionnaire by the inclusion of 6 words or picture
words or descriptors each for the 9 modes, through a descriptor sort
analysis (Temple, 2002). This makes it a total of 54 descriptors. The 6
descriptors for each of the modes provide the set of word pictures that
are representative of human functioning for a particular mode. Their

relevance becomes important in understanding the response style that
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IS representative of a group

of frontline staff interacting with the

customers.
blaming 3 |lo inconsistent
bossy § S overindulgent
Negative | dominating 2 c=°‘5 § overprotective | Negative
Control | fault-finding | & | £ =| overtolerant Care
judgmental g g self-denying
punitive a |2 smothering
authoritative % cherishing
consistent > = | compassionate
. Well £ o . .
Positive organized | 2 S empathic Positive
Control - SsSs| o - Care
firm = £ | encouraging
helpful @ 2 accepting
inspiring Z | understanding
Accountin alert Accountin | grounded | Accounti
aware g enquiring ng
Element
d evaluative Mode rational Element
adaptable % % creative
Positi assertive b S curious Posit
ositive - » - ositive
- confident @ expressive
Socialized : 2 § EXpressi Natural
Self considerate g = imaginative Self
friendly S | 5 playful
resilient S| & zestful
anxious S| 8 egocentric
) defiant E =| = | inconsiderate _
Negative ™ inpibited | .S infantile | edative
Socialized - S .| o Natural
Self placating EE| 5 reckless Self
rebellious | O g S selfish
submissive gl E unorganized

Table 3: Mode Descriptors with item refinement (Temple, 2002)

The next chapter on research methodology will firstly see the creation

or the development of the instrument on functional fluency and then
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the administration of that instrument in the IGI airport on the airport

travel retail staff.

Functional Fluency model symbolizes among many principles and
values recognized (Rogers, 1951; Maslow, 1954; Seligman, 1998;
Cooperrider & Whitney, 2001; Griffin & Tyrrel, 2003 and Kauffman,

2006) to promote positive human development (Temple, 2009b)

The next chapter is about the research methodology used in the
development of the questionnaire for the training need analysis on
interpersonal communication, the administration of the questionnaire
on the airport retail staff at the IGI airport and the development of the

training framework.
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Chapter 4
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Chapter 4: Research Methodology

This chapter on research methodology brings out the methodology
used to create a questionnaire for the training need identification, the
administration of the questionnaire on the airport travel retail staff at
the IGI airport and lastly the development of the training framework.
The functional fluency model of transactional analysis is used to arrive
at both the training needs and training framework on interpersonal

communication.

Based on the world view philosophy on research methodology
(Creswell, 2009), it was thought best to have a Pragmatism philosophy
for the research since the development of training need analysis
questionnaire and training framework on interpersonal communication
for the airport travel retail staff requires a problem solving functioning.
The underlying principle was to qualitatively understand the framing
of the statements while constructing the psychometric tool based on the
functional fluency model theory. Moreover, the quantitative treatment
thereafter on the reduction of the functional fluency variables to
narrow down on the emergent variables for the group of airport retail
staff sets the tone on mixed method for the research design. The
emergent variables are subject to ‘Interpretivism’ for the training needs

analysis based on the training framework on functional fluency model.
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This is so since ‘Interpretivism” will entail the training needs analysis
on interpersonal communication to be interpreted by the interplay of
the various functional fluency descriptors as emerged in the factor

analysis.

This chapter is divided into three important methodologies:

1. Questionnaire Development for Training Needs Analysis

2. Instrument Administration in IGI Airport, New Delhi

3. Training Framework Development

Questionnaire Development for Training Needs Analysis

The development of the questionnaire or the psychometric tool to
measure the communication responses of service providers at an
airport is based on the functional fluency model. The questionnaire /
tool constructed is having a congruency with rational theoretical
strategy (Lanyon & Goodstein, 1997). So, we use the theoretical model
of Functional Fluency for the creation of test items. The test items are a
reflection of the descriptors identified in the model. The questionnaire
is a self-reporting one that will measure the nine modes of human

functioning as is given in Chapter 3.
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This will be especially so for the frontline personnel those are engaged
in airport retail or customer / passenger interface or interaction. The
functional fluency construct is for the people engaged in the ‘helping’
profession that must exhibit supportive interpersonal skills. Since the
personnel engaged in service delivery at an airport are into helping
customers/passengers, hence the congruency of creating the
questionnaire based out of the 9 modes of functioning of functional
fluency model and its application with frontline service providers at an

airport.

While there are many Transactional Analysis related instruments
(Akkoyun, 2007), the study has created a psychometric tool taking the
basic premise of Functional Fluency and its applicability in measuring
the responses of airport travel retail staff at the airport. The tool will
enable airports that either secure a poor ranking in the ASQ on
“Courtesy, helpfulness of airport staff” (as mentioned in literature
review chapter) parameter or to do a training need analysis on the retail
staff, may administer the tool to assess the “responses” of their
employee. This philosophy of Functional Fluency has motivated the
researcher to construct a tool that resonates with the fundamentals of
Functional Fluency model and finds its applicability in customer

satisfaction and customer service at an airport.
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Questionnaire Development

The instrument essentially took into consideration the factors to be
used for the development of the questionnaire taken from the construct
conceptualization and development of the Functional Fluency model
(Temple 1990, 1999, 2002). Standardization of the questionnaire is
based on functional fluency’s 9 modes and its descriptors. During the
reliability test based on likert scale used for recording the responses of
the respondents, the norms for categorization were created. Lastly,
future studies and their findings will give an indication of the

refinement process thereof the questionnaire.

Attention was paid to the validity and reliability issues on the
methodological design. Neuman (1994) has outlined principles for

establishing the measurement of reliability as under:

e Construct Conceptualization: The Functional Fluency Model &
the descriptors (Temple, 1990, 1999) as seen in Table 4 formed

the basis of the study.
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Nature of . . Nature of
Mode Descriptors Modes | Modes | Descriptors Modes
blaming inconsistent
bossy 2z o overindulgent
(@} i
Negative dominating = B overprotective | Negative
jo)) (@)
Control fault-finding £ = overtolerant | Care
- < S -
judgmental é 52 self-denying
punitive 8 S 2 | smothering
authoritative 3 cherishing
o
consistent b compassionate
Positive Well Organized empathic .
- o - Positive Care
Control Firm g o | encouraging
helpful 2 @ 5 | Accepting
> —
inspiring 5 § > understanding
Alert grounded
Accounting aware Accounting Enauirin Accounting
Element Mode g g Element
evaluative rational
adaptable creative
assertive % § curious
Positive confident = %) expressive Positive
Socialized - @ 3 - — | Self
Self considerate = 3 imaginative Natural Se
© c
friendly < £ Playful
- = o
Resilient S8 & zestful
anxious % egocentric
b7 [<5]
defiant % ;3 inconsiderate
Negative inhibited = infantile Negative
Socialized - = Natural
Self placating 5 2 reckless Self
rebellious S o 5] selfish
— EB 1S -
submissive 8s E unorganised

Table 4: Mode Descriptors with item refinement (Temple, 2002)

This process of selecting the facets for the development of the
questionnaire in the study through ‘literature review’ has been
previously explored (Costa & McCrae, 2008; Aluja, Kuhlman &

Zuckerman, 2010).
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e Use of Multiple Indicators: Since there are 6 descriptors for
each of the mode given in table 4, hence 6 indicators for each
mode was used for the construct of the questionnaire.

e Measurement: Ordinal level measurement of the indicators was
done.

e Pilot Test: During the validity & reliability test of the
questionnaire the process was kept in mind for the creation of
norms and judging the effectiveness of the design, layout,
wording/grammar of the questions, ease of understanding and

instructions provided.

The questionnaire is designed to measure the response style(s) of
people who work in a customer service environment. Wherein, the
contact with the customers is multiple. Hence, it is required that the
respondent responds positively rather than negatively. Looking at the
initial premise of Functional Fluency that the model is helpful for
people who are “in the helping profession... “(Temple, 2002), carry
“responsibility for guiding and influencing people...” (Temple,
2009)...“used interpersonally...to support & inspire” and “guiding,
directing and looking after people” (Temple, 2009), the Test-Retest
was sought on supervisory airport travel retail at 1GI airport as the

representative population.
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Validity of the Questionnaire

“Measurement validity refers to how well the conceptual

and operational definitions mesh with each other”

(Neuman, 1994)

In the validation of the statements in the questionnaire with the
descriptors of the Functional Fluency model, a high consensus was
sought by judges to enable face and content validity. The validity
process itself took three stages to achieve a high consensus among the
judges. The primary aim of this exercise was to gather the judges’
views on the statements matching the word descriptor in terms of
broad acceptability and comprehensibility. The seven judges have their
experience in the training of inter-personal communication. Each judge
received judges’ kit (annexure C) and statement sheet (annexure D) to

arrive at the face validity of the questionnaire.

The refinement of the items was addressed keeping in mind the
principles laid out by Lanyon & Goodstein (1997) and Temple (2002)
on effective psychometric test construction. Also, from a grammar and
readability standpoint, two English language experts were engaged to

provide their feedback on the readiness of the statements.

Hence, an item receiving an acceptable score (score 3-4) as in experts’

proportional rating of the items brought about the Item Content
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Validity Index (I-CVI) (Lynn, 1986) and as employed by Nilsson et al
(2011) and Smith et al (2005). The Likert scale used with four possible
responses included rating of 4 = Most Appropriate, 3 = Somewhat
Appropriate, 2 = Somewhat inappropriate and 1 = Most Inappropriate.
Here, “ratings of 1 and 2 are considered “content invalid,” whereas
ratings of 3 and 4 are considered to be “content valid” (Lynn, 1986;

Waltz & Bausell, 1983; Waltz et al., 1991).

Modes
Judges N . E
=7 % o % al
£ 2 = = 2 2 i3 3 "
B 5 E £ E s = g E
= B % 2 3 8 S g g
5 2 3 5 3 3 = =3 =
@) 17} = z < o (&) [7) =
Descriptor 1 | 100 100 100 100 100 86 100 100 86
Descriptor 2 | 100 100 100 100 100 86 86 100 86
Descriptor 3 | 100 100 100 100 100 86 86 86 100
Descriptor 4 | 100 86 100 100 86 86 100 100 100
Descriptor 5 | 100 100 100 100 86 100 100 86 100
Descriptor 6 | 100 100 100 100 86 100 100 100 100
Average %
Agreement | 100 98 100 | 100 |93 91 95 95 95

Table 5: Item Content Validity; Content Validity

As a result, (Table 5) all the items received a score of over 86%
agreement (content valid) to bring out the average agreement
percentage among the judges for the fifty-four statements as 96% in

the I-CVI. Table 6 shows the final picture on validity and modes.
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DOMINATING
MODE
100%

MARSHMALLOWING
MODE
100%

STRUCTURING
MODE

NURTURING MODE
100%

98%

ACCOUNTING MODE

93%

COOPERATIVE | SPONTANEOUS
MODE MODE

91% 95%

CRITICAL /| IMMATURE MODE
RESISTANT 95%

95%

Table 6: Final Picture on Content Validity & Modes




Reliability of the Questionnaire

To ensure that the instrument has consistency across application and /

or time, it was checked for reliability. It should deem to measure the

same ‘thing’ with the similar results consistently over time.

A four-point Likert scale was chosen for the scoring purpose. The four-

point scale was chosen also due to the following reasons:

Ease of use and simplicity.

Avoiding the pitfall of having a neutral central option (as in 5-
point scale) and the respondent opting out of making a decision
either way.

There has been much debate on the number of scale points
(Likert scales) and the reliability. Where there are studies that
claim that reliability is independent of scale points (Bendig,
1953;Boote, 1981;Brown,Widing,&Coulter, 1991). Whereas,
Bendig, (1954b) has claimed that reliability is maximized using
a four point scale.

Chang (1994) points out that as compared to a six point scale a
four point scale is higher on reliability since the six point scale
was found to have a higher systematic method variance due to

additional scale points.
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Since the aim of the self-report questionnaire was to elicit a self-
reflection response from the respondents, it was decided to ask the
“Likely” hood for a particular situation. Essentially, the respondents
would reflect on the situation asked and respond on the likely action
they will take. Hence, statements like “would you on a busy day, stop
and support a lame person in crossing the road” should give the

flexibility on the responses.

Hence, the scale of options used was:

Most  Likely | Somewhat  Likely | Somewhat  Unlikely | Most  Unlikely

(4) (3) 2 1)

Three pages comprised of the 54 test items with the above mentioned
scale of options for the response against each statement. The

respondents are asked to tick the best option that suits their response.

The scoring is unidirectional. The items numbers in the final
questionnaire were put in random using the computer software feature
in Microsoft Excel. The following Table 7 shows the scoring key for
the various word descriptors pertaining to the 9 modes of human

functioning.
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F |32 |15 |25 |10 |47 |26 |20 |9 |34

Table 7: Scoring Key for the 9 Modes

For such a questionnaire a Test-Retest Reliability was chosen. Anastasi
(1997) states that for investigating changes over a period of time test-
retest reliability is an obvious choice. To avoid the ‘carry over’ effect,
for the study it was decided to use a four week period between the test-
retest period. Also that in a development of an instrument on
Transactional Styles, Pareek (2002) has used a period of four weeks

between the test-retest period.

The Pearson product moment correlation is used in the study, since it is

the most commonly reported reliability statistic (Ottenbacher, 1995).

Bonnet & Wright (2000) state that for an appropriate sample size with
a power of 0.8 at a significance level of 0.05 to estimating the Pearson

correlation is 56 subjects and Spearman correlation is 72 subjects.
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Hence, for the study a sample size of 73 people engaged in supervisory
roles in airport travel retail at IGI airport, were identified. This number
was so chosen keeping in mind the possible ranking on the 34 positive
and 24 negative mode descriptors as a future findings on training need
assessment. Bonnet & Wright (2000) further state that the lower and
upper limits at this sample size are 0.6758 and 0.880. The sample size
of 73 subjects had 28 women and 45 men with an average age of
29years (range between 20 years and 55 years). The subjects were
Asian (Indian origin) by culture. The subjects had ‘assisting’ and

‘helping’ others as part of their professional profile in the airport retail.

As a measure of internal consistency of the test the Cronbach Alpha
was measured. The value on 73 subjects on 54 items using 4 point
likert scale was 0.728. The acceptable values of alpha ranges between
0.70 to 0.95 (Nunnally & Bernstein, 1994; Bland & Altman, 1997,

DeVellis, 2003).

The Pearson product correlation on the test-retest of the questionnaire
with 73 subjects in a 4 week interval came to 0.878, which is a high

acceptable score for a test-retest score.

An inter mode correlation was also sought to see the low correlation
amongst each mode and also between positive and negative modes.

This was done in order to lay emphasis on the independence of the

79



statements for each of the modes. The findings using the Pearson

product correlation are as under:

Modes Structuring | Nurturing | Accounting | Cooperative | Spontaneous
Structuring 1.000 0.119 0.186 0.129 0.123
Nurturing 1.000 0.272 0.098 0.133
Accounting 1.000 0.231 0.094
Cooperative 1.000 0.401
Spontaneous 1.000

Table 8: Positive Modes Correlation

Modes Dominating | Marshmallowing | Compliant / Resistant | Immature
Dominating 1.000 0.169 0.540 0.504
Marshmallowing 1.000 0.310 0.277
Compliant / Resistant 1.000 0.545
Immature 1.000

Table 9: Negative Modes Correlation
Compliant /

Modes Dominating | Marshmallowing | Resistant Immature
Structuring -0.100 -0.145 0.031 0.077
Nurturing -0.218 0.118 -0.103 -0.344
Accounting 0.156 0.022 0.248 0.000
Cooperative 0.036 0.041 0.000 0.033
Spontaneous 0.254 0.127 0.169 0.212

Table 10: Positive-Negative Modes Correlation
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The inter-mode correlation as seen from Tables 8, 9 and 10 is low.
Temple (2002) states that owing to the nature and meaning of a few
modes, Dominating mode has overlaps with Immature and
Compliant/Resistant behavior and similarly Compliant/Resistant mode
overlaps with Immature. Hence, it was not surprising to see
comparative high inter-mode scores on these two fronts. However,
since scores of 0.50 and 0.54 in table 9 are considered acceptable

correlation values, we can deduce that there is difference in the modes.

It is worthwhile to see from Table 10 that the Positive Modes have a
low correlation with the Negative Modes. In a few cases, especially
Nurturing mode fares negatively with Dominating,
Compliant/Resistant and Immature. Cooperative and Accounting
modes have a zero correlation with Compliant/Resistant and Immature
respectively. This is in line with the philosophy of the Functional

Fluency modes and their basic essence (Temple, 2002).

Scoring Rationale - Creation of Norms

The questionnaire was designed so as a combination of ordinal scales,
where each item is tested independently of the other. The scoring
mechanism has a transparent logic which reveals the functional fluency
theory and thereby making explanations and understanding of the

training need simple and doable.

81



Most Likely Somewhat Somewhat Most Unlikely

(&) Likely (3) Unlikely (2) 1)

Given the measurement scale above, for the positive modes
Structuring, Nurturing, Accounting, Cooperative and Spontaneous, a
high score is desirable and for the negative Modes of Dominating,
Marshmallowing, Compliant/Resistant and Immature a low score is
desirable (Temple, 2002). Hence, the highest score, 4, is the best
possible one for EACH item for the descriptors pertaining to the 5
positive modes and 1 being desirable for EACH item for the
descriptors pertaining to the negative modes. So if a person scored full
4 points on each of the 6 descriptors of a mode, the total will be 24.
Similarly, by scoring 1 point on each of the 6 descriptor of a mode, the
total will be 6. The maximum and minimum for a mode are 24 and 6
respectively. Hence for a person scoring 21 on Nurturing mode will
have scored very high on this mode of human functioning. However, a
score of 21 on Dominating mode will deem a very low score on a

negative mode, thus requiring support.

Based on the 73 sample size of people in the ‘helping profession’
(Temple, 2002), the statistics (Table 11) arrived at for the 9 Modes of

human functioning are as under:
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Table 11: Descriptive Statistics — Norm Group

Table 11 and Figure 18 suggests that with the exception of Structuring
and Marshmallowing modes, it is seen that the positives modes of
Nurturing, Accounting, Cooperative and Spontaneous are negatively

skewed and the negative modes of Dominating, Complaint / Resistant
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and Immature are positively skewed as having met the theoretical

validity of Temple (2002).
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Figure 18: Graphical Representation of Normal Distribution — 9 Modes
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Mode

Min 6 6 6 6 6 6 6 6 6

Max |24 24 24 24 24 24 24 24 24

Table 12: Lowest and Highest Scoring

Now, on a four point Likert scale the lowest that one can score on a
single descriptor is 1 and the highest is 4. There are 6 descriptors to a
mode. Hence, given a single mode, the lowest possible score is 6 (6 x 1
= 6) and the highest possible score is 24 (6 x 4 = 24). The lowest and

highest scoring is given in table 14 above.

It can be observed from Table 11 that the positive modes Structuring,
Nurturing, Accounting, Cooperative and Spontaneous have high
norms. This emerges from the fact that the representative sample is
senior / supervisory airport travel retail and developed their human
functioning to be supportive, caring and based upon reality assessment.
Moreover, the low norms of Immature and Compliant / Resistant
Modes points to the fact that the sample has reduced its ability to

respond in such negative manner due to the professional background.
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Hence, these norms become all the more relevant and appropriate in
assessing high interpersonal communication skills in an industry that is

highly service oriented.

The questionnaire so developed will be henceforth referred as “Sahai’s

Response Mapping Questionnaire (SaRMaQ).

Questionnaire Administration at IGI Airport

For the sake of convenience the following service providers at an
airport are essentially identified for the research from the non-

aeronautical or commercial services:

e Retail shops and Eating establishments

In addition, the categorization of the above is laid out in Table 13.

CATEGORY Number
Beauty & Wellness and Perfumes & Cosmetics 9

Books & Magazines 5
Confectionaries 14
Electronics 3
Fashion & Fashion Accessories 30
Souvenirs & Gifts 14

Café & Bar 15

Total Shops 90

Table 13: Categorization of Shop & Eat Service Providers at IGI Airport

Source: GMR (http://newdelhiairport.org)
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It is to be noted here that Fine Dining category was not included in the
study. Moreover, since in the category Café & Bar, we have the
frontline retail staff in direct touch with the passengers / customers, it
was thought best to include them in the study as well. The data on the
Shops and Café & Bar has been taken from the website of IGI Airport

(http://newdelhiairport.in) as on February 2013.

It is seen that there are 90 establishments under seven categories in the

both the Terminal 3 and the 1D Terminal of the IGI Airport.

Now, according to Hair et al (2007) the minimum sample size required
for multivariate analysis by the ratio of observations to independent
variables is 5:1. Hence, the Functional Fluency construct has 54
independent variables under 9 modes categorization. As a result, the

sample size for the study comes to be 270 observations.

For the study it was decided to observe a census method covering all
90 establishments in the IGI Airport. However, this was combined with
non-probability sampling technique of Quota sampling wherein the
units / respondents identified from each establishment was arrived at

by a simple calculation:

270 Observations DIVIDED by 90 Establishments
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This came to around three respondents per establishment. As a result

the below Table 14 below provides the number of respondents from

each category keeping the quota of atleast three respondents per

establishment:

Respondents based on
CATEGORY Number | specified quota
Beauty & Wellness and Perfumes
& Cosmetics 9 27
Books & Magazines 5 15
Confectionaries 14 42
Electronics 3 9
Fashion & Fashion Accessories 30 91
Soveniers & Gifts 14 42
Café & Bar 15 45
Total 90 271

Table 14: Categories and Respondents

It is to be noted that the minimum sample size required is 270. This

quota was kept in mind as a whole rather than specifically the

individual establishment under a category.

The printing and distribution of around 300 questionnaires (Annexure

A) was done during the months of March through April 2013.This was

a three page paper based questionnaire that had basic demographic
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information required and the 54 statements to be answered in a likert

scale of 4 points.

Moreover an online version of the questionnaire was also created using
Google docs. This was created in order to take advantage of internet
technologies that has become common in our lives. Social networking
site like LinkedIn was used to disseminate the information about the

link to the online version of the questionnaire.

The paper based questionnaires were bunched according to the number
required in each category. Extra questionnaire were printed in case the
questionnaire needed to be changed due to error or damage. Each
category was coded upon the receipt of a filled questionnaire. The total

man days taken to cover the all terminals were six days.

Although a total of 289 questionnaire came back (37 respondents

through online and 252 through paper questionnaire).

It was seen that in the paper based questionnaires, 18 questionnaires

had either:

e One complete page unanswered (the 2" page on the opposite
side of the 1 page) or
e Many items were not ticked.
Hence, 18 questionnaires were not taken for the study. As a result 234

paper based and 37 online questionnaires were considered making a
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total of 271 completed questionnaires to be used for the data analysis.
The data entry and the scoring were done using the Microsoft Excel
program and the SPSS software portable version 19. The period of
May-June 2013 saw the analysis being completed on the 271

respondents based on the norms created using the test-retest study.

Training Framework Development

The training framework will provide a solution to not only bridging the
Gap 3 of the SERVQUAL model but also in improving the
interpersonal communication of the retail staff. It will lead to providing
a customer service orientation to interpersonal communication through
the meaning of the 9 modes of the model. Hence, Figure 19 will relate
to the specifics on customer service training delivery on each of the 9

modes as per the meaning laid out by Temple (2002).
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Figure 19: Enhance-Restrain Training Framework

Importantly, a Factor Analysis on the descriptors to provide a
dominant response style picture on the emergence of the various

factors with the interplay of variables or functional fluency descriptors
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that attribute to the group’s interpersonal communication response

style for a group (Sahai et al., 2014).

Discriptor
Discriptor 1
2

Narrow Down through

Factor Analysis

Factor & Label Descriptor(s)

0 Combination A among
54 Descriptors

0 Combination B among
54 Descriptors

0 Combination N among
54 Descriptors

[C] Factor 1 - Label 1
[] Factor 2 - Label 2

[”] Factor n - Label n

Figure 20: Factoring & Labeling of the Descriptors

The above Figure 20 ensures that the relevant descriptors will come as
factors and whereby a factor label is coined against each combination.

The various labels further give rise to the pen-picture that is
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representative of the interpersonal communication response of the
airport travel retail staff. For example interplay of descriptors in a
factor could be ‘Inspiring’, ‘Confident’, ‘Encouraging’ and
‘Unorganized’. The first three are from positive modes whereas the
third one from a negative mode. Thus the pen-picture for the said
‘factor’ maybe someone who is ‘Enthusiastically Confused’. In this
manner for the various factors a pen-picture may be established based
on the variables that emerge for the said factor. Additionally, a general
pen-picture on the nature of response appears for the group.

Moreover for the sample group, the factor analysis also throws light on
the positive descriptors that did not emerge due to low statistical
significance and thereby their importance in enhancing these positive
descriptors. Similar is the case to attaching importance to negative
descriptors that did emerge in the factor analysis, wherein the negative
descriptors be restrained for the group. Hence, the framework
specifically Enhances or Restrains the interpersonal communication
based on the positive descriptors not emerged and negative descriptors

emerged after factor analysis as given in Figure 21.

Sahai et al (2014) states that the final training framework that bridges
the Gap 3 of the SERVQUAL model takes into account both the
FUNCTIONAL FLUENCY modes and descriptors based training
framework that helps in enhancing and restraining the interpersonal

communication of the retail staff as is given in Figure 22.
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Figure 21: Descriptors based Pen-Picture Training Framework
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consistent firm compassionate | encouraging
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Figure 22: Bridging Gap 3 of SERVQUAL Model with Mode based and

Descriptors based Pen-Picture Training Framework

Translation of Perceptions into Service
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The next chapter focuses on the data analysis on the questionnaire
administered on the airport travel retail staff, the hypothesis testing and
the variables emerged after the factor analysis on the 54 variables of
the functional fluency model for the training need analysis and

framework to be developed in the subsequent chapters.
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Chapter 5
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Chapter 5: DATA ANALYSIS

“We are drowning in information and starved fOr
knowledge.”

- Tom Peters

Introduction

The chapter focuses on hypothesis testing on the interpersonal
communication of the airport travel retail staff. Also it brings out the
functional fluency variables that are representative of the group for the

pen-picture to emerge as a result of factor analysis.

In order to bridge the gap between theory and practical, data analysis
plays a scientific role and importance. The theoretical constructs have
been dealt with, with respect to the Functional Fluency model
previously. However, to see the implication of the 54 word pictures of
the Functional Fluency model or the 9 Modes of human functioning
with the norms that were previous created, data analysis becomes

importance.

Although, in the chapter Research Methodology, the statistical analysis
in the creation of norms has been done, however, the creation of the

norms and their significance with the data analyzed as collected from
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the 271 respondents from the I1GI airport will be seen in this chapter as

well.

The data analysis will also see some descriptive statistics on the 271
data on it being considered as pilot sample too on the psychometric
tool thus created. The importance lies in the fact that this may be used

as pilot sample for studies in other airports.

The Analysis

There were 271 respondents in the study of airport travel retail staff in
commercial establishments in the 1GI Airport, New Delhi for the study.

The demographic profile is given under Table 15, 16, 17 & 18 and

Figure 23.

Respondents N= 271
Gender

Male 188
Female 83

Table 15: Demographic profile of the respondents — Gender
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Age N =271
Less than 20 years 41

21 to 30 years 148

31 to 40 years 54

41 to 50 years 25

50 and above years 3

Table 16: Demographic profile of the respondents — Age Groups

Education N =271
Under-Graduate 89
Graduate 134
Post-Graduate 27
Prefer not to Say 21

Table 17: Demographic profile of the respondents - Education

Categories N =271
Books & Magazines 15
Confectioneries 42
Electronics 9

Beauty & Wellness and Perfumes

& Cosmetics 27
Fashion & Fashion Accessories 91
Soveniers & Gifts 42
Café & Bar 45

Table 18: Retail Category profile of the respondents
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Figure 23: Graphical representation of the demographic profile
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There were a total of 90 shops / commercial establishments at the IGI
Airport, New Delhi. It is interesting to note that Male accounted for a
good 69% of the sample, and that the educational background of the
airport travel retail staff points to nearly 82% of the respondents being
undergraduates or graduates. The age categorization saw a majority of
the airport travel retail staff in the 21 to 30 years age bracket. The less
than 30 years respondents made up a large chunk of the airport travel
retail staff in the 1GI airport. Whereas, in the profiling we see that 50
and above years account for just 3 respondents, hence, due to such an
imbalance shown in this age bracket, it is decided to merge it with 41
to 50 years bracket. So, the last age bracket we record it as 40 years

and above accounting for 28 respondents.

We see that the number of Fashion & Fashion Accessories shops was
the largest and the number of Electronic shops was the least. Hence,
Fashion & Fashion Accessories saw the largest number of respondents
with 91 and Electronics category saw 9 respondents being recorded.
The average time taken by the respondents to fill up the 3 page
questionnaire ranged between 8 minutes and 20 minutes. The
respondents were of Indian origin, with professional experience
ranging from fresh recruits to airport travel retail staff having over 20

years of experience in this field.
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In order to present the recorded questionnaire in an analytical manner,
it was sought to use the MS Excel and the SPSS software to compute

the following aspects of the data so recorded:

1. The average profile based on the 9 modes.

2. Gender profile based on the 9 modes (Male 188; Female 83).

3. 4 Age profile based on the 9 modes.

4. 7 Shops categories profile based on the 9 modes.

In the descriptive statistics Table 19, it is seen that that the Standard
Error of the means recorded against the 9 modes means are in close
representation to capture the population thus tested. The 9 mode means

distribution around the mean have a normal distribution Figure 24.
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Descriptive Statistics

N MIN MAX | Mean |[Std .Div| Skewness Kurtosis
Std.
Statistic [Statistic |Statistic |Statistic [Statistic [Statistic | Error
|Dominating 271 9 23 |15.83 (2.633 | .111 |.148 | -0.38
Structuring 271 10 23 |17.03 |2.486 |-.038 |.148 | -0.27
IMarshmallowing | 271 9 24 16.74 (2.494 | .110 |.148 0.25
INurturing 271 9 24 |16.99 (2.887 [-.051 |.148 | -0.66
Accounting 271 8 24 |17.08 (2.871 | .029 |[.148 | -0.32
|Cooperative 271 10 23 |17.02 (2.760 | .166 |[.148 | -0.51
Icr 271 7 24 |15.27 (2.938 | .232 |.148 | 0.13
Spontaneous 271 7 23 (16.4112.930|-.171 |.148 | -0.10
|immature 271 6 21 |14.55 (3.179 [-.055 [.148 | -0.45
\Valid N 271
(listwise)

Table 19: Descriptive Statistics Airport Travel Retail Staff
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Figure 24: Mode Frequency on the 9 Modes — Distribution around the Mean
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Revisiting the NORMS and the Comparison with 9 Modes

Based on the norms created for the 9 modes of human functioning, the

analysis of the data recorded will take the following order:

e Average profiling of the 271 respondents based on the 9 modes
of human functioning.
e Comparative means score on the 9 modes of human functioning
on the age brackets.
e Comparative score on the 9 modes of human functioning and
the 7 categories of shops.
The norms thus created were based on the Quartile Deviation arrived at
from the test-retest reliability study conducted on 73 respondents who
were engaged in the supervisory capacity in airport retail. The below
Table 20 outlines the norm scores across the 9 modes of functional
fluency. For Positive modes scores higher than the norm means is high
and scores lower than the norm mean as a low score. Whereas in
Negative modes, the score higher than the norm mean is considered as
low score and scores lower than norm mean as high. This method on
norms creation has been done by Pareek (2007) on Transactional

Analysis instruments.
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Mode Mean SD

Dominating 13.44 2.55
Structuring 17.97 2.24
Marshmallowing 15.66 2.21
Nurturing 19.63 2.32
Accounting 19.23 2.56
Cooperative 19.15 2.27
Complaint / Resistant 12.89 2.78
Spontaneous 17.01 2.99
Immature 11.05 3.25

Table 20: Norm Mode Means and SD

By the nature of the modes, the positive modes have higher average
benchmark in terms of the means as compared to the negative modes.
Hence, as mentioned earlier on in the previous chapter, the airport
travel retail staff will have to score high on the positive modes and

have lower scores in the negative modes.
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Retail

Satff’s Norm Mode|One Way

Mode Mean |Mean F Statistic |Significance
15.83 13.44 48.043 0.000
16.74 15.66 11.375 0.001
15.27 12.89 38.423 0.000
14.55 11.05 68.861 0.000
17.03 17.97 8.556 0.004
16.99 19.63 51.885 0.000
17.08 19.23 33.76 0.000
17.02 19.15 36.824 0.000
16.41 17.01 2.424 0.120

Table 21: Retail Staff & Norm Mode Means and One way ANOVA

In the Table 21, at 0.05 significance level, since there is significant
difference observed on all 9 FF modes the null hypothesis is

rejected.
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Hence,

H11: There is significant difference in the “Dominating”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H12: There is significant difference in the “Marshmallowing”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H13: There is significant difference in the “Complaint / Resistant”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H14: There is significant difference in the “Immature”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H15: There is significant difference in the “Structuring”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H16: There is significant difference in the “Nurturing”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H17: There is significant difference in the “Accounting”
interpersonal communication between the norm group and that of
airport retail staff at 1GI.

H18: There is significant difference in the “Cooperative”
interpersonal communication between the norm group and that of
airport retail staff at IGI.

H19: There is significant difference in the “Spontaneous”
interpersonal communication between the norm group and that of
airport retail staff at IGI.
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There is significant difference at 0.05 significance level observed

between the norm group and sample group on FF mode means. Hence,

the null hypothesis is rejected. This means that on the 5 positive modes

of Structuring, Nurturing, Accounting, Cooperative and Spontaneous,

the retail staff are not responding positively. Similarly, on the 4

negative modes of Dominating,

Marshmallowing,

Compliant /

Resistant and Immature also the retail staff is reacting negatively.

Graphically we see this as:

Structuring
m High  Average M Llow

152

77
42

High Average Low

Nurturing

H High  Average HlLow

211

31 29

High Average Low

Accounting

H High = Average HLlow
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25

High Average Low

Cooperative
B High  Average Hlow
190
53 )8
_ 1

High Average Low

Spontaneous

H High  Average Hlow

137
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High Average

Figure 25: Average Profile of CSAs on 5 Positive Modes
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Figure 26: Average Profile of CSAs on 4 Negative Modes

From the above two Figures 25 and 26 on average profile it is observed

that in the Structuring Mode, 56% of the respondents fall in the

negative manifestation whereas 28% are in the High scores. 78% of the

respondents in the positive mode of Nurturing Mode have secured Low

scores and barely 11% account for positive manifestation and similarly

with the Accounting Mode where 22% of respondents have achieved a

positive score on this mode. 69% on this mode lie on the negative side

of human functioning. The Cooperative Mode an important mode for
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the service industry sees low 20% respondents that lie on the positive
side. Again a 70% are negative in their cooperative side. Spontaneous
Mode, 37% respondents had a positive score whereas just 51% secured
a negative scored. It is to be observed that the respondents scoring
Average (Norm scores) on the 5 positive modes range from 16%

(Structuring Mode) to as low as 9% (Accounting Mode).

The Dominating Mode sees 82% of the respondents recording high
scores. Just 7% conformed to average score or norm average. 15% of
the respondents showed that they scored the norm scores in the
negative mode of Marshmallowing. However, a good 47% had a low
score in this mode. As in the Dominating Mode, the Compliant /
Resistant Mode too showed a good 73% of the respondents that had
high scores. The same gets witnessed in the negative mode of

Immature wherein, 82% secured negative scores in human functioning.
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Comparison of Male and Female Means

A Look at Age & 9 Modes

Less

Anova

NORMS | than 21to 31to |41 & o
Significance

Mode 20 30 40 above
13.44 | 15.22 | 15.79 | 16.00 | 14.29 0.179
17.97 | 17.17 | 17.05 | 16.65 | 18.75 0.493
15.66 | 16.49 | 16.99 | 16.48 | 15.01 0.359
19.63 | 17.93 17.05 |16.11| 17.73 0.024
19.23 | 17.88 | 17.26 | 16.19 | 18.31 0.023
19.15| 18.00 | 17.03 | 16.33 | 18.51 0.033
12.89 | 14.10 | 15.27 | 15.76 | 13.51 0.020

17.01 | 16.61 | 16.58 | 15.96 | 16.04 0.510
11.05 | 13.41 | 14.76 | 14.87 | 11.91 0.090

Table 22: Age — Airport Retail Staff mean of the Modes and comparison with Norms

As far as the age brackets and the analysis of the scores are concerned
(Table 22), we see Airport Travel Retail Staff’s scoring average to
negative on responding in the 9 modes of human functioning.
Cooperative mode is the only exception to the Airport Travel Retail
Staff scoring well, but with an average score on the 31 to 40 years age

bracket.

A gender comparison (Table 23) sees Females as better placed on

positive human functioning than their Male counterparts. Even in the
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negative human functioning, with the exception of Marshmallowing

mode, the Female retail staff has lower scores than the Male staff.

Retail Staff Anova
Modes NORMS
Male | Female p

13.44 15.93 15.61 0.371
17.97 16.86 17.43 0.078
15.66 16.68 16.88 0.547
19.63 16.57 | 17.94 0.000
19.23 16.88 17.54 0.079
19.15 16.84 | 17.43 0.100
12.89 15.32 | 15.14 0653
17.01 16.07 17.18 0.004
11.05 14.67 14.28 0.349

Table 23: Gender Comparison - ANOVA

From the below Table 24 it is seen that within the 7 retail categories
that is significant difference in the interpersonal communication of the

retail staff.
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[J]
[S)
S
%)
E o .g
Mode [~ P = |2 = 0) ) 3 =
(@] (] o @ o3 (%] (] (] c %0
pd [as] (@] L o [ %5} (@] << un
15.67 | 164 | 174 | 17.8 | 158 | 14.1 | 15.2
13.44 0.000
3 4 9 6 4 9
15.27 | 164 | 180 | 18.1 | 16.8 | 17.0 | 17.6
17.97 0.003
5 0 1 9 2 2
1467 | 17.1 | 18.2 | 176 | 164 | 16.1 | 17.3
15.66 9 2 7 5 2 3 0.000
14.47 | 156 | 17.8 | 180 | 16.6 | 18.1 | 17.9
19.63 0.000
0 9 0 6 9 1
15.20 | 15.7 | 185 | 17.8 | 16.6 | 18.6 | 17.5
19.23 0.000
6 6 9 4 7 8
1540 | 155 | 180 | 18.0 | 16.5 | 184 | 17.6
19.15 0.000
7 0 7 8 3 4
15.00 | 16.1 | 16.7 | 16.7 | 155 | 13.3 | 145
12.89 4 8 8 4 6 6 0.000
14.67 | 154 | 176 | 17.1 | 159 | 16.8 | 17.6
17.01 0.000
3 7 9 9 3 4
1447 | 15.2 | 148 | 16.0 | 146 | 12.7 | 143
11.05 0.001
6 9 7 9 1 6

Table 24: Categories Comparison - ANOVA
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Factor Analysis

Although the purpose of factor analysis is to reduce the variables to
seek smaller factors on clusters of correlated items, it was found not
completely relevant in the study since it will contradict the theoretical
framework of the functional fluency. However, this was sought to see
the way the 54 variables emerged in the overall scheme. As Hair et al
(2007) cites that “the first factor may be viewed as the single best
summary of linear relationships exhibited in the data...second factor as

the second best summary” p 143.

Hence, for the entire 271 respondents’ data was used in the factor

analysis. KMO test on sample adequacy on all 271 respondents was:

KMO and Bartlett's Test

Kaiser-Meyer-OlKkin Measure of | .706
Sampling Adequacy.

Bartlett's Test of Approx. Chi- | 3387.370
Sphericity Square
df 1431
Sig. .000

Table 25: KMO and Bartlett’s Test

The sampling adequacy as .706 is above the acceptable and optimum
level and suggesting significance. The criterion chosen for the factors
reduction were the Scree plot (figure 27) and Eigenvalues of above 1.
As Alt (1990) puts it, that the significance of factor analysis is in the

interpretation and understanding the phenomenon along with
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mathematically derived factors. Hence, it was decided to understand
the analysis on the basis of both the descriptors and the modes. It was
opined to specially see the first two factors on the basis of modes and
corresponding descriptor on patterns of human functioning among the
airport retail staff. The arrangement on positive and negative modes
was of importance since it’s a matter of combination through which the
functioning takes place. Hence, using VARIMAX rotated factor
loading the number of factors came to be 19 that converged in 142
iterations. This explained 62.48% of the variance. This is greater than
specified 60% or above (Hair et al, 2007). Moreover, accepting
variables with communalities of over .50 as retained for the factor
analysis (Hair et al, 2007), the respecification of the factor analysis
includes final set of 19 factors and 33 variables emerged that gave a
pen picture of the airport retail staff’s human functioning. The

Cronbach’s alpha on reliability is a high 0.811.
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Figure 27: Scree Plot - factor analysis

The 33 variables that got grouped in 19 factors gives an understanding
of the response styles of the retail staff. Although the factor 1 and 2
came out clearly on positive and negative descriptors respectively, a
pen picture emerges on the communication response set of the retail

staff as seen in Table 26.
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Factor

Factor Pen Picture Descriptors Modes Loading Communalities
Aware Accounting 0.543 0.6
. encouraging Nurturing 0.532 0.606
Factor 1 | Responsiveness - -
considerate Cooperative 0.615 0.532
friendly Cooperative 0.665 0.579
. Compliant /
Rebellious Resistant 0.663 0.639
Reckless ;
Factor 2 . Complaint /
Insolence defiant Resistant 0.53 0.631
reckless Immature 0.733 0.693
Factor 3 Playful playful Spontaneous 0.692 0.578
actor .
Appreciation cherishing Nurturing 0.603 | 0.592
helpful Structuring 0.556 0.55
Factor 4 The _Confused Bossy Dominating 0.779 0.737
Parenting
overindulgent Marshmallowing 0.612 0.629
. self-denying Marshmallowing 0.66 0.551
Factor 5 | The Denial
blaming Dominating 0.604 0.629
Factor 6 | Enthusiasm zestful Spontaneous 0.799 0.723
Infantile Immature 0.698 0.619
Factor 7 | I'Ego -
egocentric Immature 0.576 0.603
. expressive Spontaneous 0.588 0.7
Factor 8 Resistant Compliant /
Communication | jphibi
inhibited Resistant 0.568 0.643
inconsistent Marshmallowing 0.591 0.538
Factor 9 | Marshmallow
overtolerant Marshmallowing 0.656 0.618
Factor . . .
10 Holding On overprotective | Marshmallowing 0.708 0.613
Factor Well, . .
11 Organized! well organized | Structuring 0.719 0.62
. Complaint /
Factor Quiet submissive ResisF'iant 0.64 0.67
12 Domination . T
dominating Dominating 0.768 0.688
Factor . . .
13 Asking enquiring Accounting 0.643 0.513
ialctor Assurance assertive Cooperative 0.816 0.739
Factor i i
15 Overwhelmed smothering Marshmallowing 0.754 0.638
Egctor Inspire inspiring Structuring 0.814 0.718
accepting Nurturing 0.6 0.664
E?Ctor The Pacifier | i Comp|ain[ / 7
placating Resistant 0.679 0.60
Egctor Inquisitive curious Spontaneous 0.813 0.754
Egctor Understanding | understanding | Nurturing 0.69 0.653

Table 26: Descriptors and Factors
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The discriminant and validity comes about by ensuring that there is no
cross loading of the variables and also to ensure that those variables are

selected that have factor loading and communality of over 0.50.

In Table 27, the descriptors highlighted in bold are the ones that have
the highest factor loading for a particular factor. The pen picture has
taken those descriptors to form the appropriate phrase for a particular
factor. However, the basic 9 modes theoretical framework is the base
on which the analysis must rest. The pen-picture that emerges brings
out the holistic picture on functional fluency of the travel retail staff at

IGI.

From the Table 27, out of the 33 variables emerged in the factor
Analysis, Marshmallowing mode with all the 6 variables and
Compliant / Resistant mode’s 5 variables take prominence in the final
pen picture. Interestingly, Accounting mode accounts for just 33%,
although, there should have been more variables from this mode on the

retail staff.
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Element 33% 4 9 Element
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adaptable © ® creative
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assertive § § curious
Positive confident B 2 < expressive Positive
Socialized - = S 8~ ; A
Self considerate g co imaginative | Natural Self
friendly § 5 Playful
Resilient © L zestful
anxious = § egocentric
defiant 2 o p inconsiderate
. [N =) o] .
Negative inhibited x 3 g infantile Negative
Socialized : g Natural
Self placating c_g § % reckless Self
rebellious =3 g selfish
oo o E .
submissive (&) = unorganised

Table 27: Functional Fluency Mode Descriptors as emerged in Factor Analysis

With the completion of this chapter, the variables on the pen-picture
have emerged to understand the training need analysis of the airport
travel retail staff. Hereafter, based on this the training framework will
be developed in the next chapter with a focus on functional fluency
modes and its efficacy with customer satisfaction and customer

service.
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Chapter 6
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Chapter 6: Findings & Discussion

This chapter takes the previous chapter on data analysis forward by
understanding the training needs of the airport travel retail staff with
respect to their interpersonal communication. The chapter outlines the
pen-picture of the retail staff as their training need analysis and the
training framework is created. Furthermore, the efficacy of the
functional fluency model and its modes is established with customer

service and satisfaction.

The Functional Fluency model of Transactional Analysis helps in
assessing the interpersonal communication of a person. It marks out
the positive and the negative ways that the person can elicit this
behavior and map out pattern or patterns that can be specific to people
and also to groups at large. The assessment of the group of 271 airport
retail staff at the IGI Airport at New Delhi has some patterns that have

thus emerged from the data analysis.

The Positive Modes have scores that are positive on the left side of the
curve and show negative manifestation of human functioning if on the
right side of the curve. Hence, a left skewed on the positive modes
indicate a positive manifestation of human interaction and right side
the negative manifestation. Whereas, in the Negative Modes, the scores
are reversed and hence the left skewed curve indicates negative

manifestation on the scores.
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Demographics - Gender

In a gender comparison based on the norms, it can be easily seen that
neither of the gender has scored on the positive side in all of the 9
modes. The modes Cooperative, Accounting and Structuring have
shown an average human functioning for both the male and the female
airport retail staff. It can also be seen that the females have scored a
shade better on all the 9 modes compared to the males. In the
Nurturing mode, the females have scored an average whereas the
males have dipped to a below average response style. The 4 Negative
modes of Dominating, Marshmallowing, Compliant / Resistant and
Immature see the response styles ranging from above average to high.
A further discussion on the negative modes also points to both the
genders being high on Immature mode. The negative manifestations of

the Child and Parent ego modes are predominant for both the genders.

Demographics - Age

Initially five age bands were taken for the study, ‘Less than 20, ’21 to
30°, ’31 to 40°, ’41 to 50’ and ’50 and above’. However, it was seen
that in the band ’50 and above’, there were only 3 respondents. Hence,
it was decided to merge this number with the band, *41 to 50°, which
now read as ’41 and above’. In the Nurturing Mode, interestingly the
less than 20 and 41 and above are at the threshold level of moving

from Average to Above Average score. Whereas, 21 to 30 is at the
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threshold level of Below Average to Average. 31 to 40 is a clear Below
Average scorer on this mode. All the age bands fare negatively on the
Dominating Mode. Although the 31 to 40 band has a Negative High
score on this mode, however it is at the threshold level. Structuring
Mode has a Positive High score for the age band 40 and above,
whereas the other three bands have an Average score on this mode. In
the Marshmallowing Mode also it is seen that while 41 and above
score an Average and the other three bands have a Negative Above
Average score, the negative scores are at the threshold level towards an
Average score. In the Accounting Mode, the 31 to 40 age band is an
exception to a Below Average score and the other bands score an
Average on this mode. All four age bands score an Average on the
Cooperative Mode, with the age band 31 to 40 nearly slipping in a
negative score of Below Average. Complaint / Resistant Mode saw a
clear Negative Above Average score on all the age bands. In the
Spontaneous Mode, although the four age bands scored an Average, it
is worthwhile to be seen that Less than 20 and 21 to 30 are at the
threshold position of securing a Positive Above Average scoring. The
findings on Immature Mode were surprising for less than 20 age band
where they scored a Negative Above Average, whereas the 21 to 30
and 31 to 40 scored a Negative High score on this mode. The 41 and
above scored a threshold score on Negative Above Average where they

could have slipped into the Average score on this mode. The threshold
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position becomes important as this holds promise on either pushing
(Positive Modes scoring bands) or pulling (Negative Modes scoring

bands). Here lie the critical training inputs.

Demographics - Categories

In the Structuring Mode there were clear negative skewed curves
towards a negative score. The Souvenirs & Gifts along with Café &
Bar were the categories that did slightly better than others on this
positive mode. Nurturing Mode saw Souvenirs & Gifts and Beauty &
Wellness perform better than the rest. The Fashion & Fashion
Accessories had a bent more towards a negative performance. The
Books & Magazine, Electronics and Confectionaries, seems by the
very nature of their jobs, have scored negative on this mode. Café &
bar showed a near normalized distribution on the norms for
Accounting Mode. Beauty & Wellness and Electronics also showed
this feature. Whereas, the Souvenirs & Gifts and Fashion & Fashion
Accessories showed positive and negative skew on the norms
accordingly. Cooperative Mode had a higher percentage with
Electronics. At one look across five categories the negative scores are
less compared to the positive scores achieved in Cooperative Mode.
Café & bar provide a normalized distribution with average scores
being the highest. Spontaneous Mode also had something to cheers,
wherein the number of positive scores outnumbered the negative ones.

The Café & Bar category did not record negative scores on its
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respondents. Even fashion & Fashion Accessories also was positively
skewed on this mode. Except for Souvenirs & gifts that had a few
respondents that had positive human functioning, the other categories
have had left skew (negative manifestation). Baring Café & Bar that
scored rather poorly on this, Marshmallowing Mode had positive and
negative manifestation on human functioning across other modes,
although, the left skew was dominating in this mode as well. Books &
magazines showed a better right skew on this mode, indicating a
comparative positive manifestation on human functioning. Compliant /
Resistant was no better than other negative modes. Here too, the left
skew was predominant with all the five categories. Though, Souvenirs
& Gifts did see some positive functioning on this mode. Immature
mode turned out to be worst of the lot with negative functioning

stacked up with a left skew across the five categories.

Demographics - The Average Profile

In the Structuring Mode, it is seen that 46% of the respondents fall in
the negative manifestation whereas 29% are in the Above Average to
Very High scores. 55% of the respondents in the positive mode of
Nurturing Mode have secured a Below Average to Low scores and
barely 22% account for positive manifestation. Similar is the case with
the Accounting Mode where 21% of respondents have achieved a
positive score on this mode. 43% on this mode lie on the negative side

of human functioning. The Cooperative Mode an important mode for
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the service industry sees low 18% respondents that lie on the positive
side. Again a 47% are negative in their cooperative side. Spontaneous
Mode out of all the other positive modes had a reversal on the positive
and negative manifestation of the scores. 36% respondents had a
positive score whereas just 14% secured a negative scored. However, a
good 50% respondents secured an average score. It is to be observed
that the respondents scoring Average on the 5 positive modes range
from 23% (Nurturing Mode) to as high as 50% (Immature Mode).

Since, the scores on negative modes are reversed; a high score
indicates the negative manifestation of human functioning and a low
score points towards a positive functioning. The Dominating Mode
sees 82% of the respondents recording scores ranging from very high
to above average. Just 1% have a below average score that points
towards positive functioning. 15% of the respondents showed that they
scored low in the negative mode of Marshmallowing. However, a good
53% had a high score in this mode. As in the Dominating Mode, the
Compliant / Resistant Mode too showed a good 83% of the
respondents that had secured scores between Very High and Above
Average. The same gets witnessed in the negative mode of Immature

wherein, 82% secured negative scores in human functioning.
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Training Needs Analysis - The Emergent Pen-Picture

Revisiting the descriptors that emerged for the group of retail staff at

IGI airport (Table 28), we see that 33 variables emerged (colored).
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Table 28: Functional Fluency Mode Descriptors as emerged in Factor Analysis
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This means that out of a total of 54 functional fluency variables /
descriptors, 33 holds true for the profile make of the retail staff. When
we see these 33 variables in the 3 categories of the functional fluency

model, it brings out the positive and negative functioning.

“The pen picture that emerges has the first factor that points towards
the retail staff as being responsive in their interaction with the
customers. While this is appreciated, they can be reckless on their
communication responses even to the point of being insolent.
Interesting to see that there is a playful appreciating quality to their
interpersonal dealing. However, their helpfulness may be slightly
bossy and intrusive. There is an element of self-denial in their
interface with the passengers. Although there is enthusiasm reflected,
there is immature, resistive communication that is over-indulgent.
While, they are well organized there is a quiet dominance felt. The
retail staff is enquiring and providing assurance but a bit
overwhelmed while seeming encouraging. The pacifier in them

inquisitively understands the customers”.
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Figure 28: 9 Modes and Emerged Descriptors

Given the above, we see in the Figure 28 that there is negative human

functioning of 17 descriptors that needs to be alleviated and
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interestingly in the positive functioning including reality assessment, 8
descriptors of the positive (and reality) have not emerged. Let it be
reiterated that in the case of negative functioning, we are not really
concerned with the descriptors that did NOT emerge since that is the
good part that has arisen for the group of retail staff. Moreover, it is the
negative functioning descriptors that we are concerned in restraining or
reducing in the group’s human functioning. However, in the case of
positive functioning, the descriptors that have NOT emerged are of
importance to the group since those are the descriptors that must be

enhanced.

Therefore, there are those descriptors that have emerged as negative
human functioning and those that emerged on the positive human

functioning for the group of 271 airport travel retail staff at IGI.

The Training Framework

In marketing, good interpersonal communication can result in better
and empathetic understanding of a customer. The basis is to understand
the behavioral aspects of a customer by evaluating the messages that
are emitted and accordingly monitoring the appropriate message for a
better relationship. Adaptability and spontaneity were two categories
identified from a study outlining the favorable and unfavorable
incidents with customers from service perspective (Bitner et al, 1990).

Kim & McLean (2007) state that if there was an insistence on rules
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without any clear directions or explanation, then the customer
complained. The authors further say that customers were more
impressed by the extra help provided. The frame of reference here is
pointing towards the elements of human functioning or functional

fluency and its orientation in customer service.

Based on the above training needs analysis of the airport retail staff of
IGI airport, the following training framework as developed in Chapter
4 surfaces for the retail staff on their interpersonal communication on

the:

1. Functional Fluency Model’s Modes Enhance-Restrain
Training Framework (Temple, 2004).
2. Functional Fluency Modes’ Descriptors based Enhance-
Restrain Training Framework.
Taking a cue from the nine elements of human functioning (Temple,
2002), the interpersonal communication of the retail staff for
improving customer service be either responding through the five
positive modes or by being cautious of the responses through the four

negative modes (Figure 29 ) of functional fluency.
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Figure 29: 9 Modes Enhance-Restrain Training Framework

The above Figure 29 helps to focus the training on the 9 modes of
functional fluency model, wherein we ‘Enhance’ the positive modes

and ‘Restrain’ the negative modes in the group.

The Enhancement on the interpersonal communication for improved
customer service to include the training as outlined against each of the
5 positive modes in Figure 30. Similarly, the Restrain will be included
in the training accordingly as drawn against each of the 4 negative

modes as given in Figure 31.
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Structuring Mode

(Customers are given
clear directions.
Motivate and inspire
confidence in them on

Nurturing Mode

(Customers are shown
empathy, care,
kindness and respond
appropriately to their
needs)

the services provided)

Accounting Mode

(Being receptive to the
complaints and be
solution providers

without any prejudices
or pre-occupations)

Cooperative Mode

(There is a willingness
to listen and tactfully
handle any situation
with assertiveness and
being friendly)

Spontaneous Mode

(There is creativity
and our upbeat mood
rubs off positively on

the customers; little bit
of humor & fun
always helps)

Figure 30: Positive modes of Functional Fluency model and customer service (Sahai et

al., 2014)

Dominating Mode

(There is fault finding with the
Customers, they are subject to
your rules without any
explanations, there's the threat on
the use of company policy or other
punitive methods)

Marshmallowing Mode

(Customers are shown
inappropriate attention and
assistance where the customer
feels stalked and annoyance sets
in)

Compliant/Resistant Mode

(Either we give in to even an
unreasonable demand of the
customer or become stubborn
and/or aggresive towards the
customer)

Immature Mode

(We don't assume responsiblity for
our actions, which may cause
harm or damage to the customer)

Figure 31: Negative modes of Functional Fluency model and customer service (Sahai et

al., 2014)




Based on the training framework developed in chapter 4 of research
methodology, we have the 14 variables / descriptors that did NOT
emerge and 17 variables / descriptors that did emerge for the group of
retail staff at IGI airport as seen in Figure 32. These descriptors are
important since in the training framework the positive descriptors that
did not emerge are and the negative descriptors emerged for the group
is important for the 9 modes Enhance-Restrain training framework, as.
Figure 33 combines both the Modes and the Descriptor based training

framework for the airport travel retail staff at the 1GI airport..
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Figure 32: Pen-Picture Modes’ Descriptors Training Framework — Airport Travel Retail
Staff, IGI Airport
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From the above given Figure 33, we have a focused descriptors based
training for the airport travel retail staff of the 1GI airport that will help
Enhance and Restrain their positive and negative interpersonal

communication functioning respectively.

Functional Fluency Modes & Customer Satisfaction and
Customer Service

The training need analysis and framework based on the functional
fluency model for the travel retail staff at the IGI airport, was assessed
by 51 senior airport and retail officials at the IGI airport for its
efficacy. The Table 29 and Table 30 clearly bring out the efficacy
between training framework of the airport travel retail staff at IGI with
respect to the functional fluency model on their interpersonal
communication with that of Customer Satisfaction and Customer

Service.

Table 29 and 30 (with T-Test significance at 0.05%) bring out the
efficacy between Functional Fluency’s 9 Modes model of Interpersonal

Communication and

e Customer Satisfaction

e Customer Service
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_ Customer Satisfaction | Customer Service
Nurturing 21.349 14.055
Structuring 7.575 7.575
Accounting 13.075 9.688
Cooperative 13.736 10.073
Spontaneous 5.956 7.724

Table 29: Correlation between Positive Modes and Customer Satisfaction and Customer
Service

The observed sample’s correlation coefficient is significant.

_ Customer Satisfaction | Customer Service
Dominating -9.810 -8.839
Marshmallowing -2.190 -1.267
Compliant Resistant -2.227 -8.322
Immature -7.163 -6.763

Table 30: Correlation between Negative Modes and Customer Satisfaction and Customer
Service

The observed sample’s correlation coefficient is negatively significant,
this points to the positive modes being positively correlated to both
customer satisfaction and customer service. Whereas, the negative
modes being negatively correlated to customer satisfaction and

customer service.
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Hence, the Enhance-Restrain training framework becomes appropriate
for the airport travel retail staff for their interpersonal communication

SUCCESS.

DeKay (2012) states that organizations must give emphasis to
interpersonal communication. Companies that recognize the
importance of interpersonal communication by providing training on it
foster business success and also improve employee engagement
(Hynes, 2012). This employee engagement brings about an emotional
connect with the customer who purchase 47% more (Hall, 2012) There
is a direct relationship between good interpersonal communication and
enhanced customer satisfaction in a study at Thailand airport
(Sangmala, 2008). Heathrow Airport’s, Retail Academy have trained
the retailers that have saved the airport travel retailers GBP 200, 000
on recruitments and have improved their staff’s capabilities. The
Detroit Metropolitan Airport (DTW) have included training in
interpersonal communication to improve customer service (Smida,
2000). The Irish Aviation Authority has introduced training in non-
technical skills such as interpersonal communication to not only
standardizes training but also to reducing the training costs while

improving the quality (2014).

The concluding chapter talks about the importance of functional

fluency model in establishing the training need analysis on
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interpersonal communication of the airport travel retail staff at the IGI
airport. Moreover, the enhance-restrain training framework is helpful
along with the descriptors of the functional fluency model in arriving
at the specifics on the training deliverables for the airport retail staff.

The chapter also outlines the scope and the limitation of the study.
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Chapter 7
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Chapter 7: Conclusion

The concluding chapter lays emphasis on the importance of functional
fluency model in bridging the training gap as seen in the Gap 3 of the
SERVQUAL model. Moreover, the training need analysis, coupled
with the training framework on interpersonal communication for the
airport travel retail staff at IGI airport, is helpful in improving the

staff’s professional abilities in relating to the passengers.

The IGI airport has the largest airport retail hub in the country.
Moreover, the success of retail business in an airport has direct
contributions to the non-aeronautical revenues for an airport. It is for
this reason that quality standard in terms of retailers’ interaction with
the passengers is high in customer service. However, it is seen that
there is a generic soft skills training in place at the IGI airport. Also,
the training need analysis that is done on the employees does not
specifically pertain to their interpersonal communication. Moreover,
the training that follows takes into consideration neither the
interpersonal communication training nor the entire retail staff at the

airport.

Hence, an appropriate training needs analysis on the interpersonal
communication of the airport travel retail staff must be put in place.
Moreover, a training framework be developed that enhances their

interpersonal communication.
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Successful interpersonal communication entails adaptive skill in
adapting one’s performance to novel situations (Yelon & Ford, 1999).
This forms the basis of Functional Fluency model and for designing
training programs on this model. Hence, by putting our energies into
the positive ways of interacting and less into the negative ways, we can
learn to communicate better and recognize the nine modes of
Functional Fluency model to achieve the desired interpersonal success
(Temple, 2009). Interpersonal success becomes important in managing
relationship with an organization’s customers. Since besides improving
customer service, it can improve an organization’s reputation, retain
customers, raise market share (Rust & Zahorik, 1993; Zeithaml et al.,
1996) and increase sales (Rust & Zahorik, 1993; Zeithaml et al., 1996;

Lynn, 2006).

In the study, the training needs analysis is bought about through the
questionnaire so developed that kept in mind the philosophy of the
functional fluency model and the 54 descriptors associated with the 9
modes. The questionnaire is validated for assessing the communication
responses of the airport travel retail staff. In the norms that were
created to assess the responses of the retail staff at the 1GI Airport,
New Delhi, the 5 positive modes have higher score bands as compared
to the 4 negative modes. This becomes important since in the service
industry it is required that one operates with a positive human

functioning. Hence, the retail staff was required to score high on the
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bands of Nurturing, Structuring, Accounting, Spontaneous and

Cooperative.

The 271 retail staff was taken from the seven retail categories at the
IGI airport. The pen picture that has emerged with respect to the 19
factors labels the retail staff at the 1GI Airports as the retail staff are
Responsive to the needs of the customers as they are aware, encourage
the customers, considerate to their needs and friendly to them.
However, they can get defiant, reckless and rebellious in their dealings
with the people. There is a playful quality in them where the retail staff
cherishes and value the time spent by the customers at the retail store.
At times the retail staff can be overindulgent to be helpful to the point
where they push the sale of the products by seeming slightly bossy.
There is a denial manner with the customers that is there. However,
they are enthusiastic in welcoming and servicing the customers. There
is an immature behavior which states that the retail staff can get
egoistical during their interactions. They are seen to be murmuring
within themselves and there is this much resistive self-talk that is
taking place within them during their interpersonal interaction. They
are marked by an inconsistent and over tolerant behavior towards their
customers. An over protective behavior is within them while dealing
with customers. This is hampering the free will of the customers.
However, they seem to be well organized in presenting themselves. It

is seen that although they can be submissive in dealing with the
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customers but a sense of domination lingers in their communication.
The retail staff is of an inquiring nature about their requirements of the
customers. This is coupled with the sense of assurance that is provided
to the customers. They can over-whelm the customers. It can be
noticed that they can also be a source of inspiration while at their jobs.
The retail staff if are accepting about the needs of the customers then
they are also placating on the same hand. There is a curiosity to know
more about the customers. There is a sense of understanding that they

display while the customers are interacting with them.

It is seen that out of the 33 descriptors of the model that have emerged
for the retail staff at the 1GI airport, 16 belong to positive modes and
17 belong to the negative modes. There should be more inclination

toward reducing the negative functioning of the retail staff.

The retail staff must be trained to be more Socially Responsible and
also to let go of their negative energies by making them more aware of

their potential on self-actualization.

The training framework that is developed focuses on providing training
on those 14 positive descriptors that did not emerge for the group while
attempting to restrain the functioning of 17 negative descriptors that

did emerge for this group.

Moreover, the training framework can be generalized for other similar

retail groups at other airports, the only difference being on the
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descriptors that emerge as factors specific to each group. This helps in
providing training inputs based on the positive and negative descriptors

on improving the communication responses of a group of retail staff.

It is also seen that there is a positive relationship of the 5 positive
modes to both customer service and customer satisfaction, whereas
there is a negative relationship of the 4 negative modes with that of
customer service and customer satisfaction. The initial premise that
was made as the business problem that poor interpersonal
communication affects customer satisfaction and subsequently airport

revenue is also justified.

Thereby, it becomes imperative for airport management and
concessionaires to outline specific training programs on improving the
interpersonal communication of the airport travel retail for enhanced
business prospect. Looking at this, the Airport Authority of India may
embark upon the exercise of doing training needs analysis of airport
travel staff at other airports as well in India. Thereafter, from the given
framework in the study a specific training on interpersonal
communication based on Functional Fluency model of Transactional

Analysis may be put in place.

The study contributes to literature in the form of bridging the Gap 3 of
the SERVQUAL model that points to the service quality being affected

by poor interpersonal communication of the service providers. This
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study on the interpersonal communication assessment of the airport
travel retail staff through functional fluency model bridges this gap 3
through the development of training needs analysis and training
framework based on Functional Fluency model that will help identify
and improve interpersonal communication of the airport travel retail

staff.

The 54 variables of the Functional Fluency are statistically reduced to
arrive at the variables that present the human functioning of the cohort
at IGI airport. It is this interplay of variables, even belonging to
different modes, that presents an interesting picture on the cohort on

their interpersonal communication as their training need analysis.

This training needs analysis and framework on functional fluency and
the norms developed, may be used to assess the airport travel retail
staff at other airports

Limitation

The scope of the study is one airport due to the largest retail space
among Indian airports and this is a limitation too. However, other
airports like Hyderabad, Bangalore and Mumbai airports retail staff

may also be assessed.

Secondly, the emergence of the pen picture based on the 54 descriptors
of the 9 modes of human functioning on the dominant functioning style

requires the group size to be large. Since, there are 54 variables and the
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minimum sample size required to conduct a factor analysis is five
times the number of variables, the size comes to be 270. Hence, for a
pen picture on the interplay among the variables to emerge, this

minimum size is required.

Thirdly, the pen-picture is specific to that of the airport retail staff at
IGI airport. So the pen-picture should not be generalized. However, the
training framework on Enhance-Restrain is a generalizable framework
for improving the interpersonal communication of the airport travel

retail staff and can be applied to any airport travel retail setting.

Fourth limitation is based on the pen picture for the large sample size,
a generic training module or program could be created for all the
members in the sample size instead of a more personalized training
program. Although, each group’s training module/program will be

personalized according to the per-picture that emerges.

Fifth, a few new retail shops at IGI Airport may have been set up after

the field study and during the course of the study.

Sixth, the study does not take into consideration the 5 gaps of the
SERVQUAL model. It simply sees the importance of gap 3 in
understanding that there exists a gap on poor interpersonal skills in the

service delivery process.

Seventh, it is beyond the scope of the study to see the implication on

the revenue of the airport retail and the training framework so created.
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Scope of Study
The scope of the research is limited to the Indira Gandhi International

Airport at Delhi and the service providers therein. The rationale for

this are:

1. The Airport Authority of India has embarked upon the restructuring
/ modernization of this metro airport as a world class airport (GOI,

2006) amongst a total of 126 airports in India.

2. The IGI Airport has been ranked 4th best airport in the world
according to 2010 Airport Service Quality (ASQ) rankings by the
Airport Council International (Hindu, 2011). Since an airport is
perceived as a single continuum of service provided by a passenger,
the focus on airport travel retail staff at IGI airport will also be
instrumental in improving the overall standing of the airport’s service

quality.

3. The metro airport represents a ‘country image’ for events of
International importance in India, such as the “Common Wealth
Games 2010” and the recently concluded “Indian Grand Prix 20117,

among others.

4. Further, the researcher chooses to focus on the Concessionaires’ /
airport travel retail (only shop and eat establishments) personnel as the
service providers in the airport terminal building. This is so, since

Terminal 3, at the IGI Airport boasts of India’s biggest retail space and
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has thus become an attractive destination for retail opportunity (TNN,
2010). Moreover, the ‘non-aeronautical revenues critically determine
the financial viability of an airport as they tend to generate higher

profit margins than aeronautical activities’ (Mugbil, 2010).

5. However, the study also takes into account Terminal 1D along with
Terminal 3. Hence, we refer to the airport as IGI airport for

convenience in the study.

Hence, the study takes into account “country emotions”, since it will
also focus on the professional development of the service providers
namely the airport travel retail staff engaged in the non-aeronautical

activities at the I1GI airport.

Rationale and Motivation for the Research

In the civil aviation business the pressure to deliver a high service
quality to the expectation of the customers is enormous. The right
response in interpersonal communication can go a long way in forging
positive relationship. However, if the responses elicited by the
personnel are inadequate it may affect service quality and hence

customer expectation.

Identification of the communication response set based on positive and
negative ways of functioning can help put in place specifications

required for a particular service delivery. Moreover, the specification
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may be shared by the personnel both for personal and professional

development.

Hence, as a skill development initiative, the study will benefit:

0 The service providers’ frontline staff in understanding the
communication response skills set specifications required in the

personnel for service delivery.

0 The contribution to the society in the form of self &
professional development along with identifying employability skills
and providing career progression opportunity to personnel based on

communication.

Future Scope of Study

Since this study was to assess the communication responses of the
airport retail staff, the norms were accordingly created keeping senior
retail staff as sample norm group. However, the tool is validated by
interpersonal communication professionals and norms may be created
keeping in mind reliability test by other cohorts as well. Hence, we
could take groups from professions that are ‘helping’ in their essence
and into high interpersonal orientation. Moreover, it can be replicated
for evaluating the communication responses of airport travel retail staff

at other airports as well.
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Another future implication of the study is the actual training of the
airport retail staff at IGI to take place based on the training framework.
The scope of the study was to create a training framework but the
resultant personal development of the retail staff at IGI airport will be

witnessed by the training.

In conclusion, the communication responses of the service providers
namely the airport travel retail staff at IGI airport point towards the
negative manifestation in their interpersonal effectiveness with
customers. 9 modes training will enable the airport travel retail staff to
respond positively. Moreover, the pen picture that has emerged for
them will ensure a more specific training design. The training program
framework based on the Functional Fluency model will help improve
customer service quality. This will enhance the interpersonal
effectiveness of the airport travel retail staff and hence the customer

service and customer satisfaction at the IGI airport.
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Appendix A: SaRMaQ (Questionnaire)

Sahai’s Response Mapping Questionnaire

(SaRMaQ)
Name:
Designation: Gender (tick): Male o
Female o
Age Bracket (tick): Less than 20 o 21to30m 31to40
41to 50 m 51 to 60n
Experience in years (tick): Lessthan2 @ 2to5n S to

10@ 10to15m 15+

Category:

(tick & name)

Shop o Eat o

Kindly read the statement and answer the best option that most
defines your response. Please attempt all and NOT leave any
question. There is no correct answer to this questionnaire. FOR
ACADEMIC USE ONLY.

S.N | Statement (Tick the option that best describes
your response)
1| would you overlook the o o o o
Most  Somewhat Somewhat Most

mistakes of others thinking that | .y~ likely Unlikely  Unlikely
they will gradually learn

2 | would you believe that your o o o o
actions are unpredictable and | % Henrt SgmeeEt ey
subject to changes

3 | would you consider all the o o o o
price deals & discounts before | jiox  Sepewnat Spmewtar ey

finally deciding on the best
vacation plan

4 | would you think of new and o o o o

Most Somewhat Somewhat Most

different ways to decorate your Jikely likely Unlikely  Unlikely
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room

5 | would you provide hope to o o o [

. . iLe. Most Somewhat Somewhat Most
people during their difficult likely likely Unlikely  Unlikely
times

6 | would you keep commenting o o -] o
1 e Most Somewhat Somewhat Most
on a person's poor handwriting likely likely Unlikely  Unlikely
instead of reading the
document
7 | would you keep your keys in a o o o o
. Most  Somewhat Somewhat Most
regular place all the time likely  likely Unlikely  Unlikely
8 | would you plan out another o <] o o
s . Most  Somewhat Somewhat Most
activity for a group in case the likely likely Unlikely  Unlikely
original activity did not work
9 | would you bring in some o <] o o

. . Most Somewhat Somewhat Most
energy to a party that is turning likely likely Unlikely  Unlikely
utterly boring

10 | would you be alright if a friend o <] o [

. Most Somewhat Somewhat Most
came late due to traffic likely  likely Unlikely  Unlikely
problem

11| would you be sure of o o o o
- . - - Most Somewhat Somewhat Most
introducing yourself first in a likely  likely Unlikely  Unlikely
group of new people
12 | would you like a short o o o o
TP . Most Somewhat Somewhat Most
dance/jig in the rain when the likely  likely Unlikely  Unlikely
season's first rainfall happens
13 | would you consider creating a o o o o
. P Most Somewhat Somewhat Most
picture book consisting of likely likely Unlikely  Unlikely
photographs of your loved
ones
14 | would you equate the quality o o o o
. . . . . Most Somewhat Somewhat Most
of a clothing item with its price | juey, ™ likery Unlikely  Unlikely
before purchasing
15 | would you pick up a waste cup o o o [
Most Somewhat Somewhat Most
thrown by someone else on the likely likely Unlikely  Unlikely
road to set an example for
others
16 | would you be worried too o o o o
. Most Somewhat Somewhat Most
much if your loved one went likely likely Unlikely  Unlikely
alone to visit a new place
17| would you clean your own o o o o
. . Most Somewhat Somewhat Most
office desk if the cleaner likely  likely Unlikely  Unlikely
person is unavailable
18 | would you assist someone who | m o o o
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H H H Most Somewhat Somewhat Most
IS Struggllng to open a doorina likely likely Unlikely Unlikely
building
191 would you be patient with o o o o
. Most Somewhat Somewhat Most
people with the repeated likely likely Unlikely  Unlikely
mistakes they commit
20 | would you believe that you are o o o o
. Most Somewhat Somewhat Most
always doing what other people likely likely Unlikely ~ Unlikely
tell you to do
21 | would you believe that you take | o o o o
s . Most  Somewhat Somewhat Most
decisions most of the time for Jikely likely Unlikely  Unlikely
other people
22 | would you think an art work o o o o
- . Most  Somewhat Somewhat Most
made of old tyres as interesting | ;i) likely Unlikely  Unlikely
23 | would you offer your seattoan | o o o o
. . Most  Somewhat Somewhat Most
old person even while going on likely likely Unlikely  Unlikely
a long journey
24 | would you listen to loud music o <] <] o
- Most Somewhat Somewhat Most
at night even after the likely likely Unlikely ~ Unlikely
neighbours have complained
25 | would you keep checking from o o o o
- . - Most Somewhat Somewhat Most
time to time a relative who has Jikely likely Unlikely  Unlikely
gone on a short trip to a distant
place
26 | would you still appear for a o o o o
aee . Most  Somewhat Somewhat Most
competition despite repeatedly likely likely Unlikely  Unlikely
failing in it
27 | would you get upset if you did o o o o
. Most  Somewhat Somewhat Most
not get the seat of your choice likely likely Unlikely  Unlikely
in a theatre
28 | would you be particular that o o o o
Most  Somewhat Somewhat Most
people let you know before likely likely Unlikely  Unlikely
visiting you
29 | would you avoid purchasing an o o o o
- Most Somewhat Somewhat Most
item because someone else likely likely Unlikely  Unlikely
wanted to purchase it also
30 | would you feel that if your o o o o
- Most Somewhat Somewhat Most
alarm clock was working well likely likely Unlikely  Unlikely
you would have got up on time
31 | would you consider breaking o o o o
- - Most Somewhat Somewhat Most
the red traffic signal even after Jikely likely Unlikely  Unlikely
being warned
32 | would you think of causing o o o o
1 . . Most Somewhat Somewhat Most
damage to other's vehicle in likely likely Unlikely  Unlikely
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case your vehicle has suffered
in the accident

33 | would you get angry if people o o o o
. . Most Somewhat Somewhat Most
did not agree with you likely likely Unlikely  Unlikely
34 | would you be ok if your o o o o
. Most Somewhat Somewhat Most
belongings were most of the likely likely Unlikely ~ Unlikely
time scattered around the
room
35 | would you question the guard o o o o
. . Most  Somewhat Somewhat Most
on why a particular shop is likely likely Unlikely  Unlikely
closed which is normally open
on a regular day
36 | would you, in general keepupa | o o o o
. . Most  Somewhat Somewhat Most
regular time for morning walk. likely likely Unlikely _ Unlikely
37 | would you feel sad while o o o o
. . 1 Most Somewhat Somewhat Most
listening to someone else's likely likely Unlikely ~ Unlikely
suffering
38 | would you Re-check your bill o o o o
. - Most Somewhat Somewhat Most
for all details before making the | ;o ™ likery Unlikely  Unlikely
payment
39 | would you tell people to do o o o o
. Most  Somewhat Somewhat Most
things completely the way you likely likely Unlikely ~ Unlikely
want, if a work was to be
successfully completed
40 | would you let a dear one buy o o o o
. . . Most Somewhat Somewhat Most
something which is not likely likely Unlikely  Unlikely
required but just because they
want it
41 | would you avoid any more o o o o
- Most Somewhat Somewhat Most
arguments by doing what likely likely Unlikely  Unlikely
someone wants
42 | would you worry thatyoumay | @ o o o
Most Somewhat Somewhat Most
not perform well before likely likely Unlikely  Unlikely
participating in an important
event
43 | would you notice and comment | @ o o [
’ . Most Somewhat Somewhat Most
on people’s dressing style likely likely Unlikely  Unlikely
44 | would you greet a person who o o o o
Most Somewhat Somewhat Most
you saw regularly for the past | ;&0 “lkely  Unlikely  Unlikely
few days in a bus stop
45 | would you feel comfortable in o o o [
. . . . Most Somewhat Somewhat Most
sharing your inner feeling with likely  likely Unlikely  Unlikely

any group of people
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46

would you be interested to o o o [
P . Most Somewhat Somewhat Most
know what is inside a room likely  likely Unlikely  Unlikely
that has been locked for many
days
47 | would you be impartial even if ] o ] o
- - - . Most Somewhat Somewhat Most
it affects your relationship with Jikely likely Unlikely  Unlikely
people
48 | would you feel driving a car at o o o o
. . Most Somewhat Somewhat Most
high speed in narrow streets as likely  likely Unlikely ~ Unlikely
fun
49 | would you keep the questionto | @ o o o
Most Somewhat Somewhat Most
yourself rather than ask the likely  likely Unlikely ~ Unlikely
instructor in a classroom
50 | would you consider keeping a o o o o
. . Most Somewhat Somewhat Most
bigger piece of cake for likely likely Unlikely  Unlikely
yourself rather than equally
dividing it between you and
another person
51 | would you tell someone to o <] o o
. e . . Most Somewhat Somewhat Most
finish their given work and then Jikely likely Unlikely  Unlikely
do something else
52 | would you park your car infront | o o o o
’ Most Somewhat Somewhat Most
of someone else’s entrance likely likely Unlikely  Unlikely
even if it is for a short while
53 | would you on a busy day, stop o o o o
- Most Somewhat Somewhat Most
and support a lame person in likely likely Unlikely  Unlikely
crossing the road
54 | would you say no to lending o o o o
. Most Somewhat Somewhat Most
money to a friend because you | iy " ikely  Unlikely  Unlikely

required it at the moment

This questionnaire is the intellectual property right of Mr. Vickram Sahai, Assistant
Professor, University of Petroleum & Energy Studies, Dehradun. The author has to be
informed on the use and usage of the questionnaire. The questionnaire is meant for pure
academic work; confidentiality will be maintained
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Appendix B: IPC - Performance Mapping
Questionnaire

Interpersonal Commmunication-Performance
Mapping Questionnaire

Name: Gender (tick): Male o
Female o
Age Bracket (tick): Less than 20 o 21to30 @ 31to40n

41 to 50 @ 51 to 60m

This is a pure academic research. The researcher will maintain
complete confidentiality.

Kindly read the statement and answer the best option that best
defines your response.

Please attempt all and DO NOT leave any question. There is no
right or wrong answer.

S.N | Statement (Tick the option that best describes your
response)
1| Airport Retail Staff should ] ] o o [
Most Somewhat  Neither  Somewhat Most
be around the customer likely likely Likely Unlikely Unlikely
always even when they do nor
Unlikely

not need his/her presence
during customer service

2 | Airport Retail Staff should o o o o o
be rece ptive to the Most Sorpewhat Ne‘ither Som§what Mpst
. likely likely Likely Unlikely Unlikely
complaints and be a nor
. . . Unlikel
solution provider without ey
any prejudice during
customer service
3 | Airport Retail Staff’s o o o o o
enhanced interpersonal Most Somewhat Nt?ither Somt?what Mpst
. B . likely likely Likely Unlikely Unlikely
communication is nor
. . Unlikel
important to improve nikey
his/her productivity at
work
4 | Airport Retail Staff should o o o o o
provide clear directions, Most Sorflewhat Ne‘ither Somt?what Mf)st
A K . likely likely Likely Unlikely Unlikely
motivate and inspire nor
Unlikely
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confidence during
customer service
5 | Airport Retail Staff should o] o o -] o
give in to the Most Sor_newhat Ngither Some‘:What Mf)st
likely likely Likely Unlikely Unlikely
unreasonable demand of nor
Unlikel
the customer and become ey
irate about it during
customer service
6 | Airport Retail Staff should o -] o o [
m n li n Most Somewhat Neither Somewhat Most
U.SG co pa Yy policy a d likely likely Likely Unlikely Unlikely
find fault in the customer nor
. . Unlikel
during customer service ey
7 | Airport Retail Staff should o o o o o
illi i Most  Somewhat Neither Somewhat Most
show WIlllngness to listen likely likely Likely Unlikely Unlikely
and tactfully handle any nor
. . . Unlikely
situation with
assertiveness and being
friendly during customer
service
8 | Airport Retail Staff should o o o o o
Most Somewhat Neither Somewhat Most
do what he/she wants to likely likely Likely Unlikely Unlikely
do and not bother about nor
Unlikely
the company or the
customers during
customer service
9 | Airport Retail Staff’s -] o o o [
nhan inter rsonal Most Somewhat Neither Somewhat Most
enha ce(?l .":e persona likely likely Likely Unlikely Unlikely
communication can nor
i Unlikely
improve customer
satisfaction
10 | Airport Retail Staff should o o o o [
rovi m h r Most Somewhat Neither Somewhat Most
p' ovide empathy, care, likely likely Likely Unlikely  Unlikely
kindness and respond nor
p
. . Unlikely
appropriately during
customer service
11 | Airport Retail Staff’s o o o o o
i Most Somewhat Neither Somewhat Most
enhancec.i ln'Ferp.ersonaI likely likely Likely Unlikely Unlikely
communication is nor
. . likel
important to improve Unlikely
customer service
12| Airport Retail Staff should | m o o o o
be able to provide a little Most Somewhat Nt?ither Somt?what Mpst
L. likely likely Likely Unlikely Unlikely
humor and creativity nor
. . Unlikel
during customer service ey

This questionnaire is the intellectual property right of Mr. Vickram Sahai, Assistant
Professor, University of Petroleum & Energy Studies, Dehradun. The author has to be
informed on the use and usage of the questionnaire. The questionnaire is meant for pure
academic work; confidentiality will be maintained
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Appendix C: Judge’s Kit

Judge's Kit
MODE FUNCTION DESCRIPTI PICTURE WORD DICTIONARY
ING ON DESCRIPTOR DESCRIPTOR MEANING
We blami Accuse;to hold
amin
believe & responsible
that we
are right, bossy overbearing
assume a
‘me’ stand To control,
on govern, or rule
situations dominating by superior
and issues authority or
we notice power
mistakes bott
in others o - y )
q fault-finding | criticism;carpi
an
n
N . demand g
Dominating Negative tai
certain -
Mode Control ) Inclined to
obedience make
o judgmental Judgments,
L ju
peop'le. Juce especially
War.nmg, moral or
using personal ones
threats
and even
coercion
are few of Inflicting or
the aiming to
. punitive inflict
persuasive
tactics punishment;
that are punishing.
used.
a0
Setting bt seeming to
rules and o [ have the
Structuring Positive boundarie NG k‘ 4| authoritative ability to
Mode Control s Itis firm control (to
and gives include
people the directiveness)
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potential always
to grow behaving or
and learn. . happeningin a
e consistent .
Building similar
self especially
confidence positive way
and
competen well orderly and
cies and organized efficient
support.
forceful and
. making people
firm
do what you
want
willing to help
someone
making it
helpful | (MKine
easier for
someone to do
something)
encouraging or
making you
inspiring feel you want
to do
something
‘Over the not staying the
’ same in
top’ care inconsistent )
and behavior or
affection quality
meted to
to allow
someone,
. . yourself or
increasingl
someone else
y . . to have too
protective overindulgen
much of
of the t .
. something
Marshmallo Negative others and .
. enjoyable;alw
wing Mode Care as a result .
) ays given what
contain
they want
the other
person wishing to
into overprotecti | protect
feeling ve someone too
restricted much
in their
thoughts, able to accept
feelings overtolerant | what other
and action people say or

do even if you
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do not agree
(quality in
excess)

self-denying

you don’t take
something
because you
feel it is not
good for you

smothering

to give
someone too
much love and
attention so
that they have
lost their
independence
and freedom

Nurturing
Mode

Positive
Care

Using
understan
ding and
kindness
to
encourage
people to
be more
fully
themselve
s.
Acceptanc
eand
being non-
judgmenta
| are key
elements
here.

cherishing

protection and
love (to
include a
sense of
protectiveness

)

compassiona
te

feeling or
showing
sympathy for
people who
are suffering

empathic

ability to
understand
other's feeling,
experience

encouraging

to give
support,
courage or
hope; make
them believe
that they can
do it (to
incude
appreciative
and affirming)

VA ‘ accepting

tolerating
without
protest
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showing
sympathy for
others
understandin | problems and
g willing to
forgive if they
do something
wrong
think and act
Here & quickly (to
Now 'S slert include a
the main sense of
principal accuracy/preci
philosophy sion)
, We tune
into knowing or
ourselves realizing
and are at something;
aware
the same aware that
time are something was
receptive wrong
to the
stimuli to form an
from opinion after
others. It thinking things
isan through or
objective evaluative carefully (to
. . mode and include a
Accounting | Accountin .
good sense of
Mode g Element K .
sense accuracy/preci
prevails sion)
upon us in
decision having a
i sensible and
making grounded o
wherein realistic
we attitude to life
effectively
To seek
use the
" information by
positive ]
modes of - asklng- a
structuring enquiring question; To
make an
nurturing, Inquiry or
. investigation
cooperativ
eand
; think clearly
spontaneo
P and take
us modes rational -
decisions
as well. .
without
emotions (to
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include a

sense of
accuracy/preci
sion)
willing to
here change in
.t ere. s adaptable order to suit
friendlines different
s and "
] conditions
considerat
ion for who behaves
others. confidently
There is and is not
confidence assertive frightened to
in handling say what they
social want or
situations. believe
You rely
on skills of quality of
. Positive being being certain
Cooperative . . .
Mod Socialized | diplomatic of your
ode
Self and confident abilities or of
assertive having trust in
in handling people, plans,
people or the future
and
situations, . kind and
considerate
enjoying helpful
company
of others friendly not harmful
both at
Marked by the
personal bility t
and ability to
. . recover
profession resilient .
readily, as
al arena.
from
misfortune
Our past anxious worried and
conditioni nervous
ng helps Ji
usin proucly
Compliant / Negative . defiant refusing to
coping up
Resistant Socialized with obey authority
Mode Self negative
" g , not confident
situations o enough to say
or people, inhibited or do what
either we
you want
conform
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and relent

to stop

or we placating someone from
become feeling angry
aggressive
and If someone is
thereby rebellious,
rebels. they are
difficult to
rebellious control and do
not behave in
the way they
are expected
to
describes
someone who
allows
submissive themselves to
be controlled
by other
people
Thereis a producing or
playful . using original
attitude, creative and unusual
there is ideas
originality
and interested in
uniquenes learning about
sto the curious people or
manner in things around
which we you
use our
energies. showing what
Spontaneou | T | The oressive | someone
s Mode freedom
Self
of —
. . . new, original
expression imaginative
o and clever
is without
any Full of fun and
inhibition high spirits;
and well playul frolicsome or
within sportive
acceptable
boundarie
s. Vivacity full of energy
can be zestful and
infectious enthusiasm
and all
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pervasive.

Immature
Mode

Negative
Natural
Self

Here we
are not
ready to
assume
responsibil
ity and not
willing to
see the
grown up
point of
view.
There is no
sharing
and simply
want our
way.
Emotional
outburst
may be
pronounce
d and lack
of
considerat
ion for
others.

egocentric

describes
someone who
is selfish,
thinking only
of themselves

inconsiderat
e

not thinking or
worrying
about other
people or their
feelings;
selfish

infantile

typical of a
child and
therefore
unsuitable for
an adult

reckless

doing
something
dangerous and
not worrying
about the risks
and the
possible
results

selfish

Someone who
is selfish only
thinks of their
own
advantage

unorganised

badly planned
and without
order
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Appendix D: Judge’s Choice on Statement

Judges’ Choice on Statements

©v

Cod

Statements

Dominating Mode

Structuring Mode

Marshmallowing Mode

Nurturing Mode

Accounting Mode

Cooperative Mode

Compliant/Resistant Mode

Spontaneous Mode

Immature Mode

Can’t Say

471

would you feel
that if your alarm
clock was working
well you would
have got up on
time

342

would you believe
that a personiis a
winner if the
performance is
good all the time

413

would you
constantly look out
of the window to
see if a dear one
has come back
from work

564

would you provide
hope to people
during their
difficult times

135

would you ask
guestions to the
guard on why a
particular shop is
closed which is
normally openon a
regular day

376

would you feel
that while learning
to ride a bicycle it's
OK to fall down
many times
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321

would you worry
after buying
something that it
was a wrong
choice

382

would you been
keen to know
what's behind a
closed door of a
room locked for
many days

143

would you think
that it is upsetting
if a gift is brought
for your sibling and
not for you

10

472

would you think
giving orders to
people as someone
being In-charge

11

343

would you keep
the currency notes
in a separate
pocket and the
coins in a separate
pocket of your
wallet

12

414

would you let
someone play and
enjoy in the rain
even when you
think it might not
be good for one’s
health

13

565

would you be
attentive and
polite even if the
conversation does
not interest you

14

136

would you look at
the price while
deciding on to
board a luxury bus

15

371

would youina
different
culture/country try
on the clothes that
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they wear

16

322

would you
consider doing
something your
way even if a
senior has asked
youtodoitina
particular way

17

383

would you show
your affection for a
person in public

18

144

would you
consider driving a
car at high speed
in the streets as
fun

19

473

would you
normally take the
final decision on
the food to be
ordered in a
restaurant when
out with
friends/family

20

344

would you stick to
your decision for a
particular shade of
wall paint even if
others suggest
different shades

21

415

would you Not
purchase an item
of clothing because
you feel you may
not look good in it

22

566

would you believe
that every person
has their own
problems in life
and one must be
sympathetic

23

134

would you believe
that one must save
Now in order to
have a comfortable
future

24

375

would you greet a
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stranger with a
smile

25

326

would you allow
someone to get in
before you in a que
because that
person is getting
late for some other
work

26

381

would you think a
sculpture made of
choclate as
interesting

27

142

would you rather
eat the last piece
of cake yourself

28

474

would you
complain on why
you got a smaller
piece of cake than
the other person

29

345

would you stop
and assist in
picking up the
belongings
dropped by
someone on the
streets

30

416

would you keep
telephoning from
timetotimea
relative who has
gone on a short
trip to a distant
place

31

561

would you keep a
photograph of
your family on
your work desk

32

132

would you check
the weather
before deciding to
g0 on a picnic

33

373

would you stand
up to give an
unplanned speech
to a group of
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people

34

324

would you rather
give in to an
argument than put
your point forward

35

385

would you do a
short dance in the
rain when the
season's first
rainfall happens

36

146

would you take
time to search for
your keys in a
drawer with other
things in the
drawer

37

475

would you be
concerned in
checking the
background before
being friends with
someone

38

346

would you get
encouraged by
people who have
achieved greatness
in their lives

39

411

would you pick up
two or more things
to do at the same
time and find it
difficult to finish
any of the work on
time

40

562

would you cheer
for a losing team

41

133

would you judge
the quality of a
clothing item with
its price before
purchasing

42

374

would you buy that
extra sandwich if
you saw someone
hungry on the
street

43

325

would you feel it's
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alright to listen to
loud music at night
in your
neighbourhood/loc
ality

44

386

would you bring
some energy to a
party that is
turning boring

45

141

would you with a
group of friends
select your seat in
a movie hall than
sit randomly

46

476

would you believe
that someone who
has made a
mistake should be
punished

47

341

would you believe
that one must go
through a driving
school in order to
be a competent
driver

48

412

would you allow a
dear one to have
another sweet dish
even if the person
has already had
two

49

563

would you relate
to your own
experiences while
listening to
someone else's
suffering

50

131

would you check
and recheck your
bill before the
payment

51

372

would you say No
to someone who
comes to borrow
something or the
other

52

323

would you think
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twice before
asking a question
in a classroom

53 | 384 | would you think of
new ways to
decorate your
room

54 | 145 | would you

consider keeping a
larger piece of
cake for yourself
rather than equally
dividing it between
you and another
person
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