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One new approach to the cabin crew safety training is training and evaluated on compe-
tencies. Competency-based training is not only adopted to in the aviation industry, but also 
in other industries. Competencies are important tools for organizations, to help to attract, 
develop, retain and position the best possible people to the right jobs. ICAO defines com-
petency as combination of knowledge, skills and attitudes.  
 
The aim of the thesis was to renew the door test used during the cabin crew safety training 
for new entrants accepted to the course through Finnair recruitment process. At the same 
time the aim was to renew the cabin crew safety training, by implementing more compe-
tency-based training elements to the training and to renew the evaluation to evaluate not 
only the level of knowledge, but also skills and attitudes. 
 
The beginning of the thesis report is focusing on the theory of the cabin crew safety train-
ing and standards and regulation related to the cabin crew safety training. The regulations 
have changed in time to ensure good level of safety in operations and protective measures 
from outside threats, but the report points out that new measures need to be applied and 
the training is developed provide more efficient training to further develop the knowledge 
and skills of people working within the industry. Also, the requirement is that Crew Re-
source Management and its principles should be integrated into relevant parts of cabin 
crew training. 
 
The thesis was done using action research approach. Action research can be used to 
solve practical problems or to improve existing practices within the organization. As action 
research requires participation on the people involved in the research, also the methods 
used to collect data in action research should be like which are participatory. Data was col-
lected using from the instructors using questionnaire. Data relating the regulatory practices 
an authority representative was interviewed. When the renewed door test model was 
ready, focused discussion session was organized where feedback was collected, and pos-
sible corrective actions were mapped out and taken inconsideration when finalizing the 
door test model.  
 
As a result, the door test was renewed so that it was also including the evaluation of skills 
and attitudes. The new model has two test, one focusing to grade the knowledge and the 
other evaluating the learner’s performance and skills. Evaluation is based on written perfor-
mance statements. 
 
For suggested future research topic was new technological tools which be utilized in train-
ing and how to implement competency-based training further to make the trainings more 
based on the individual’s needs. 
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1 Introduction  

ICAO has defined competency as a set of knowledge and skills, to be able to perform 

tasks. Competency-based training strives always towards continuous improvement and 

development of competencies. (ICAO 2014, 34-35.) As part of the renewal of the cabin 

crew new entrant training, the initial aim was to renew also the assessment of cabin crew 

competencies in Finnair. The focus was decided to be on door training, as there was al-

ready some structure of assessing door competencies created for recurrent training for 

year 2016. Also one reason was, that there had been a feeling that when evaluation of the 

door training was done, there hasn’t been the ability to so much focus on the competence, 

but only to see someone trying to pass a test with providing all technical knowledge, but 

not so much providing the feeling if they actually are thinking why are they doing some-

thing and how would the situation around have an effect on the way they are acting. As 

competency-based training and evidence-based training have been somewhat trends now 

in aviation on recent years, it was one of the reason this was chosen as the topic of this 

thesis.  

 

The writer of this thesis has been working as cabin safety instructor at Finnair Flight Acad-

emy since 2016. Also, before that taking part in the trainings as a student, both in com-

pany conversion training and annual recurrent training since 2012. These years taking 

part in trainings has shown how the cabin crew training has started to change from tradi-

tional classroom lecture-based theory training, combined with few hands-on drills, to be 

more activating training. This has happened by applying more different training methods 

and participation of the listeners in the classroom. Crew Resource Management elements, 

further introduced and discussed in this paper, have begun to be more integrated part of 

the training, not just separated topic, during the trainings. 

 

The new entrant training for inexperienced cabin crew has both door training and hands-

on door testing, so therefore it was decided first to focus on the new entrant course door 

test evaluation, with the aspect on competency-based training. As the recurrent training is 

being renewed annually, it would benefit more in regards for future studies to first gather 

data and test the evaluation on the new entrant course. In the future the competency-

based approach could be further implemented to cabin crew safety training, when instruc-

tors are more familiar on with the evaluation process and there would be more under-

standing what it requires to plan trainings and assessments with competency-based edu-

cation elements. Also, with more understanding of the competency-based training, train-

ings could be planned to better serve individual’s needs and development plans. The re-
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search was done as action research, as it was seen as something that would fit to the na-

ture of the study. Action research aims to improve something current (Koshy 2005, 1-22) 

and when compared to the other research methods, constructive research and case 

study, the action research was seen as more fitting to the time frame and to the research 

problem, where the focus was on the improvement of the evaluation, mainly from the in-

structors’ perspective. Data was collected through literature, interview, questionnaire and 

in the end also making observations and using focus group to be able to evaluate the re-

sults. The aim of this research was to study competency-based training and based on 

these findings, together with the data on current situation, provide renewed guidance on 

door training and evaluation of performance. 
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2 Cabin Safety Training  

The aviation industry has developed on regarding safety and security, throughout the his-

tory of aviation. As the technologies are changing the operations, new issues and risks 

need to be also taken into consideration. The regulations have changed in time to ensure 

good level of safety in operations and protective measures from outside threats. As the 

World changes and the operating environment changes, new measures need to be ap-

plied and the training is developed provide more efficient training to further develop the 

knowledge and skills of people working within the industry. Many high-reliability organiza-

tions, including airlines, aim to promote efficient and same time safe behavior in managing 

tasks. Regulatory authorities are setting up more requirements for training. Crew resource 

management is increasingly adapted to training to take human behavior factors as part of 

training, developing skills and maintaining competencies. (Alavosius, Houmanfar, Anbro, 

Burleigh & Hebein 2017, 142-170; Sheehan 2013, 258-259; Baldwin 2017, 33-36.) 

 

Traditional training simulators are important part of safety training but require a lot mainte-

nance and proper facilities. The airline training planning is a huge process and the equip-

ment are in heavy use, where the risks of malfunctions can cause big losses and increase 

the work of planning. The demand for more advantaged and experience-based training 

solutions is already existing and many airlines are willing to take part in the development 

process. With new technological solutions and more advantaged training methods, the 

training simulations can be done by using alternative training methods, like virtual reality 

or mobile training equipment. As trainings wouldn’t need an actual training facility in its tra-

ditional form, this could also decrease costs, even though the investments to new technol-

ogies can also be at a high cost level. Already now, part of the training could be done be-

fore coming to a training class, the training times will become shorter and more efficient. 

There are many regulations that cover airline activities and many of the technical and 

safety requirements are general, not specific to any region or aircraft type. Regulations re-

garding safety training requirements will to some extent limit the amount, how much of the 

training can be done outside the classroom and tested using new solutions. Collaboration 

with training product and innovation providers and with the airlines and regulatory authori-

ties, is the key to further develop the safety training in a way the training supports the 

high-level safety requirements. (Baldwin 2017, 33-36; Doganis 2019; 329-330.) 

 

2.1 Regulatory requirements  

In Aviation, the regulations are generally based on the set of international standards and 

recommended practices set as annexes to the Convention on International Civil Aviation, 
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also called as the Chicago Convention, which was signed in 1944. The International Civil 

Aviation Authority, ICAO in a United Nation specialized agency was founded to manage 

the administration and governance of the convention. These annexes, and the Standards 

and Recommended Practices (SARPs) are frequently revised and updated by ICAO, 

working together with the 193 member states of the convention. In Europe the aviation 

regulations are executed by European Aviation Safety Agency, EASA. EASA has manda-

tory powers in Europe, regarding regulations related to aviation. Also, the airlines which 

are members of International Air Transport Association (IATA) are required to meet the re-

quirements set in IOSA Standards Manual. The IATA Operational Safety Audit (IOSA) 

program is an internationally recognized and accepted evaluation system designed to as-

sess the operational management and control systems of an operator and all IATA mem-

bers are audited frequently and they need to stay compliant to the requirements to main-

tain their IATA membership. There are requirements related to cabin crew training and 

qualification. (Doganis 2019; 329-330; IATA 2018b, 30; ICAO 2019.) 

 

Cabin crew safety training in Finland is overseen and audited by the Finnish National Avi-

ation Authority Traficom. The airline operator oversight of the National Aviation Authority is 

based on the Implementing Rules of Commission Regulation (EU) No 965/2012 on con-

trol, ARO.GEN.300, and the control program, ARO.GEN.305, as well as on Traficom's 

working instructions which are based on those. The training audit shall ensure that the 

training meets the requirements of Regulation 965/2012 and is in accordance with the ap-

proved operator's training manual and training program. In general, the cabin crew training 

and checking is covered in Implementing Rule ORO.CC. 115. In addition, each regulation 

has its own content requirements on which the checklist used in the inspection is based. 

According to the working instructions, cabin crew training inspections are conducted in ac-

cordance with a separately approved control plan. The control plan shall take into account 

the nature and complexity of the operators’ activities. In accordance with the principles of 

risk-based control, the control rate may be increased, decreased and allocated. The 

sources of information for risk-based control targeting are organizational profiles, occur-

rence reporting, and organizational analyzes, as well as any other reliable information that 

has become available. (Aaltela 15.10. 2019; EASA 2019, 426-438.) 

 

The implementing rule ORO.CC.115 covering conducting cabin crew training courses and 

checking, it states that the operator shall establish a detailed training program and sylla-

bus in accordance with the requirements. The training program is required to cover both 

theoretical and practical training, and practical trainings both collectively and individually 

performed. It is required that operators are ensuring that the training methods and training 
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devices are relevant to the training and accurately represent the actual aircraft on operat-

ing environment. Checking methods used during each training course should be deter-

mined and they should be appropriate to the checked training element. The methods in-

clude practical demonstration, oral exams, written exams, computer-based assessments 

and in-flight checks. Relating to cabin training devices and aircraft training requirements, 

the implementing rule states that whenever practicable, relevant parts of Crew resource 

management training should be conducted in representative cabin training device that re-

produce a realistic operational environment. Interaction should be encouraged during 

practical training. Crew Resource Management and its principles should be integrated into 

relevant parts of cabin crew training. (EASA 2019, 426-438.) 

 

The training audits conducted by the authority are intended to provide the best overall pic-

ture of how well the training provided by the operator covers all the duties and responsibil-

ities of the cabin crew member and the used instructional methods. In addition, efforts will 

be made to ensure that training is systematic and truthful. At the same time, it is consid-

ered that the trainer has the appropriate qualifications and sufficient skills to carry out the 

training. In addition, the audit ensures that the exam or proficiency test organized is ap-

propriate to the subject being trained and covers all areas of the training program. After 

the audit, an audit report is drawn up and sent to the persons responsible for training in 

the company. The audit report summarizes the general and more detailed findings of the 

training. Based on the findings, the inspections on training can be targeted and added to 

specific training or there are suggestions or requirements on improvement. (Aaltela 15.10. 

2019.) 

 

2.2 Crew Resource Management in safety training 

One starting point to put more focus on the human factors in aviation safety training, is 

seen to be the accident which happened in Tenerife Los Rodeos airport in 1977. After the 

accident more focus was put on the research work to find out how these accidents, that 

should have not happened, could be better avoided. During the years Crew Resource 

Management has been developed and implemented into the safety training, with the aim 

to gain better co-operation between crew members, to enhance situational awareness, 

communication, decision making and improve attitudes towards safety and safety proce-

dures. For airlines and aircraft manufacturers accidents are something that will affect to 

their economical productivity. Even though following regulations and standards related to 

safety procedures, training and technical requirements, among other fields of the aviation 

field, will create costs for them, it is vital to their ability to be able to operate their business. 
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Even though the human factors are in the center of Crew Resource Management, it is im-

portant to understand that it seeks better ways of doing things and better utilization of atti-

tudes and skills, not finding someone or something to blame. Crew Resource Manage-

ment is described as an effective use of all resources to achieve the highest possible level 

of safety. This refers to resources such as hardware, software and people. Hardware may 

refer to for example to the actual aircraft, software to the knowledge and procedures. (Ala-

vosious et al. 2017, 142-170; Doganis 2019; 329-330; Rinne 2018, 234-244.) 

 

Effectively developing and applying the non-technical skills is seen to be one step towards 

improving operational safety and efficiency. Human factors training should also include is-

sues which are connected to efficient teamwork, as procedures and the service chain is 

designed in a way that every team member contributes to the whole performance and is 

not just an individual performing tasks. Human factors should also be included in the 

scheduling of work shifts, in the training of supervisors, the designing of procedures and 

the evaluation of employee’s medical fitness. The aim to include human factors into safety 

procedures and training, is to gain a good level of safety which is taking into consideration 

the limitations of human performance and recognizing the risks involved in tasks per-

formed by people. Crew Resource Management focuses on the reduction of human errors 

trough training and behavioral change. In Crew Resource Management some skills are 

put into the focus with the aiming to optimize interpersonal interactions between crew 

members, who work cooperatively within the dynamic environment. These skills can be 

grouped into measurable skill sets with can be evaluated as part of the operations and 

training. These skill sets most commonly include situational awareness, communication, 

decision making, teamwork, workload and task management and leadership. (Alavosious 

et al. 2017, 142-170; Balk, et al. 2011.) 

 

Situational awareness refers to the ability to monitor and perceive the environment and to 

understand their meaning and their effect to the future events. When assessing situational 

awareness skills, it also includes the ability to communicate these perceptions and 

changes to others and the ability to adapt their behavior to meet the prevailing conditions. 

Communication skills do not only refer to individuals’ ability to speaker’s verbal behavior, 

but also to understand the relation of between the verbal behavior between the speaker 

and the listener. Training towards effective communication and improving the communica-

tion processes, may help to break barriers that have been established thorough hierar-

chies and to engage people to more effective problem-solving behavior and reduce envi-

ronmental ambiguity. There are many factors influencing the decision making, and the in-

fluence might be even stronger in abnormal situations. These factors may include time 

pressure, probability of negative outcome, client expectations, personal factors or cultural 
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aspects. Training on decisions making frameworks, such as DODAR (Diagnose, Options, 

Decide, Act and review) and assessing decision making abilities during training, may help 

to train the crew members to be able to maintain the control of the process, even when 

abnormalities occur. Effective teamwork is one of the goals of Crew Resource Manage-

ment training, with the goal of crew members working towards common goal. Crew mem-

bers should be able to work together so, that their behavior is something that respects the 

outcomes that benefit the whole team, not just only themselves. Standard operating pro-

cedures have been developed to help crew members to manage their workload and tasks, 

but factors like stress, fatigue, other human factors or changes in the environment may 

limit the individual ability to sustain their optimal performance level. Near misses and un-

predictable reactions may occur and training should also include this aspect and how peo-

ple are self-managing their performance. Teambuilding skills and empowering skills are 

related to leadership behavior. If leadership behavior is emphasizing the importance of the 

Crew Resource management, it may even help to enhance the safety culture of the organ-

ization or the team. (Alavosious et al. 2017, 142-170; Rinne 2018, 229-248.) 

 

2.3 Purpose of the cabin crew safety training 

ICAO defines cabin crew as a crew member, who is not acting as a flight crew, but who 

performs duties assigned by the operator or the pilot-in-command, in the interest of safety. 

Traditionally the role of cabin crew members regarding safety was seen more focused in 

evacuating the aircraft in the event of an accident. Cabin crew safety training has changed 

to recognize cabin crew’s role being more proactive in managing and maintaining safety in 

normal operations. Cabin crew training aims to cabin crew members to be able to recog-

nize possible threats and manage risks in order to prevent possible incidents or accidents 

and understand their role regarding everyday safety. Even though accidents are statisti-

cally rare, this makes it very important that the cabin crew safety training ensures that the 

crew members are able to act in abnormal and emergency situations, are aware of their 

responsibilities are stay proficient. The assessment of airline’s employees and their abili-

ties and talents is often stated in the recruitment phase. Majority of airlines are conducting 

the training in-house. The duration of basic training course for new cabin crew members 

usually is something between five to twelve weeks. During the training their talents and 

abilities are being observed and recorded to be able to see already in an early stage, on 

which direction they could move in their career in the future, within the company. Compe-

tence and evidence-based training has been implemented to the training and training facil-

ities are being developed to support the need to further measure employees’ talents. The 

aim is also to already in an early stage to find people who would be able to proceed to 

captains or instructors and who would be able to best utilize their talents and knowledge 
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within the company. The aim is also to be able to get people to commit to work in the com-

pany. (Belobaba, et al. 2009, 297-309; ICAO 2014, 8-9; Kearns, Mavin & Hodge 2016, 73-

74 Long 2018, 6-9.)  

 

Training should also to be able to motivate the cabin crew members to acknowledge their 

important safety role and to enhance the feeling of organizational belonging. Previously 

the profession on cabin crew member was considered to be something out of the ordinary. 

The requirements to become a flight attendant have changed and the profession has be-

come more reachable to many. This is something that also needs to be considered re-

garding training. When the demand for cabin crew in growing, there are more job opportu-

nities available and the airlines need to seek to recruit the best people as there is growing 

competition od the best resources at hand. The organizational belonging should be cre-

ated through training and act as an extension of Crew Resource Management. At the 

same time the training should be effective and regulatory compliant. Cabin crew members 

are expected to be self-starter, team players and able to think quickly. Professionalism of-

ten comes from practice, training and motivation to improve. Therefore, the training and 

checking requirements are also requiring the use of different training methods and exer-

cises, as well as requiring that the practical training should be done in a way they are as 

close to the actual working environment as possible. Trainings are planned to include 

more scenario-based drills to also include Crew Resource Management elements. This is 

to be able to evaluate during training if the recruited persons are meeting the require-

ments and have the desired set of knowledge and skills. (ICAO 2014, 8-26; Kearns 2017, 

7-9; Pierobon 2019, 22-24.) 

 

2.4 Cabin crew safety training at Finnair 

It is good to get to know the current situation and to point out where the improvements 

could be done to guide the research towards desired outcome. That would also help to 

understand what is already known about the subject of the research and the current situa-

tion and then to determine what kind of data is needed to be able to conduct the research 

and provide and outcome that would improve the current situation and helping to solve the 

defined research problem. In this case it is important to look at the current training, but 

also to look what are the requirements and standards that the training needs to meet re-

garding the regulatory framework. 

 

After the persons who have applied to Finnair to become cabin crew members, have 

passed the selection process and the medical assessment, they will attend to Finnair 
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cabin crew training course. At Finnair the cabin crew training is held in Finnair Flight Acad-

emy. (Finnair Company 2019.) In Europe, the airline operator must have an operations 

manual (OM) as specified under 8.b of Annex IV to Regulation (EC) No 216/2008. The 

OM covers different parts and may be issued in separate parts. May that the form may 

vary, the training and checking requirements, syllabi, training procedures, documentation 

and other training related procedures and requirements are outlines in OM part D. (EASA 

2019, 309-329.) The requirements for cabin crew safety training are stated in Finnair’s 

OM-D in Appendix 201” Aircraft Type Specific Training and Operator Conversion Training 

Syllabus for A320 with Differences to A319 and A321”. The syllabus is written to comply 

with EASA regulation and IOSA standards. The operator requirements for the training ful-

fill the EASA regulations and IOSA standards as applicable, as a general rule, but the op-

erator requirements may exceed the EASA regulation and IOSA standards. Competency 

requirements for cabin crew members are outlined in OM-D under Cabin Crew Member 

competencies, in indicating the required competency, competency description and behav-

ioral indicators, for each competency. The competencies required, include stress re-

sistance, teamwork, self-started orientation and ability and willingness to follow instruc-

tions. (Finnair 2019.) 

 

The requirements for Finnair cabin safety instructors are described in OM-D. In Finnair, 

the cabin crew safety instructors are selected and qualified persons, who need to be quali-

fied and Finnair employed cabin crew members. Instructor applicants are evaluated based 

on their background, competencies and experience. During the process they are inter-

viewed and asked to hold a brief sample lesson. Suitable applicants are approved by the 

Manager of Cabin Safety and Training. The selected applicants go through instructor 

training and after that shall receive authorization from the Finnish Civil Aviation Authority, 

Traficom, before they are being fully qualified. (Finnair 2019.) 

 

2.5 Door operation training and testing 

ORO.CC.125 Aircraft type specific training and operator conversion training shall involve 

training and practice on a representative training device or on the actual aircraft. The train-

ing should cover at least the operation and actual opening, of each type or variant of nor-

mal and emergency doors and exits in the normal and emergency modes by each cabin 

crew member. It states that the training should be conducted in a representative training 

device or in the actual aircraft and should include failure of power assist systems where 

fitted and the action and forces required to operate and deploy evacuation slides. (EASA 

2019, 439-444.) 
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Finnair OM-D Appendix 201 Aircraft Type Specific Training and Operator Conversion 

Training Syllabus for A320 with Differences to A319 and A321 includes the training and 

checking requirements for operation of doors and exits. Requirement for practical demon-

stration in syllabus is market with 2 and theoretical test requirement with 1. It is required 

that training related to operation of doors and exits is done instructor aided and shall in-

clude operation of relevant training device. Training level 3 indicates that the training shall 

be conducted in a representative training device or in the actual aircraft and shall include 

failure of power assist systems and the action and forces required to operate and deploy 

evacuation slides. Training shall include operation and actual opening of doors and exits 

in the normal and emergency mode. For checking the syllabus outlines that both theoreti-

cal test and practical demonstration shall be conducted as part of the training. Required 

score for passing a test is eighty percent or higher. Practical demonstration must be 

passed on a scale indicating if the test is passed or failed. (Finnair 2019.) 

 

Appendix 4 shows the current door test evaluation form. There the maximum score is six-

teen point. One point is given to each described part observed during the demonstration. 

The learner is asked to also verbally indicate what they are doing, and the instructor is 

leading the demonstration according the form, making sure that the learner is either ex-

plaining or demonstrating each required component tested during the demonstration. The 

form is including also a lot learning demonstrating the required knowledge by answering 

the questions made by the instructor. It is including the required demonstration of normal 

and emergency operation of each required door or exit, relating on the aircraft type. The 

points are calculated, and the learner is required to get eighty percent of the points to be 

able to pass the test. However, there are some required actions the learner must be able 

to perform correctly, to be able to pass the test, giving more emphasis on certain required 

tasks the learner needs demonstrate during the practical test. This mainly focuses on op-

erating the door in correct both in normal operations and in emergency situations. The 

form is including the instructor guidance on how to conduct the practical test. The instruc-

tor is advised not to ask leading questions, or then if leading questions are used to not 

give a point on the particular tested component. It is left to the instructor to determine what 

questions and regarded as leading. (Appendix 4.)  
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3 Competency-based training 

Aviation training programs have been usually designed to meet the qualifications and 

standards, applying the regulatory requirements. A big trend today is to change safety 

training from more traditional training in to training where people are not only trained on 

topics, but where their competences are more evaluated and trained by using different 

methods. Traditionally, many airlines or regulators were only adding hours on training re-

quirements, where they saw there was room for improvement or where was seen to be a 

risk of lack of knowledge and skills. Now many times competency-based education is fa-

vored, as it focuses on the development and the assessment of knowledge and skills. The 

benefit for the organization is that they don’t necessarily need to add hours in training any-

more, which also benefits in saving training costs. Some airlines which have implemented 

competency-based education on their training have seen motivation to remain on a high 

level throughout the course. Competency-based education is still relatively new in cabin 

crew safety training and there are still many challenges to implement it efficiently as being 

part of training as it is quite complex. Also, it would still require regulators to also actively 

participating in the development and have open mind on the new ways of training and as-

sessment. The airlines would have to prove that the way they have development training 

is still providing high level of knowledge and skills, but maybe with less hours of traditional 

classroom training, which is now regulated. But the industry has changed towards the di-

rections, where competency-based education is more favored by the stakeholders, as it is 

seen to reinforce transparency and accountability. (Kearns, et. al 2016, 3-14; 

Wong, Masnawi & Hon 2017, 5-9; Rothwell & Graber 2010, 14-27.) 

 

Competency-based training is not only adopted to in the aviation industry, but also in other 

industries. Competencies are important tools for organizations, to help to attract, develop, 

retain and position the best possible people to the right jobs. According to some studies 

some individuals might be even twenty times more productive than others. Competency-

based training and evaluations might help move people to the right jobs, enhancing the 

productivity and the way the employees through their own work promote the organization. 

Competencies are more than just tasks related to the works. Competencies include also 

behavioral aspects. Competency-based training can make the training more operationally 

relevant, because the focus is on how the learners can apply the knowledge, skills and at-

titudes they have acquired during the training more efficiently to the everyday professional 

work and how to develop their personal professionalism. But it can be really challenging 

for organizations and instructors to develop trainings, linking competency statements to 

real-life scenarios and conduct training courses, which should be flexible and adaptive 

based on the evaluation on individuals’ skills and knowledge. Also, the training methods, 
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should support different learning styles and motivate students to take more responsibility 

in their own learning and professional development. Also, the assessment of competen-

cies might be something new for the trainers, and the organizations should determine on 

which competencies should be recognized and how will they be measured. (Kearns, et. al 

2016, 3-20; Kearns 2017, 5-9; Rothwell & Graber 2010, 14-50.) 

 

ICAO Cabin Safety Training Manual was published in 2014, to provide guidance to the 

competency-based approach to cabin crew safety training. For this work, there was 

formed ICAO Cabin Safety Group, to think how the competency-based approach could be 

adopted to the training and to help cabin crew members be proficient to performance their 

duties and understand their responsibilities. The aim was to focus on how to train compe-

tent cabin crew, with the goal to establish also an international baseline guidance for cabin 

crew competencies. The ICAO Cabin Safety Group consisted of 50 members, represent-

ing airlines, regulators, IATA as industry representation, union representatives and aircraft 

manufactures. All phases of flight were covered, trying to discover which competencies 

would be needed in different phases. (ICAO 2014, 27-43; Kearns, et. al 2016, 69-79.) 

ICAO Safety Training Manual states that the in the center of competency-based training is 

detailed and accurate analysis on tasks and the job. Still, some criticize that the compe-

tencies defined by ICAO are not competencies, but individual tasks. This is because some 

feel that they do not take inconsideration the teamworking nature of the cabin crew mem-

ber job and that when the competencies have been defined by ICAO, they have focused 

too much on individuals’ competencies as license holder, not as a cabin crew member, 

working as part of the team.  (ICAO 2014, 34-38; Kearns, et. al 2016, 20-28.) 

 

3.1 Definitions relating to competency-based training 

The idea of competence is not new something new. During the 1960s it started to move 

from social sciences as part of education or training. Competencies were traditionally re-

ferred to as procedures to engage with the World and constructing it. British sociologist 

Basil Bernstein refers to them as practical accomplishments, which may be acquired by 

anybody as competence is something that in inherent relating on how the human mind 

works. Through the 1970s and 1980s, there was more discussion on how to define com-

petencies required to specific positions, mostly at that time at managerial level. The chal-

lenge was how the suitability for a person for a particular job could be tested. Competence 

training and testing was moving then towards more practical and occupation specific di-

rection, where the individual’s skills, knowledge and attitudes were not only assessed on 

how correct answers the person was providing, but more assessing on the persons perfor-

mance and ability to complete the given tasks. Competence based training is focusing 
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more on the outcomes than the inputs. It should aim to identify the individual’s perfor-

mance gaps and development gaps and support the persons learning and development to 

be able to fill in those gaps. Job performance gap is created, when the individual doesn’t 

meet some or all requirements or competencies required at their own level of responsibil-

ity on the job. Development gap refers to the gap, where the some or all requirements for 

a job with higher-level on responsibility are not met. It could be said that when compe-

tency-based training is applied, it could make it possible for the faster learners to proceed 

faster on the training program. (Kearns, et. al 2016, 3-20; Rothwell & Graber 2010, 14-50.) 

 

Competency-based education or competency-based training in general terms can be de-

fined as an instructional design, training and assessment that is systematically references 

written competencies and is based on those competencies. Written competencies are 

making assumptions about competence. Competence refers to the individual’s ability to 

fully participate in a complex social practice and to fulfill a professional role independently 

and capably. Competence requires knowledge, skills and attitudes relevant to the particu-

lar job. Competencies can be defined to refer to written statements attempting to repre-

sent the ability to fully participate in a social practice. These statements should be negoti-

ated, agreed and communicated in text to make them public in advantage. In practice they 

are text-based descriptions of what professionals do. (Kearns et. al 2016, 9-20.) 

 

ICAO defines competency as combination of knowledge, skills and attitudes. The devel-

oped competency framework described in the Cabin Safety Training Manual contains 

three components: competency units, competency elements and performance criteria. Dif-

ferent safety-related aspect in covered in sub frameworks: normal operations, abnormal 

and emergency situations, dangerous goods, cabin health and first aid and security threat 

situations. The ICAO competencies for cabin crew were designed to cover behavioral and 

cognitive components of competence. Competency unit is a distinct function consisting 

several competency elements. One competency element is for example, perform duties 

and responsibilities during ground and pre-flight operations. Competency element, accord-

ing ICAO, is an action that constitutes a task that has a triggering event and terminating 

event that clearly defines its limits and observable outcome. Referring to the competency 

unit example, one competence element in that unit would be a task to perform pre-flight 

checks. Those competency elements are evaluated based on performance criteria, which 

are simple, evaluable statements on the required outcome of the competency element 

and description of criteria used to judge whether the required level of performance has 

been achieved. Regarding the competency element of perform per-flight, one perfor-

mance criterion would be “report missing or inoperative equipment and systems”. Figure 1 
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below is showing the structure of the competency framework. (ICAO 2014, 34-44; Kearns 

et. al 2016, 115-117.) 

 

 

Figure 1. The structure of competency framework (ICAO 2014, 37) 

 

3.2 Training and checking 

When planning competency-based training it is suggested that it should be designed in a 

way it best serves the participants of the training. This is important to recognize the gaps 

between the knowledge, skills and attitudes, the training addressing. This means that the 

training cannot be same for newcomers and experienced workers, as competency-based 

training also aims for continuous improvement. It should be also considered, how much of 

the performance gaps can be improved by training. Instructional objectives should de-

scribe the desired outcomes. This means that already when the training is being planned, 

it should be determined what the learners should know, feel and be able to perform upon 

the competition of the training. Identified competencies that the participants should be 

able to demonstrate should be stated in competency-based terms, to describe the desired 

performance level, what is expected from them. (Kearns, et. al 2016, 127-148; Kearns 

2017, 5-9; Rothwell & Graber 2010, 51-67.) 

 

The ICAO Cabin Safety Manual provides recommended performance standard that is 

used to verify that performance criteria are met and recommendations on knowledge and 

skills trainees should possess and are needed to support the competencies. This should 
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also take in consideration the conditions under which the learner will be expected to 

demonstrate the learned competencies. ICAO Cabin Safety Training manual includes rec-

ommendations on conditions under which the training should be conducted. This refers to 

also used training methods, which could be classroom training, computer-based learning 

or hands-on exercise. But even if the condition would recommend something, it is good to 

notice that there are many different teaching strategies, which can be applied to the more 

traditional instructional methods like lecturing and independent reading. For example, sce-

nario-based training and discussion are more connected to competency-based approach. 

There are also many other methods, which are activating learners and motivating them to 

manage their own learning. Also, the trainings might not teach and test all subjects sepa-

rately, but apply whole task training, where learners are challenged with putting the 

trained topics together in practice and learners are made to act based on their own 

knowledge, skills and attitudes. Trainings should also provide relevant material to support 

the training and desired outcome and to guide the participants to understand what they 

are expected to perform and know during the training. Relevant reference material used 

during training, could be for example operations manuals, company procedures and other 

relevant material providing knowledge and information on the trained subjects. (ICAO 

2014, 34-44; Kearns, et. al 2016, 127-148; Kearns 2017, 5-9; Rothwell & Graber 2010, 

51-67.) 

 

It should also be determined how the desired learning outcomes and competencies are 

measured during and upon the completion of the training. Ensuring that the new entrant 

possess basic level skills or confirming the development of competencies of existing staff, 

should be based on a plan how knowledge, skills and attitudes are measured and which 

checking methods are used to measure the competencies. The grading should be con-

sistent and if assessment is based on criteria, the learner should demonstrate some kind 

of evidence that they can perform or that they have the required knowledge. Usually the 

performance criteria should offer some description of the task in behavioral terms, making 

it possible for the assessor to compare the actual performance with the behaviors de-

scribed in the performance criteria or standard. The application of knowledge and skills to 

practical demonstration, where evidence on the performance level is collected through ob-

servation is one way of checking and assessing the competencies and evaluate, if the de-

sired outcomes of the training are achieved. Other methods which can be used in collect-

ing evidence relating to knowledge and understanding may include also tests, documents, 

work-related assignments, projects, case studies and role-plays. (ICAO 2014, 34-44; 

Kearns, et. al 2016, 127-148; Rothwell & Graber 2010, 51-67.) 
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3.3 Compliance with the regulations 

From the authority's point of view, the assessment of competence and its effectiveness is 

primarily a matter for the airline operator’s own supervision. The regulation covers the re-

quirements and guidance on how the trainings and checking should be conducted and 

which areas should be covered in different trainings. The audits ensure that the training 

exam is relevant to the subject being trained and covers all aspects of the training pro-

gram. In addition, an assessment shall be made of the appropriate test or evaluation of 

both theoretical and practical knowledge and the test or assessment shall establish that 

the cabin crew member has attained or maintained the level of competence and compe-

tence appropriate to the duties exercised. (EASA 2019, 426-444; Aaltela 15.10. 2019.) 

 

The authority requires still that the test and testing methods are appropriate and relevant 

to the practical management and safe conduct of cabin crew duties. Skills testing should 

resemble, as far as possible, the environment in which the task is performed and test the 

areas of expertise that are needed in the task. It is essential that the areas of expertise, 

objectives and criteria required for the assignment are appropriately and clearly defined 

and easily understood by the instructor and student. Also, it is important that it is well 

thought about how the testing is conducted in the best possible way. Consistency and 

similarity of assessment, regardless of the trainer, is the key in the testing and evaluation. 

Even though the main responsibility for supervision lies with the airline operator itself, the 

conduct of examinations and exercises is monitored in the context of training inspections. 

Corporate audits can also randomly look at what kind of results have been achieved in dif-

ferent training courses. (EASA 2019 426-444; Aaltela 15.10. 2019.) 

 

3.4 Evaluation of competency 

Measurable competency-based training model should identify the required competencies 

of a specific position or a job. It should also include the desired behavioral indicators, work 

outputs and outline the quality requirements. It is recommended, that in addition to defin-

ing objectives and criteria, the airline operators should not only focus on testing, evaluat-

ing, and developing performance throughout the training, but also encourage cabin crew 

members to evaluate their own skills and development. From the authority’s point of view, 

there is still quite little information on how to ensure and oversee the effectiveness of the 

training. The regulatory requirements for the trainings and auditing them, is still relatively 

traditional and does not provide much detailed information on how to check the training or 

the effectiveness of the evaluation. The requirements of traditionally training are some-

times not easily transferred in competency-based training, which can make it difficult for 

the auditors to evaluate the training, where competence-based approach is implemented. 



 

 

17 

The training, checking and the evaluation should be developed in a way it shows that the 

methods used are relevant and that there is prove of reliability and validity of assessment 

of competencies. (Aaltela 15.10. 2019; Kearns, et al. 2016, 149-165; Rothwell & Graber 

2010, 28-50.) 

 

Reliability refers on the consistency of assessments. Tests should effectively measure 

performance, but the same time the scores or grading should remain consistent, even if 

the setting and the assessor should change. Validity of assessment refers to how well the 

methods and criteria used for testing and assessing competencies are measuring what 

they are claiming to measure. The relation and between assessment and the training out-

comes, should show that the testing is evaluating what has been taught. If the learner 

feels that the test something completely different from what has been taught, it could indi-

cate that there is content validity is low. Criterion validity is assessed against how well the 

scores from particular assessment are relating to the theoretical concepts of performance, 

in other words, how well the assessment can predict future performance and how well the 

old assessment measures against older, already validated assessment. The assessment 

model’s validity should also indicate that the assessor can be able to make conclusions on 

the observed activity, to be able to assess the level of competencies or elements of com-

petencies. It is recommended that validity against on how the particular assessment is 

viewed from individual perspective should also be tested, to gain knowledge on how these 

vies possibly differ. It might be that there is even resistance coming from the stakeholders, 

and commonly this is coming from anxiety or from feeling of uncertainty, when new ways 

to evaluate competencies are implemented. Evaluators might worry how the approach will 

affect to their evaluation, as it is not following the traditional way of testing and grading, 

they are comfortable with. It could be good to take the possible resistors involved to the 

planning process and engage them on solving the possible problems and making the 

needed adjustments. This also helps to recognize where additional guidance material and 

support is needed regarding the evaluation of competencies. (Kearns, et al. 2016, 149-

165; Rothwell & Graber 2010, 120-143.) 

 

The ones who are giving assessments and gradings should be selected and trained to as-

sess others. They should be familiar with the competencies and the performance criteria. 

As mentioned earlier, the performance criteria should be based on job and task analysis, 

to be able to identify what good performers do, which results are they producing and how 

this is indicated in during the assessment. The trained assessors should be able to ob-

serve the learners or participants performance during the simulations and provide grading 

based on the observed behaviors on the work output produced and measured against the 

defined criteria. Simulations are a good way to assess competencies, especially in high-
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reliability jobs, as they can reduce the risk that the work is performed incorrectly in real 

working environment, as the performance gaps can be identified already during the train-

ing. Learners may also have the possibility to assess themselves against required behav-

ioral indicators and work outputs, stated in the performance criteria. When they can com-

pare their self-assessments to the assessments made by the trained assessors, they 

might be able to discover how the views are differing. This might help them to identify their 

own performance gaps and development needs and motivate them to manage their own 

learning and development better. Competency assessment should also result in some 

form of follow up or a development plan. It is important to notice, that the learning climate 

should be positive in a way it encourages people to request support in their own develop-

ment and admit their possible shortcomings. (Kearns, et al. 2016, 149-165; Rothwell & 

Graber 2010, 28-50.) 

 

3.5 Competencies related to door operation 

In ICAO Cabin Safety Training manual, the competency frameworks are addressing cabin 

crew duties and responsibilities in normal operations, abnormal and emergency situations, 

dangerous goods, cabin health and first aid and security threat situations. Out from these 

frameworks, normal operations and abnormal and emergency situations, are including 

competency units, where competency elements that are containing performance criteria 

on door operations are identified. The manual provides guidance on which performance 

standard should be demonstrated and which skills and knowledge are required in each 

competency element. Also, the recommended reference material and conditions on which 

the training should be conducted are as part of the guidance material. Very often the rec-

ommended reference material is the operations manual. This is because the operations 

manual should already cover the required training topics and also describes the operator’s 

procedures and aircraft type specific information, which usually gives clear guidance and 

descriptions how the tasks should be performed and in which order. The training manual 

also indicated that some competency elements, both in normal operations and abnormal 

and emergency situations framework, should be trained in a way that the classroom train-

ing is reinforced with hands-on exercises and simulated exercises. In these exercises the 

participants can be evaluated individually or as a part of the team. Training should be con-

ducted with actual aircraft or appropriate training device, to produce environment and 

equipment characteristics, which are as close to real-life working environment as possible. 

Door operation and tasks related to that are required and recommended to be trained in a 

way that they include hands-on operation and simulated exercises. (EASA 2019, 439-444; 

ICAO 2014, 36-121.) 
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When looking at the competency elements and performance criteria relating the door op-

erations there are some knowledge, skill and performance requirements that should be 

recognized when competency-based training and evaluation criteria on door competen-

cies are being planned. Learners are required to have knowledge related to door closing 

and door opening procedures and understanding on the importance of complying with the 

signals and authorization to perform tasks. They should have knowledge on common ter-

minology and the effect of communication. They should be able to perform arming and 

disarming procedures and carry out cross-checking according to operator procedures for 

the aircraft type. They should have knowledge on normal operation procedures, but also, 

they are required to be able to recognize emergency abnormal situations and to be able to 

perform duties related to those situations. They should understand the importance of mon-

itoring the cabin to be alert for any possible situation affecting safety and their responsibil-

ity to recognize and report any abnormality to others and to the pilot-in-command. They 

should be aware of the different situations and environments effecting on evacuation and 

to be able to perform their tasks and manage the evacuation equipment, including the 

doors and exits, in different evacuation scenarios. Skills which are repeatedly mentioned 

as required skills when going through these performance are situational awareness, deci-

sion-making, workload and time management, teamwork, communication, workload man-

agement and error recognition and management. The required knowledge and skills state-

ments and performance standards are described under each competency element and re-

quired tasks to perform are described as performance standards. As door operation tasks 

are related to several competency-elements and performance criteria, in both frameworks, 

it provides only guidance material to the door training and door competencies evaluation, 

not a ready model. (ICAO 2014, 36-121.) 
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4 Research methodology 

Different research approaches should be used on the purpose to use the best suitable ap-

proach to meet the demands set by the desired outcome of the research project. The re-

searcher should try to identify, what would be the desired outcome of the research. If the 

desired result is to produce a process or a product and to be able to also implement and 

test it, the two most suitable approaches would be either constructive research or action 

research. Both, action research and constructive research are more focused on producing 

a ready solution to the problem. Also, the knowledge and theories of the gained from con-

structive research and action research can be implemented to later research projects. Es-

pecially with action research this can happen as the research is usually heavily involving 

people working in a project or organization and the produced theory is often new and 

crated to solve a precise problem. From these two, action research can be seen as a way 

of understanding the complexities of practices and aims to improve the practice, rather 

than policy. Improving a policy, such as for example educational knowledge which is ab-

stract, might be rather difficult. It might be even more important to aim to improve prac-

tices, through action research, which could in time result in improving also to the more ab-

stract policies. The purpose of action research is that professionals can better understand 

their practice and use the enhanced understanding to effect changes in practice. (Koshy 

2005, 1-22; McAteer 2013, 7-25; Ojasalo, Moilanen & Ritalahti 2009, 58-62.) 

 

During master’s studies in Haaga-Helia, on a course “Applied Research and develop-

ment”, one of the assignments was to plan and write a research plan. The plan introduced 

and described the research problem and the approach planned to be used on the re-

search to get to the desired result. It was recommended that to use the assignment to 

plan the thesis topic and describe the for plan the thesis research to be done. It was 

known that there was already plans to start renewing the cabin crew new entrant training 

during 2019 and that the competency-based approach was something that would be even 

more preferred in the future as part of the training. The new entrant company conversion 

door test was seen as a good thing to test students. Still, according to the safety instruc-

tors’ experiences, it was found out that there would be room for improvement. For these 

reasons the research plan, required for the course, was made on the topic of action re-

search to improve the cabin crew door training and implement the competency-based ap-

proach to the testing and evaluation.  

 



 

 

21 

4.1 Action research 

Action research often aims to solve an existing problem or improving the studied issue or 

subject. Action research can be used to solve practical problems or to improve existing 

practices within the organization. Compared to constructive research, action research 

aims more to produce more new information and understanding on the subject of the re-

search. Constructive research aims to solve a real practical problem and the solution 

should be based on the previous knowledge related to the studied issue. The study should 

also aim to justify the importance of the solution to the problem. In constructive research 

there are many project management related similarities, such as that the commissioner 

should be committed to the research project and that the project outcome is also imple-

mented and tested before the delivery to the commissioner. As in this research the actual 

product was not possible to be tested in action and then developed further, the construc-

tive research did not seem to be the best option for this thesis. This is one of the reasons 

action research was chosen over constructive research for the research approach of this 

thesis. Case study is a suitable research approach when the aim is only to produce rec-

ommendations and improvement ideas to the existing solutions to the problem or the ex-

isting practices. But as case study doesn’t continue to implement and test those theories 

in practice and analyze the new information gained from testing and implementation, ac-

tion research was seen as more suitable for this thesis. Action research is very focused on 

the solution of the problem. The focus is more on how the current situation should be, ra-

ther than describing how it is now. Action research is cyclical in nature and the research 

should be open for change. When action research is done, the people working on a practi-

cal level with the studied issue, should participate to the research process. It is said that 

the researcher should not be too connected to the subject of the research as this could in-

crease the subjectivity of the research. In action research the researcher should be able to 

evaluate the authenticity, reliability and the truth of the research at the outcome. Also, the 

researcher should consider and evaluate, how much own voice is seen in the research 

and does it affect the results or the outcome of the research. It is said that some lack of 

objectivity is somewhat inevitable. The difficulty comes especially at the start of the pro-

ject. The researcher should recognize and acknowledge any personal values, that might 

affect the project in different stages of the research. Good judgement should be used es-

pecially when determining what is good data and what is regarded as anomalous. The 

questions related to data are important to get the project into a good start, as usually the 

researcher might already a hunch or a general idea on the results. Therefore, the ques-

tions are vital, even if they are not easy, especially when the data is qualitative in nature, 

there should be evidence for the use of the data. (Koshy 2005, 1-22; McAteer 2013, 7-35; 

Ojasalo, Moilanen & Ritalahti 2009, 58-62.)  
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In action research there should be interaction between the research and the findings and 

theory and the practice. Action research has less theory driven nature, as it focuses on 

the practices and the solutions, making it more data-driven approach to research. In the 

most developed action research approach the conversation between research, action, 

practice and theory is ongoing. The research starts with planned deliberation on what 

should be changed to improve the current practice. It includes systematic data collection, 

collation and analysis of theory, testing and further analysis on the results, aiming to im-

plementation of improved practice. The knowledge on the current situation and data are 

collected via observations, interviews, experiences, participation, discussions and collabo-

ration, for example. From the analysis of data, the action research should provide not only 

the solution, but also new theory and information on about the studied subject. As collabo-

ration with the organization is very essential, everyone participating to the action research 

need to be really committed on the process. This might also require much forward think-

ing, in terms of how the project is done, when it should be done and with who should be 

involved in the project, where the action research is used. As mentioned, action research 

should be open for change and the researcher should not try to offer fixed solutions based 

on collected data. The data serves as evidence for the project and helps to build the frame 

for the project and help to understand the importance of the research. The research prob-

lem and the questions should be revisited in the light of the findings and the research 

question could be refined to sharpen the focus of the research. (McAteer 2013, 7-25; 

Ojasalo, Moilanen & Ritalahti 2009, 58-62.) 

 

Key characteristics of action research are that it is practice-based approach, which builds 

on critical reflection of practice. The reflection on practice should aim to be descriptive, 

have some emotional aspect, and relating personal views on those of others, but also criti-

cal, placing the individual views into a broader system. The action research is often driven 

by a desire to improve a practice. When getting to know the problem in the current situa-

tion defining the problem and start working on the research, it could be useful to create a 

project roadmap or a research schematic, to help to keep the process communicable to 

other. It could also aid to maintain academic integrity. Further on the characteristics of ac-

tion research it is as mentioned already an iterative process, where each stage of the cy-

cle is subject to review and reflection. The research might contribute to development of 

professional knowledge and it can be justified based on the theory and knowledge. The 

Kemmis and McTaggart model from 1981 describes the four-step approach to action re-

search. The figure shows the four steps in the cyclical form, which is characteristic to ac-

tion research. (Koshy 2005, 1-22; McAteer 2013, 20-30.) 
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Figure 2. Kemmis and McTaggart four step approach model - The Plan-Act-Observe-Re-

flect cycle (McAteer 2013, 30) 

 

4.2 Research plan 

The original research plan can be found in this report, as Appendix (Appendix 1). After re-

ceiving good feedback on the research plan, it was decided to go on with the topic and the 

idea of the door test and evaluation renewal was introduced to the training managers in 

Finnair Flight Academy. The permission to start working on the topic was received and the 

actual implementation was planned to come as part of the actual training and as part of 

the new entrant training renewal, which was planned to be implemented in 2020. For 

some practical reasons related to this, there were some changes made to the original re-

search plan, as it was not possible to test the actual door test and evaluation during train-

ing, such as first make improvements and then test them, like in action research. Still, the 

action research was seen to be the most suitable approach to use in this and the focus 

was changed more on the improvement of the instructors working instructions and making 

the evaluation more consistent.  

 

As already mentioned, the aim in action research is to improve something that is already 

existing in the company, so it could also be applied to improving the wellbeing at work in 

an organization. The aim was to improve the working methods and instructions, making it 

possible to the instructors to change focus more on evaluating technical knowledge of stu-

dent, to also incorporate evaluating skills and competency, by implementing competency-

based approach to the door test and evaluation. It had been decided to use the ICAO 
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competency-based training for cabin crew manual as the basis of the theory part, but 

when starting planning and finding out more about competency-based training, it was also 

decided to study the competency-based training outside aviation training. This gave 

broader picture on how the competency-based training is understood in general and how 

it could be implemented as part of training and evaluation.  

 

In the original plan it stated that one source of data would be interviews with pilot instruc-

tors, as the pilot training has already been implementing competency- and evidence-

based approach for some time. But it was soon learned during planning on how to pro-

ceed with research, that the way they train and evaluate, is something that was possible 

to do, as pilots are evaluating longer sessions during simulator training, when more tasks 

can be evaluated at the same time. Cabin safety instructors’ do not have similar possibility 

to observe the students for longer periods of time. Also, instructors working in cabin safety 

training are not all familiar with evaluation of competencies. As the aim changed to more 

support the instructors with the evaluation and implement competency-based approach to 

evaluation to only one task, it was decided that the main source of data are the instruc-

tors, to understand the current situation and the support they would need. Also, one great 

source of data to support the theory and manual literature, was the interview with the 

Finnish National Aviation Authority representative, Senior inspector Niina Aaltela, to clarify 

the regulatory requirements, which would also need to be considered in the planning.   

 

4.3 Data collection and analysis  

As action research requires participation on the people involved in the research, also the 

methods used to collect data in action research should be like which are participatory, 

such as interviews, questioners, group discussions and observations. When using these 

methods, the researcher should plan them well. The data should be used as it would build 

a narrative to the project, helping to understand the importance and provide evidence 

base for the project. In planning it is important that good ethics are followed, so that the 

result would not harm or offend anyone but would contribute to the research problem solv-

ing. When considering what kind of data should be collected using different methods, it is 

important to go back to the research problem to understand, what kind of data is needed 

to support the research. Even if the researcher would already have some perception on 

what the end result should be or what kind of data should be collected, it should be more 

examined if the data collected would then serve the research and could be translated into 

grounded facts to justify the research result. It is helpful to first get acquainted with the 

problem and think about what is already known about the studied subject or the current 

state and what still needs to be found out to be able to move forward with the research. 
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Also, it is good to choose data collecting methods that are suitable to the time available for 

the research. (Koshy 2005, 81-107; McAteer 2013, 62-88; Ojasalo, Moilanen & Ritalahti 

2009, 58-62.) 

 

As important as to plan what data is needed and which methods are used to gather data, 

it is to decide what type of data is collected and presented in the research. The researcher 

should consider the usefulness of both categories of data, qualitative and quantitative. 

Quantitative data can be measured with numbers and presented by numbers. There are 

sometimes assumptions that when data is presented in numeric form, that it would make it 

more legitimate, but using is tables and charts is only one way of presenting the collected 

data. Still, the data needs to be analyzed and its use should be relevant and valid to the 

initial research question. Using qualitative data, such as interview transcripts, does not 

make the data less reliable. There is a risk that the focus initial question gets lost or the 

interview data is not referred more often, if qualitative data interview transcripts are dealt 

with quantitative framework and transformed into numeric form. The researcher should be 

aware of what type of data is justified to use in the research and select the method to best 

serve the purpose of the research. Quantitative data is useful when the researcher is han-

dling large amounts of data and can provide background and new ideas for the study. 

Qualitative data may provide more insights to the actions and to the outcomes of the re-

search. (Koshy 2005, 81-107; McAteer 2013, 62-88; Ojasalo, Moilanen & Ritalahti 2009, 

58-62.) 

 

Whether the collected data is qualitative or quantitative in type, the researcher should al-

ways focus on the quality of the data. The validity and reliability should be considered. 

When focusing on assessing the validity of the data, the researcher should consider how 

accurate is the data, which is used as evidence. If the interpretations on the data and the 

analysis vary a lot between different people, the validity might be affected and questioned. 

Also related to the quality of the data is the reliability of the data. The researcher should 

consider how consistent are the results and the measures of the data. The researcher 

should evaluate if the measured results from the data could be repeated, with the similar 

results. (Koshy 2005, 81-107.)  

 

When planning on the data that should be collected, there was need to consider that the 

data collected on the current state of the safety instructors’ work, the data collected should 

be such kind that would help to justify the changes which were planned to make. The col-

lected data should also provide valid data on the situation and the insights of the insight of 

the instructors, in a way that it wouldn’t be only justifying the researcher’s views. This was 

something that needed to be considered, after having worked with the same issues and 
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having already some picture on the current situation and an idea on what would need to 

change. Different data methods were used in different situations. At starting point a ques-

tionnaire was used to map out the current situation and to support the regulatory literature 

data. Interview was chosen to gather more data on the authority insights. Later when the 

planned changes were ready, focused discussion was used, to gather insights, feelings 

and conclusions on how the instructor’s saw the planned results, to be able to reflect them 

and implement them to the final result. Figure 3 shows which methods were used to col-

lect data in this research and who the data was collected from.  

Figure 3. Data collections methods and target groups.  

 

4.3.1 Interviews 

When the data is collected using interviews, the researcher should respect the interviewed 

persons in a way that they are all the time aware of why they are interviewed, for what 

cause and if they are being recorded. When selecting the interviewed persons, the re-

searcher should consider what they want to find out through the interview and who would 

be able to contribute useful info, to serve the purpose of the interview. The interview ques-

tions should also be well-planned before doing the interview. The questions should be 

planned in a way, that the original research question remains in the focus. The inter-

viewed person should also be able to answer the questions truthfully. Also, the time and 

the place of the interview should be planned or if the interview will be done using other 

method than face-to-face interview. Time planning is very important, so that the interview 

situation itself or the lack of time, wouldn’t change the answers or the opinions on the in-

terviewees. Also, the interviewer should keep in mind that all the participants could have a 

chance to answers to the questions and there should be clarity in the questions, so that it 
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would not affect the gathered data in a way that would make it irrelevant. The way the an-

swers are collected should capture the content of the interview, so that the data could be 

later revisited and utilized in the research. (Koshy 2005, 81-107; McAteer 2013, 73-79.) 

 

As cabin crew safety training is very regulated and the training requirements are overseen 

by the authority, there was a need to gather information on how the authority oversees the 

trainings, to understand on which extent which changes can be implemented and what 

would have to be considered during the planning process, when implementing compe-

tency-based approach to the training and also, to the testing and evaluation. The EASA 

regulations and the approved training syllabus were at this point available, but there was 

hardly any information on how the overseeing of the trainings is done in practice by the 

authority, that would have helped to describe the current situation and the possible con-

sidered regulatory restrictions, which could have affect to the outcome of the research or 

how well the result could be implemented in practice. Niina Aaltela from Traficom, the Civil 

Aviation Authority in Finland, was contacted and she was asked if she would be willing to 

answers to some questions related to the research problem. It was agreed that the inter-

view questions were sent to her via email, and she would answer them and send the an-

swers. One reason to do the interview via e-mail was time, but also the fact that that there 

were some questions, which would require more reference on the regulatory statements 

and that where the answers provided wouldn’t be only simple. When sending them back, 

Niina was kind enough to tell that if there would be any further questions, she would be 

ready also to answer them. But provided that when going through her answers, it was 

concluded that they provided enough support to use them as reference alongside the ac-

tual regulation text and the syllabus. The interview transcript is found on this report in Ap-

pendix 2.  

 

4.3.2 Questionnaire 

When gathering the data by questioners, the researcher should consider the target group 

of the questioner, when planning the questions. The questions should be simple enough 

to answer and to understand, to avoid frustration to answer or misunderstanding the ques-

tions. The questions should not be leading in anyway. Misunderstanding the question or 

too leading questions might not provide proper data to analyze and could steer the re-

searcher in a wrong way. If questioners contain open-end questions, the researcher 

should consider, how the responses should be analyzed and what kind of data they would 

provide to the research. Some common problems that are recognized in using question-

naires are mainly related to planning and questions. There can be lack of planning on how 

the data is gathered and analyzed or unreasonable expectations on what can be learned 
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from the data gathered from the responses. Wording and framing of the questions might 

be ambiguous or bias, or the presentation and layout makes it difficult to answer. (Koshy 

2005, 81-107; McAteer 2013, 78-81.) 

 

Simple “yes” or “no” questions might be simple for the target group to answer, but the col-

lected data might be irrelevant or would not provide any usable data. Multiple choice 

questions are good to create numeric data, but they should be planned so, that the data 

collected is contributing to the research. Therefore, there could also be free choice ques-

tions or open questions also, but it should not make the questionnaire too long. The re-

searcher also needs to decide if it is relevant to gather the names of the persons who 

have answered, or should the questionnaire be anonymous. It might help to pilot the ques-

tionnaire before sending it to the target group to test it. There are many things to consider 

when gathering data with questionnaire and when planning the questions. These are all 

things the researcher needs to consider and justify, as there is no one right way to plan or 

conduct a questionnaire as it always related to the research question and relevant data 

related to the research. (Koshy 2005, 81-107; McAteer 2013, 78-81.) 

 

To gather the data on the insights of the instructors related to the current door test and the 

evaluation, it was decided to conduct a questionnaire. With the questionnaire the aim was 

to get more personal and honest answers, as what they could have been, if they would 

have been asked either by being interviewed or than if it would have happened in a group 

discussion. Some instructors have long background in the company and in safety training 

and some have just stated one year ago. There are different levels of confidence on train-

ing, testing and evaluating the results and some different insights on the current situation. 

Also, as the writer is also an instructor and a colleague, it was to use the questionnaire, as 

it would be better to see them only as responses and numbers and it not affect their an-

swers, or the personal insights would not affect the way the responses were viewed at. 

Time was provided for the instructors to answer and build a questionnaire which would not 

take too long to answer, with the aim to get as many answers as possible. The project and 

the aim were also introduced to the instructors, so that they would know for what and why 

would they answer. The used tool was Microsoft Forms, it provided the possibility to send 

the questionnaire to instructors’ work email and as it was related to work, it was decided to 

keep it inside the company network. The Forms questionnaire template sent to the instruc-

tors can be found in this report as Appendix 3.  
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4.3.3 Focused discussion and observation 

Observations also require planning and scheduling before they should be conducted as a 

part of the research. The researcher should determine before conducting observations, if 

they are going to be a participant or non-participant observer. The group which is being 

observed could also place some requirements on how the observations should be con-

ducted, as it is very different to observe as a complete outsider in a new organization than 

to observe colleagues in own working organization. If the observed group consist of col-

leagues, there should be a discussion on what is going to be observed during the obser-

vations and how the results would be utilized. This might help to create trust between the 

researcher and the colleagues. Planning helps also determine which kind of data is sup-

posed to be collected as the observations may provide a lot of data and all of it cannot be 

analyzed, or then the most important data is left to be unanalyzed. Observations could 

also be documented, filmed or recorded, but then it is important to keep in mind the good 

ethics and honesty. The observations either documented or not, should be validated when 

the data is use in the research. That is how well it was done, was it done the right 

way and, it should be shown that the collected data was reliable. Through observations 

the aim is to gather understanding on what interactions, conversations and behaviors are 

happening during. Observations can provide data to very practical questions. (Koshy 

2005, 81-107; McAteer 2013, 81-83.) 

 

Other data collection models than the more traditional interview, questionnaire or observa-

tion, can also be to use focus group (McAteer 2013, 83). Focused discussion facilitation 

method was chosen as one method to use a focus group. A session was then facilitated 

using that method. The method was used to collect data and insights of the instructors 

and how they feel about the possible future changes that were planned during that time, to 

map out what kind of support and instructions would they need to feel more comfortable to 

work with the renewed door test and evaluation. To the facilitation event the invitation was 

aimed to the safety instructors, who would be the ones working with the renewed door test 

and evaluate the students based on the renewed evaluation criteria. It was chosen to use 

the focused conversation model, which introduced to the writer during studies in the 

course “Acting as Coach and Facilitator” in Haaga-Helia. On the course students were in-

troduced to the model based on Ulrich Neisser’s Cycle of perception-model and I utilized 

the questions found on the material given us during the class. The questions are helping 

the participants to write down their facts and emotions, and then as a group to write down 

their meaning sentences as conclusions, which I would then further utilize. (Rajalahti 

14.11.2019.) The advantages of using focus conversation is that is that it works both with 

strangers and long-time colleagues and that it has no specific content to teach as it is just 
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simply a conversation. But it also provides room for listening as the participants are re-

quired also to think first themselves and listen to each other and pushes them to be more 

creative than critical. (The Institute of Cultural Affairs 2000, 20-35.) It was decided to use 

observation alongside with facilitation event, to be able to also observe what was said out-

side the focused conversation questions, just to be able to see if it was supporting the 

conclusions that the participants were forming on the paper. 

 

As it was not easy to find suitable time from instructors’ calendars for the session and as it 

was work related, the session had to take place during work hours. The plan was to get 

instructors with various years of experience to participate to get better result. Three in-

structors managed to join the session. They all had different years of experience working 

as cabin safety instructor. There was one instructor with over five years of experience, 

one with three years and who had work as an instructor for almost a year. The interven-

tion phase was next, when the actual facilitation took place. The session started with the 

introduction of the background of thesis project, the purpose of the session and then 

handing out the renewed door tests, and evaluation forms with the performance criteria. 

The participants were asked to read the handed-out documents through and think about 

the facts and emotions, about the renewal plans introduced to them and then use the 

guiding questions for their help to do this. This took around 15 minutes and then partici-

pants were asked to place their post-its, where they had written their facts and emotions, 

on the map I had been drawing. Then they were asked to look at the “meaning” guiding 

questions and with keeping in mind what the reason was we were doing this to discuss 

now together on their facts and emotions and draw conclusion like sentences on the 

meaning. There was no need to try to spark up the conversation or guide it too much, as 

they were really wanting to participate and understood the reason. The facilitation went 

well.  
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5 Research process and implementation description 

The first meeting regarding the renewal of Finnair new entrant course was held in July 

2019. In that meeting the plan how the training would be renewed was made and the ma-

jor change was to renew the structure of the training curriculum, so that it would first focus 

mainly on the procedures and general knowledge first and then move to train more aircraft 

type specific features. The aim was to renew the training material to be more consistent 

with the safety manual structure, so it could better direct the students on where to find rel-

evant information relating on the taught subject. One aspect of the training during new en-

trant training is to teach them how to use operating manuals to find relevant information. 

Also, one aspect was that the training would aim to build up knowledge during the course 

and the structure more to support the information building, first focusing on training the 

normal procedures and then moving on abnormal and emergency situations and after-

wards taking that knowledge on the type specific training.  

 

It was also decided that the renewal of the door test would be done as part of the training 

curriculum renewal. This made it possible to also change also the way the training regard-

ing the door operation was conducted and consider which training methods could be uti-

lized on the training, in addition to the traditional classroom lecture and hand-on training 

with the door simulator. In the current form of the new entrant training curriculum the pro-

cedures and door operation were trained at the same time and quite on the early stage of 

the training course, so the learner had to at the same time focus on learning the general 

procedures and the aircraft type specific features regarding the doors. The training of the 

features, components and indicators were mostly instructed at the same time when the 

person was performing the hands-on training in the simulator. As the competency-based 

approach would suggest having more scenario-based drills included in the training, this 

was also something to be worth looked into as part of the renewing of the training and 

evaluation. Figure 4 illustrates the research process of this this thesis and the implemen-

tation plan. 
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Figure 4. Research process and implementation plan of the thesis. 

 
5.1 Collecting data 

Important part of the research was to try to gather data on the current situation, that would 

indicate how the current situation is seen by the instructors. It was important focus and not 

to make assumptions based only on regulations and the written material as then the ana-

lyze would be too much affected by the writer’s own experiences and views. Such data 

should be collected that would help to analyze where the instructors saw room for im-

provement, what were their views and expectations. Focus was more on gathering infor-

mation on the regulatory aspects and how the competency-based approach could be im-

plemented. But because one important aim was also to make the training and evaluation 

guidance to meet better the needs of the instructors, there was a need to gain under-

standing on how they saw the current situation, how they saw the current door training 

was supporting them in evaluation of the student’s capability to perform tasks. It was seen 

important to know, how the instructors’ saw the evaluation should be done or graded, to 

make them feel more comfortable when performing the assessments. Even if there were 

some plans on how the door training and testing could be renewed, there was still a need 

to gain knowledge on how the other instructors were reacting to the plans, in order to take 

the plan in the direction that would best serve them and improving their current feeling 

 

The decision was made use questionnaire, as it felt that that could help to get more hon-

est answers, when everyone could answer on their own, without having to state their own 

possible insecurities in a way that it would be made aware to others. Also, it was figured 

that there would be a possibility get more variation on the views, if the answers could be 
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collected from all instructors, with different experience background. It could happen that if 

ideas and views would have been collected through facilitated discussion sessions, the 

more experienced instructors’ views could affect to the views of the instructors with less 

experience. The wish was to get as many answers as possible to gain better understand-

ing and as all instructors are also working as cabin crew members and working also irreg-

ular schedules, a questionnaire would be more suitable way of collecting answers form 

people, because everyone could answer to that in according to their own schedule. As 

mentioned in earlier chapter, questionnaire was created using Microsoft office application 

called Forms. The application was familiar and because all instructors have been also us-

ing that previously it was chosen as the platform for the questionnaire, giving it also more 

transparency, as the ones answering are also familiar on how the tool can be used and 

how the results are shown. The plan was to create short enough questionnaire, for two 

reasons. One was that it would collect data that was really needed and that it would make 

it possible to keep the focus on the competency-based training implementation. This was 

done intentionally as otherwise the research could be confused with too many new ideas 

that might not be relevant regarding the competency-based approach and the general 

plan of the new entrant course renewal agreed in the planning meeting in July. (Appendix 

3.) 

 

The questionnaire was sent to twenty-one instructors who were currently working as cabin 

safety instructors. The questionnaire was sent via the email, explaining that it was part of 

a thesis research and that the aim would be renewal the door training and evaluation as 

part of the new entrant training evaluation. The questionnaire was sent in the end of Au-

gust. On the same day there was held quarterly instructor cooperation day, where all 

cabin safety instructors were present. The research plan was introduced there, and in-

structors were informed on the questionnaire. The deadline to answer was first two weeks, 

but as only four responses were received during that time, the time was extended five 

more days and reminder email was also sent, to inform them also about the low number of 

responses. Fourteen responses were received in total. Answers were received from all ex-

perience categories, as shown in Figure 5 below.  
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Figure 5. Responses indicating the experience of the respondents 

 

5.2 Analyzing the results 

The first question was requesting to indicate how well the instructors felt the current door 

test was giving them information on the knowledge on the learner’s knowledge and com-

petencies in order to assess them. They were asked to give a grade from one to five, 

based on how well they felt and indicating the scale on what the grades indicate. The 

question and response summary in shown in Figure 6.  

 

 

 

Figure 6. Question 1 with the response summary 

 

One respondent was giving the grade indicating that the instructor does not feel the evalu-

ation model gives realistic picture about the learner’s knowledge or competencies. Most 

respondents answered that it works with most of the students or better. Only one an-

swered with the grade five. The following question was more focusing on how well the cur-

rent evaluation guideline was supporting the instructors, based on their confidence to give 

passing grade for the learner or to let the learner pass the test. There could be seen that 

even the majority was seeing that the current evaluation model was giving them relatively 

good picture about the learner’s knowledge and competencies, not as many were confi-

dent to base the grading only on the evaluation guidance but were seeking some support. 

(Figure 7.) 



 

 

35 

 

 

Figure 7. Question 2 with the response summary 

 

The third question was an open question asking that if they felt the evaluation form does 

not support them in assessment and grading, was there some specific reason. Out of the  

fourteen respondents, nine were answering to this question. Three respondents stated 

that they felt that the grading is regarded as vague and leaver too much decision based 

on the individual instructor’s judgement. Two respondents stated that they felt that all the 

parts should not be valued equally, as some parts are more relevant to the task than oth-

ers. Four respondents were also bringing up the issue that they felt that the evaluation 

model does not support consistent evaluation as so much is left to be judged to individual 

instructor. They felt that the test might not be conducted always in the same way and that 

some instructors are accepting to ask more leading questions than others and, in this way, 

helping the leaner to pass. They wished for more consistency to the evaluation and to the 

instructions how the test should be conducted.  

 

Question six was formed to gather information on how they would feel on one way of re-

newing the test. This plan was already something that had been initially planning, to be 

able to observe also the skills of students and focus more on evaluating the actual perfor-

mance in scenario-based setting. Still, this was something to be asked in the question-

naire, to see if this would be seen as something that the instructors would be interested in. 

Based on the responses, this was seen as a good idea by the majority of the respondents. 

Four respondents also regarded it as a good idea but stated that they would need more 

information on what it would mean in practice One respondent answered other, saying 

that it would be something worth of truing, if there would be any difference. (Figure 8.) 
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Figure 8. Question 6 with the response summary 

 

In analyzing the analyzing tool in Forms application was also utilized. It was providing an 

analysis, indicating that many of the respondents who were already feeling that the cur-

rent evaluation model was giving them a good picture on the learner’s knowledge and 

competencies, were also thinking that separate theory test and practical competency test 

would be a good idea. (Figure 9.) This was indicating that even if the current evaluation 

model was not regarded as something that should be improved, many were still seeing as 

the plan to make two separate test was seen as a good improvement. Based on these re-

sponses, it could be justified that this was something that could be seen as an improve-

ment to the current situation and was something that could help make assessment to be 

more consistent. This was also supported by the responses to question 10, asking what 

they saw was good about the current door test. Most respondents stated that it is im-

portant that there is a practical test where the individuals are tested separately. This would 

be something that would be included also to the planned renewed door test model. 

 

Figure 9. Analysis showing the relation between responses to questions 1 and 6 
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In order to find out what kind of grading of the hands-on test would be seen as most com-

fortable or most useful by the instructors, three options for grading models were offered. 

Majority of the respondents were seeing that the best way, in their opinion, was to grade 

performance by evaluating if their performance was regarded as “standard”, “standard 

with debrief” or “unsatisfactory”. (Figure 10.) 

 

 

Figure 10. Question 7 with the response summary 

 

When respondents were asked how they would renew the current door test, many were 

stating that the form should be simplified and there should be sufficient amount of time to 

conduct the test and checking. Some mentioned that they felt that there were too many 

things in the evaluation form and that made it difficult for the instructor to actually focus on 

the observation with the time reserved for the test. Many also were mentioning the con-

sistency and that there should be more clear criteria described on which the instructor 

could base their evaluation on. This was also indicated in the responses to question on 

what kind of guidance would they need to be able to evaluate the competencies, as Figure 

11 shows.  

 

 

Figure 11. Question 8 with the response summary 

 

It needed to be evaluated first if there were too leading questions, because it felt the re-

sults were only strengthening the initial plans on how that the door test should be renewed 
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in order to make it more consistent and giving the instructor time to focus more on evalu-

ating the skills, not on only the technical knowledge. For this reason, the next step was to 

go through the answers with colleagues from cabin safety department, outside the training 

organization and expressing this worry regarding the validity and reliability of the data. 

There was a good point made, that the respondents were colleagues. There was already 

some kind of picture of the problems that were existing in the current state and there had 

been brainstorming happening already before with them on what should be changed. This 

was something that made it feel more confident that the collected data was relevant in or-

der to continue the research project based on the data. 

 

5.3 Renewing of the door test 

Based on the data from the questionnaire, it was decided to renew the test structure. Also, 

as part of the new entrant course renewal the way the door operation was trained was 

also changed, aiming to provide the learner first the possibility to focus on gaining 

knowledge and then practice. Currently the door operation is trained mostly during the 

hands-on training some of the procedures related to door operation are covered on les-

sons before the hands-on training and some on the later lessons. Now the training is first 

covering all normal operation procedures, then abnormal and emergency and then moving 

to the type specific knowledge. Door operation is first trained in classroom as door theory 

lecture, covering all procedural aspects and technical components and knowledge related 

to the door operation. They can make notes and, they are informed where the relevant in-

formation and supporting training material can be found. This lesson is followed with the 

hands-on training, where the learners can practice the actual operation of the door with 

the assistance of the instructors. The instructor can more focus on the observation and 

guiding, as they are not expected to teach the topic for the first time to the learner at the 

same time. In the new structure there is also some more time to perform the hands-on 

practice on the training device, without increasing the number of training hours used to 

safety training during the new entrant course. 

 

For the test renewal, the plan was to create two separate tests. Based on the data from 

the questionnaire, some instructors were thinking that there were too many topics tested 

at the same time, there was not enough time and that some items with different relevance 

were valued the same way. This one reason why it was decided to renew the structure to 

first test the knowledge in a paper form test. This is because the basic knowledge is 

something that the person should already have before their performance could be as-

sessed. The answers to the open questions of the questionnaire were also indicating, that 

some instructors felt that there was some inconsistency on evaluating how much technical 
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knowledge the learner should have. In the renewed test structure, the questions in door 

theory test are based on the operations manual and are covering the relevant knowledge 

relating to door operation and door components. The grading is following the same re-

quirement as other safety training test. The learner needs to score eighty percent or 

higher correct, to pass the test. If the learner does not pass the test, they have one 

chance to renew the test. The door theory test can be found in the appendixes of this re-

port, as Appendix 5. 

 

After the learner has demonstrated they have the required level of knowledge by passing 

the test, they are next tested on a practical test, where they are demonstrating the 

knowledge and they are assessed on skills and performance standards. Based on the 

questionnaire the instructors were wishing for more specified criteria to support the evalu-

ation. The grading options they were presented with, were indicating that the most popular 

option was to evaluate the student skills on scale where the student could score “stand-

ard”, “standard with debrief” or “unsatisfactory”. This option was something taken from the 

old recurrent training material from 2016. In that year, the door test for the experienced 

cabin crew members, was assessing the skills of the performer. The wording was taken 

from that test model, but grading changed from five level grading to be only three level 

grading. This is because the door practical test is measuring mainly one task in different 

scenarios and the expected level from a new entrant is standard. It would be really hard to 

tell that someone is able to operate the door beyond standard as standard is what is re-

quired and something according the operations manual.  

 

The skills evaluated in the skills test are based on the ICAO Cabin Safety Training manual 

guidance and to the required competencies for Finnair cabin crew members, described in 

OM-D. The ICAO Cabin Safety training manual was studied and was door operation re-

lated competency elements and performance criteria were collected from different compe-

tency units and from both normal operations framework and abnormal and emergency sit-

uations framework. The described performance standards which were referring to the 

door operation, were also collected. Based on that study, a model where the door opera-

tion was one competency unit was formed. The first competency element was door opera-

tion and application of procedures in normal operations. The other competency element 

was door operation and application of procedures in an emergency situations. Under 

those two elements were listed all the performance criteria collected from the guidance 

material, to see which activities should be included in the practical test. Then based on 

those, it was mapped out what knowledge is required according to the guidance material 

and checked it was in-line with the knowledge test. Next step was to write down the per-

formance standards described in the guidance manual. Based on those performance 
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standards, the skills evaluation model was formed. In the practical test the instructor is 

evaluating the student on five different skill categories. Every category is evaluated based 

on the performance statements, indicating the required level of performance in each activ-

ity. As the data was indicating that the instructors felt that the current guidance for evalua-

tion was too vague or inconsistent, in the new model, they can base their evaluation 

based on the performance statements. The learner is given one point from each category 

they perform “standard”, making the highest score five. The leaner should receive in mini-

mum one point from the practical test. The test is failed if even one category is performed 

on “unsatisfactory” level. Then the student will have one chance to retake the test. The 

form used during the practical test can be found in this report appendixes as Appendix 6 

and the evaluation guidance with the performance statements as Appendix 7. The perfor-

mance criteria will be introduced to the learners during the training, so that they are aware 

of what is expected from them. The grade received from the knowledge-based door theory 

test and the practical skills test are combined, giving the grade for the door operation com-

petencies of each student.  

 

5.4 Creating the instructor guidance 

To test if the model for the new test was something that the instructors saw was improving 

the current model, there was a need to gather some feedback and views on how they saw 

it and if there were some problems, that had not been recognized. Aim was to find out 

what kind of guidance would the instructors need, to be able to conduct the practical door 

test. Different method was used to gather this information. A facilitation event was orga-

nized, using focused discussion model to gather the instructors’ feelings, views and possi-

ble problems they saw. This also gave the chance to present the test and evaluation 

forms which had been already designed. Now the instructors were presented with some-

thing concreate, not only ideas or some abstract model. Unfortunately, there were only 

three instructors participating in the event. But on the positive side, they were representing 

different levels of experience, so giving some variation between the participants and pos-

sibility to gather different views. The description of the facilitation event was described in 

the previous chapter. The results and the facts, feelings and conclusions I was able to 

gather during the session are visible in the Appendix 8 of this report. 

 

Based on the observations during the facilitation session and what data was written down 

by the instructors, it was noted that the theory test was regarded as a good improvement. 

Also, the skills test and evaluation guidance received positive feedback. What was clearly 

indicated that the instructor guidance on how to conduct the test should be clear and de-

scriptive, so that everyone would conduct the test in a same way. Also, the guidance, 
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should explain how the grading is done and what is the purpose of the performance state-

ments. The test should offer some scenarios that would make the test closer to the real 

work environment and situations. The scenarios would also form the script of the practical 

test and form that everyone should follow when conducting the test. The instructor guid-

ance in presented in the Appendix 9 of this report. Also, when the renewed new entrant 

courses start, the safety instructors are briefed on the renewed structure and to the re-

newed evaluation model of door operation.  

 

5.5 Future development 

It should be noted that there might be something that is altered in the door test models, 

after the first new entrant courses with the new structure are being conducted and when 

the renewed door test model is tested in practice during the courses. It would be beneficial 

to also gather feedback from the new entrant course participants, to gain knowledge how 

the learners are experiencing the evaluation model. This would help to find out what kind 

of support the learners would need during the training, so that they would be able to un-

derstand the requirements related to the job performance. 

 

Technology can offer more tools and platforms to support, create and deliver competency-

based learning. These new tools and platform can be blended in to training and they might 

help to increase the impact of training. Utilizing new tools and platforms to augment the 

learning process, there could be possibility to offer more individual variations in training. 

Technology could offer solutions for identifying and assessing competencies and to create 

training and assessment models on competencies. The record keeping on the results 

could be done more efficiently and with fever supporting staff. It could offer the learners 

more flexibility for learners and moving towards the direction, where they are expected to 

take more responsibility on their own learning and professional development. It is im-

portant to improve knowledge on what will be the approach of future professionals to-

wards learning, but also how the current professionals are adopting the new approaches 

of training and learning. For future development there are still more research to be done, 

to solve problems related to the utilization of technology, required to justify the use of new 

tools and platforms used to measure and train competencies. (Kearns, et al. 2016, 149-

165; Rothwell & Graber 2010, 68-108.) 

 

For future research it would be interesting to explore what kind of new technological tools 

could be used in the training to support the learning. Already Finnair is providing videos, 

demonstrating the procedures and tasks in practice to support the learning and self-study-

ing. But it would be interesting to study, how for example the computer-based exercises 
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could be improved to provide more feedback already about the learner’s own performance 

and understanding about the required competencies. Regarding that would be also inter-

esting to study how virtual reality could be utilized in exercises. There are already some 

airlines using virtual reality in training, where the training aims to create a practice in a vir-

tual environment that is realistic to the actual aircraft environment and where different sce-

narios can be applied. Applying competency-based approach to also other practical drills, 

would be also good subject to future research. Using for example video recording during 

the emergency landing preparation and evacuation drill, could help to evaluate the compe-

tencies based on a complete competency element or elements, containing several tasks. 

This would help also to evaluate the individuals as part of the group. ICAO is said to re-

new the guidance material on competency-based training, so when the renewed guidance 

material is published, it would be interesting to explore, how the new material is designed 

and if it is taking these aspects in consideration. 
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6 Conclusions 

Aviation industry is changing in a way that more technological innovations and digitalized 

solutions are being implemented to the service and operational processes. At the same 

time expected growth in passenger numbers also creates a demand for new employees in 

the industry. As the IATA report on human resources in aviation has discovered, there will 

be need for more cabin crew member jobs in the future. The challenge to attract new tal-

ent is that the requirements for the jobs have changed. The ability to use digitalized tools 

is required in every job already and is not something that will be highlighted in the future 

as a required talent. It is already something that is expected from every new applicant. 

More than the ability to work with digital tools, the ground operation personnel, customer 

service and cabin crew should obtain such competencies as the ability to understand the 

importance of safety and also to have good abilities to work with customers. These skills 

are hard to train and are perceived as qualities which are expected from the new appli-

cants. This creates a challenge to the recruitment to be able to find such talents. (IATA 

2018b.) 

 

Customized training and performance management aims to the more positive employee 

experience. Employees should feel they are trained more in a way most suitable for them 

and to more benefit their own work. Customized trainings and empowering people to man-

age more their own learning, is something which can improve the engagement of employ-

ees. Aviation industry should be able to increase the level of attractiveness on the jobs in 

the industry, as there is a challenge how to attract good applicants as the salary demands 

of the applicants are increasing. There is a price tag on talent and if people are not happy 

with their job, they are ready to change the company or the position easier than before. 

Training programs should be developed in a way that makes the work seem more im-

portant for a person performing the job. People should be able to see that they have pos-

sibility to train themselves on the subjects or skills they feel are important to them and 

helping them to perform their job in the best possible way. (Burrell 2018; IATA 2018b; Du-

mitrache 2017, 14-16.) 

 

The research in its part shows, that there is a need to develop trainings to the direction 

that is more activating people to learn and directing them towards the correct sources of 

information. The training has traditionally focused more on providing all possible infor-

mation for the learner and not so much assessing how much of that information the 

learner is adopting. The assessment of skills has been done more during service training, 

assessing the skills related to service and customer experience delivery. Cabin crew 

safety training has been more focusing on training on the topics and hands-on training are 
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done without thinking the relation between the different topics and real-life working envi-

ronment. There is now more demand to add more scenario-based drills to training. It has 

been exciting to see that there is much more will to change trainings towards the direction 

that would provide more personalized training and support individual leaners. The training 

should support all kinds of learners, but it is not very motivating for the faster learners, if 

the training is built in a way that the starting point is to support the slowest learner, who 

needs much more support with skills and knowledge. Training should also to be able to 

provide possibility to develop for everyone, even if they are already performing at a high 

level. The evaluation of competencies helps in moving towards individual study plans, that 

make it possible to better personalize trainings and make them more engaging and inter-

esting to the people who are already professionals in their job. 

 

Even if the term competency-based education and the general idea of it was familiar be-

fore this research was started, it did not take long to notice that there is much more com-

plexity in competency-based education than what was the first idea when making the re-

search plan. It would have required much more changes in the training and evaluation, so 

that it would actually aim to continuous development. There is much more topics and al-

ternative training methods, for future research, to fully-implement competency-based ap-

proach into cabin crew training. As the limitations on how much can be achieved with this 

action research and this thesis, there was a need to frame the research to focus more on 

the renewal of the door training and student performance evaluation. As the door test has 

been focusing more on testing technical knowledge at the same time with the hands-on 

testing, there has been not so much evaluation of skills or performance standards.  

 

The aim was to include skills testing to the evaluation, where more scenario-based testing 

could be used. The main aim of the research was formed to improve the guidance for the 

instructors on how to evaluate the skills of the student during the test, taking out the basic 

knowledge testing and putting it to a separate test. In the new model the learner needs to 

first prove that they have the required basic knowledge, before they are assessed by their 

skills in scenario-based practical drill. To support the instructors in evaluation and making 

the evaluation more consistent, it was important to describe the performance criteria for 

skills and simplify the form, as the time reserved for the test is limited. As cabin crew train-

ing does not include longer periods in the simulator with the instructor, as the flight crew 

training does, it is not as easy to evaluate multiple tasks, knowledge and skills in different 

scenarios for cabin crew. This is why the thesis focused only for evaluation of one task 

and skills required to perform that task in different scenarios, based on the competencies 

required for Finnair cabin crew members and written on OM-D. To make the evaluation of 

skills, based on performance criteria more known for instructors, it could result to make it 
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easier in the future to extent the competency evaluation to other tasks and further to differ-

ent scenario-based drills, covering multiple tasks.  

 

Expectation at first was to be able to implement competency-based approach much more 

into the cabin crew training. But it needed to be accepted that there could be only limited 

amount of improvements at this moment, during this research. It took some additional time 

to clarify the new aim for the research. Also, there was doubt if the new approach and 

more focused aim, could be seen as too limited, compared to the original research plan. 

But as the work on this subject continues in the future, there is still the possibility to utilize 

the learning done during this research and the future development plans. Best possible 

outcome was achieved, in this situation and within these limitations. There is no one size 

fits all solution, which would then result on full implementation of competency-based edu-

cation. The implementation has many different alternatives, which should be further ex-

plored, researched and tested for future training, to be actually able to evaluate and de-

velop cabin crew member competencies and provide more personalized training, which 

aims to develop individual’s knowledge and skills, needed in their profession. As technol-

ogy will continue to be more utilized in training in various ways and the modern training 

devices are supporting the scenario-based training utilization, it will be exiting to continue 

on working with cabin crew safety training and the development projects, which aim to the 

development of the training towards more competency-based approach.  
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Appendixes 

Appendix 1. Original research plan 

Research plan on implementing competency-based training to cabin crew safety 
training 
 
The assignment was to create a research plan on the topic of own choice. The research 
plan could be done on the topic, which is chosen to be the topic of the master’s thesis. 
Research plan should include the introduction part about the topic, the aim and descrip-
tion on the methods which are planned to be used to conduct the research. In addition, 
the research plan should introduce the data collecting strategy and expected results. 
 
The topic chosen for the research plan is also the topic I believe I will choose as the topic 
of my master’s thesis plan. I find it useful for myself to start working with the topic already. 
The topic is something familiar for me, as I work as a cabin crew safety instructor. Doing 
the research plan already and getting some feedback on that, might also help me when I 
will make the final research plan for the master’s thesis, when I start working on that. 
 
Introduction  
Competency-based training has been used in pilot training already for many years and 
there are already guidelines for pilot instructors and to plan the training of pilots, so that 
the training will be more evidence based and evaluates also the competencies. The com-
petency-based training is also giving valuable information, when future trainings are being 
planned together with the reports of occurrences, near misses and incidents. Compe-
tency-based training aims to continuous improvement as the training and the data can be 
utilized not only within the initial training, but on the job training, annual recurrent training 
as company and aircraft specific trainings. As ICAO (International Civil Aviation Organiza-
tion) and IATA (International Air Transport Association) have created already a set of rec-
ommendations, standards and guidelines to implement competence and evidence-based 
training, according to EASA (European Aviation Safety Agency) the standardizing of regu-
latory framework, regarding competency-based training requirements is not possible to be 
fully implemented, be-cause of the complexity. The civil aviation authorities are responsi-
ble to evaluate the effectiveness of the training and how it complies with the training re-
quirements set by the authority and how they comply with the company syllabus. (CAT 
2017; EASA 2016, 18-37; IATA 2013 7-30.) 
 
The competency and evidence-based training is being more implemented in the other 
fields of safety training in the aviation industry. As the competency-based training has 
been used mainly for pilot training, it is being now more on the focus to start implementing 
competency-based training more widely to the cabin crew training as well. (CAT 2017.) 
Based on my own experiences, some competency-based training has already been imple-
mented, but the evaluation has usually been lacking or hasn’t supported the main goal of 
the competence-based training, which is continuous improvement. Grading and scaling 
often lack of prioritizing on competencies and grading for each part of the task is for the 
same value. This has been under discussion among the instructors if this really measures 
the competencies and gives reliable information about the skills and knowledge of the per-
son in training. Also, the evaluation now doesn’t give any feedback to further improve-
ment, only a grade. 
 
ICAO defines competency as a set of knowledge, attitudes and skills re-quired to perform 
tasks to prescribed standard. ICAO has developed a cab-in crew safety training manual, 
to provide guidance to the development and implementation on competency-based train-
ing for cabin crew. ICAO states that the approach to competency-based training aims to 
train cabin crew 
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members to proficient to perform their duties and responsibilities. The manual is adaptable 
and the manual states that the operators should use it as a guidance as they tailor their 
own training to fit their own need. Still the aim to introduce the approach of competency-
based training is to achieve in time a global standard on the competencies of cabin crew 
members. (ICAO 2014, 34-38.) 
 
The representative of the Finnish Aviation Authority (TraFi) responsible of auditing the 
cabin crew safety training, was stating in the meeting concerning the development of the 
cabin crew safety training, that there aren’t any clear regulatory standards to help the 
evaluation of competency-based training. Training topics are regulated, and the syllabus 
is defining the frequency they should be trained, but for the evaluation of skills, for exam-
ple door operation, there isn’t any clears framework by the authority, on how the compe-
tence should be tested and performance evaluated. Therefore, I feel the topic needs to be 
further researched and as the evaluation is not highly regulated by the authority, it gives 
the possibility to create and test an evaluation guideline and grading guideline, to be used 
for testing on competence. As the only competency-based test in the cabin crew safety 
training is at the moment the test for door operations, the guideline and the grading table 
will be implemented on that one. Guideline for evaluation and grading table will be then 
tested on training and further improved based on the feedback and findings. The goal is to 
create a guidance for instructors and a grading system, which supports the competency-
based training aim for continuous improvement, so that it could be further implemented on 
the recurrent training on cabin crew as well. 
 
Methods  
The method chosen to conduct this research is action research. As the research problem 
is everyday problem in the organization and needs to be further developed, the action re-
search was chosen as the research meth-od. One justification to that is also, that as I am 
working with the re-searched subject, I have the possibility to test and gain feedback on 
how the new developed evaluation system is working and then further change it based on 
the feedback gain from other instructors. The research problem itself is that the evaluation 
and the grading of door operation testing is not now evaluating competencies and doesn’t 
provide feedback or grading which aims to the continuous improvement. Also, the guide-
lines for instructors to conduct the evaluation is not existing at the moment. 
 
In an action research the aim is to solve practical problems and create change. Further 
than focusing on the current situation, the aim is to change the current state of the topic 
being researched. The researcher actively takes part in the problem-solving process and 
people working with the topic on an operational level are taken in to the research project. 
Their feedback and actions are relevant part of the research. The aim is to pro-duce solu-
tions and promote learning of the organization. The data is first collected, analyzed, issues 
identified and then actions are taken. Those actions and results are then further analyzed 
and corrective actions implemented to the tasks, making the process of action plan cycli-
cal. In action research the understanding of the topic is gained by using sources handling 
the topic, benchmarking or observing. Participation of people working with the topic and 
co-operation are important part in conducting an action research (Ojasalo, Moilanen & Ri-
talahti 2009, 58-61; Saunders, Lewis & Thornhill 2015, 189-193.) 
 
Action research is often viewed as a qualitative research (Ojasalo ym. 2009, 61). On this 
research the interviews provide mainly non-numerical data and the results are done by 
observation and feedback, so qualitative approach seems to be an obvious choice. Alt-
hough it is also stated that the distinction between purely quantitative and qualitative re-
search might be quite narrow or problematic. It is also said that action research can also 
take advantage of quantitative methods, but in this research plan, I see that the research 
material will be more of qualitative nature, as the analyzed material and feedbacks is ex-
pected to give more insights, and it is not a matter of counting votes. As something new is 



 

 

51 

being implemented in a new way, the opinions of participants should provide more infor-
mation than just counting votes for opinions. As observation is done and feedback ana-
lyzed, the participants are expected to give more qualitative than qualitative information to 
be analyzed and that the process is more interactive. (Ojasalo ym. 2009, 61-62; Saunders 
ym. 2015, 165-169.) 
 
Data collection  
To collect data and to gain information to be analyzed, I will conduct face-to-face inter-
views. The interviewed persons will be cabin safety instructors, training specialists, people 
working on the company side in cabin safety department and with pilot instructors. The 
aim is to gain information on which are the issues, which are seen to best measure the 
competencies of the people getting the door operation training. I find it useful to not only 
get the cabin safety instructor view on the topic, but also the companies safety manage-
ment, so that those standards required by the company are met. Also, I wish to include 
the pilot point of view as their training already includes competency-based methods in 
other trainings and as they are pro-vided with the same door operation training as the 
cabin crew members. The advantages of interviews are that many people want to partici-
pate and want to be heard, so there is a possibility to gain a lot of valuable information. 
The reliability and validity still need to be evaluated as, there might be a risk of bias or that 
the interview questions are directing the answers to the interviewer’s own view. The ad-
vantage of the interviewing is also, that once I have scheduled the interview and planned 
the agenda, I will get at least some information collected at one time. Waiting for people to 
answer to surveys might take long time, without getting any answers. The method how the 
information from the interview is recorded should also be decided and confirmed from the 
people being interviewed. Depending on the time available, I believe some interviews will 
be done as group interviews. (Lan-caster 2004, 130-137.) 
 
Testing of the instructor guideline and the grading is done by applying it to be used in ac-
tual door test. Usually the amount of people participating in the door test is around 18 to 
24 students. The test situation is observed. The aim of observation is to see if the use of 
the guidelines and grading supports the test situation if the grading is easy to make or if it 
makes the test situation more difficult for the instructor or the student to perform. The per-
mission to observations is traditionally required, when observations are being done, but in 
this case the observation of door tests is quite common and sometimes required as in-
structors are being trained to conduct the trainings. The role of the observer needs to be 
defined and, in this case, the observer should not participate too much as it might disturb 
the performance of the student. The aim of the observations is not to only analyze individ-
ual observations, but to gain a better understanding of the big picture. (Ojasalo ym. 2009, 
103-107; Lancaster 2004, 98-110.) 
 
Feedback will be collected through interviews with safety instructors using the guidelines 
for evaluation of competencies and using the grading scale. The feedback is then further 
analyzed and the guidelines and grading then adjusted based on the feedbacks and the 
findings found on the literature reviews and they need to be further compared to meet the 
authority requirements and suggestions on corrective measures. 
 
Expected results and risks 
 
The reason why I have chosen this topic, is that during my years as a cab-in safety in-
structor, the competency-based training has been something that has been talked about, 
but not so much has done to implemented as part of cabin crew training. In I have also felt 
that among the safety instructors there is little knowledge on how to evaluate competen-
cies and that has sometimes been visible when door test is being evaluated and there are 
many views on how the grading should be. I expect to provide a guide-line that helps to 
solve these problems and a grading model, that could be further developed so that it could 
be applied to door test done on later trainings. I also expect that some of the findings and 
analyses could be also been used when implementing competency-based training further 
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to cabin crew safety training. I expect to get good results from the interviews and the best 
case would be that the competency-based training guidelines would serve as a basic of 
on-the-job learning evaluation. 
 
As I am working so much already on the topic, there is a risk that I might be interpreting 
the results based on my own point of view. I have previously worked on developing the 
training materials and methods, so I have used to put my own views on the side, because 
sometimes the feedback has been totally different than expected and the authority audits 
especially provide feedback, which forces to redesign the training. There is also a risk that 
the process of using the guidelines and grading scale proves to be too complex to use on 
the test situation, where the time is limited. The worst-case scenario is that I won’t be able 
to complete the project or that the feedback gotten from the first testing is such that forces 
me to start from the beginning. The risk of not getting enough information from the inter-
views is rather small as I work as a part of the organization, but I need to keep in mind the 
risk that the received information might not be reliable or valid. 
 
Conclusion In my own experience this topic has not been studied yet so much, as it 
should have been. The ICAO manual for cabin crew safety training pro-vides already a 
good basis to implement the training, but I think as it is de-pending so much on the com-
pany’s own ability to further research and implement the topic, it is easier just to copy best 
practices or implement only parts that need little research. I feel the competency-based 
training itself, is relatively easy to implement and do practical drills combining the topics 
studied in class room and from the manuals. But what I have found is, that rather often the 
feedback is just given verbally, and the evaluation is not based on agreed standards. The 
feedback is not recorded, so the evaluation of improvement is lacking as there is no scale 
on how to evaluate. 
 
For the purpose of the of the possibility to conduct the action research and provide a solu-
tion to the problem, I had to narrow the competency-based training down to door opera-
tion training. Then I have the possibility to also test and get feedback. That is also the only 
competency that is really test-ed, evaluated and graded at the moment as part of cabin 
crew safety training, so that also made it easy to focus on that. I really hope that this will 
 
provide more tools for safety instructors to evaluate competencies and provide feedback 
that aims to further improvement of safety competencies. 
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Saunders, M., Lewis, P. & Thornhill, A. 2015. Research Methods for Busi-ness Students. 
Seveth edition. Pearson Education UK. Harlow, England.  
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Appendix 3. Forms Questionnaire to safety instructors 

Door test renewal survey  
As part of my thesis I would like to hear your opinions on door test as part of the NE 

company conversion training. In my thesis I wish to improve the evaluation form of the 

door training and make it also measure competencies of the trainee. I would appreci-

ate if you could spare few minutes of your time to complete the survey. All responses 

are visible only to me and the results will be combined and displayed as part of the 

thesis anonymously. If you have further questions, please feel free to contact me via 

email. Thank you for your time.  

Hi (recipients name), when you submit this form, the owner will be able to see your name and 

email address. 

 

1.How well do you feel the current door test evaluation model gives relevant 

information about the student's knowledge and competence? (1= it doesn't 

give realistic picture, 3= it works with most of the students, 5= it gives a 

clear picture to me as an instructor about the student) 

1  

2  

3  

4  

5  

2.How confident do you feel to evaluate the student with the current evalua-

tion form? (1= I feel the form doesn't give me tools to evaluate the student, 

3= I can evaluate a student, but seek support from fellow instructors, 5 = I 

feel it is easy for me to pass or fail a student based on the current evaluation 

form) 

1  

2  

3  

4  

5  

3.If you felt the evaluation form doesn't support you as an instructor to pass 

or fail a student, can you specify why? 

 

4.What do you find the hardest with the current door test? (Time, situation, 

evaluation of skills...)? 
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5.How long have you worked as an safety instructor 

Less than 1 year 

More than one year but less than 5 years 

Over 5 years 

6.How would you feel if there would be separate "door theory test" on paper 

and "door competency test" as hands on test. Paper test graded and hands 

on test pass or fail 

I think it is a good improvement 

I like the idea, but I would need more information 

I think it is worth trying, but won't see much difference 

I don't like the idea at all 

OTHER 

 
 

7.On the hands-on competence test, how would you feel would be the best 

way to scale the performance? 

Each competence from 1 to 5 

Each competence pass or fail 

Each competence with three categories (unsatisfactory, standard with debrief, standard 

 

8.What kind of guidance would you need to be able to evaluate the compe-

tencies? (You can choose more than one) 

Instructor guidance manual 

Training 

Clear list of each required competence level and practical examples 

 

 

9.How would you renew the current door test? 

 

10.What is good about the current door test? 
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Appendix 6. New evaluation form 

DOOR SKILLS TEST  
Name:____________________________________________Date:____/_____/_________
  

  

  Unacceptable  Standard with deb-
rief  

Standard  

Situational awareness 
& Communication   

      

Workload and time 
management  

      

Ability and willingness 
to follow procedures   

      

Error recognition & 
stress resistance   

      

Decision making & self-
starter orientation   

      

  
  
Instructor comments (opti-

onal): __________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________
_______________________________________ 
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Appendix 8. Focused discussion – filled in chart  

 

 

 


