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Abstract. Customer satisfaction is a key metric for determining the success of a 

company's or organization's product or service, including training providers. As-

sessing the participants’ satisfaction with the program is critical to improving 

program quality. This study aims to determine training participants’ level of sat-

isfaction with the Thematic Academy program from the Digital Talent Scholar-

ship (DTS), which provides basic-level digital training in information and com-

munication technology. This study used a quantitative approach by distributing 

an online questionnaire with a purposive sampling technique. This research uti-

lized the Net Promoter Score to analyze the level of satisfaction of training par-

ticipants in training courses held in West Java and Banten. The results showed 

that the level of training participant satisfaction falls into the excellent category 

in terms of training organizer, trainers, course material, course theme, and social 

media. The findings of this study can be used as recommendations for the training 

organizer to improve the services provided to training participants. 

Keywords: Digital Talent Scholarship, Customer Satisfaction, Thematic Acad-

emy. 

1 Introduction 

Participant satisfaction is a vital metric for evaluating the effectiveness of the training 

program in meeting participant expectations and requirements [1]. Measuring partici-

pant satisfaction in a training program is vital for multiple reasons. By assessing satis-

faction, training providers can identify areas for improvement and make the adjust-

ments required to improve every aspect of the training experience. Participant satisfac-

tion in a training program is closely linked to participant loyalty [2], providing insight 

into the perceived benefits and value of the training program [3], impacting overall 

company performance and reputation [4]. Numerous essential elements supported by 

pertinent literature must be considered to measure customer satisfaction among training 

program participants. Initially, customer satisfaction programs may prove ineffective, 

underscoring the necessity for their evaluation. Secondly, training programs that equip 

customer-contact personnel with specialized skills and enhance their awareness of cli-
ent needs can elevate customer-oriented behavior and satisfaction [5]. Research indi-
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cates that demand-side training is more effective in attaining objectives. Program sat-

isfaction assesses the extent to which client expectations are met and influences cus-

tomer loyalty and retention [6]. Employee training and development enhance service 

excellence and customer satisfaction. Training activities improve service quality, in-

crease customer satisfaction, and positively influence behavioral intentions [7]. In con-

clusion, assessing participant satisfaction in training programs necessitates comprehen-

sive quality management, efficient training methodologies, and employee development 

initiatives. These elements enhance consumer loyalty, satisfaction, and organizational 

performance [8]. 

The Ministry of Communication and Informatics' Digital Talent Scholarship (DTS) 

program improves Indonesia's young workforce, public, and state civil servants' infor-

mation and communication technology (ICT) skills, competitiveness, productivity, and 

professionalism to boost productivity and competitiveness and meet national goals by 

providing training in ICT. To evaluate this training program, measuring customer sat-

isfaction is a critical factor influencing various outcomes, such as participant loyalty, 

repurchase behavior, and overall performance. As a program that has been running for 

a long time, there are limited studies on DTS training participants’ satisfaction. Several 

studies about DTS include evaluating the quality of the VSGA program [9], under-

standing the DEA program and its benefits, as well as a communication audit of the 

program [10], analyzing the effectiveness of the DTS program in enhancing ICT pro-

fessionals' skills [11], explaining the analysis of ICT training needs, the methods used 

in training, and the supporting and inhibiting factors in training [12]. Other research 

includes examining the opportunity and challenge of efforts to increase digital talent 

among MSME actors in Indonesia through DTS [13], describing the resources utilized 

in the implementation of a GTA program based on the types of resources [14], explain-

ing the implementation of Talent Scouting Academy training in fostering entrepreneur-

ship for PPG teachers [15], explaining Artificial Intelligence training from Thematic 

Academy for educators and teachers [16], and the utilization of digital marketing chan-

nels for MSMEs who completed DEA training [17]. Only one study has been conducted 

regarding the level of satisfaction of DTS training participants, which was conducted 

to determine the effect of satisfaction with LMS usage on the competence of DTS the-

matic academy participants [18]. There has been no research on participant satisfaction 

with the training provider, the overall training administration, the courses, instructors, 

or training materials. Therefore, this research is expected to fill the gap in research on 

customer satisfaction in DTS training programs, particularly on the training administra-

tion, courses, instructors, and training materials in one of its academies, Thematic 

Academy (TA). 

2 Methods 

This study utilized the Net Promoter Score to measure satisfaction among Thematic 

Academy (TA) training participants in West Java and Banten Province in 2024. Net 

Promoter Score (NPS), developed by Reichheld [19] is a popular tool widely used for 

measuring customer loyalty, satisfaction, and overall experience quality in various 
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fields [20],[21]. Studies have shown that the NPS method provides insights into cus-

tomers' willingness to recommend a product or service to others, reflecting their loyalty. 

By understanding the NPS results, organizations can gain actionable insights to enhance 

their services and programs. Net Promoter Score (NPS) offers a straightforward and 

useful method of classifying clients based on their responses to a single question: “How 

likely are you, on a scale of 0 to 10, to tell your friends, family, or coworkers about us 

(or about this product/service/brand)?” This simple question can be modified to the 

question: “On a scale of 0 to 10, how likely are you to recommend this product or 

service?”. These responses will classify customers into three categories: promoters, 

passives, and detractors, each with a distinct behavioral pattern [19]. The people who 

scored 9 or 10 are known as promoters. In addition to making repeat purchases and 

offering businesses helpful criticism and recommendations, promoters spread the word 

about the business to friends and coworkers. Individuals who scored 7 or 8 are consid-

ered passive. They are more passively contented clients. Due to more appealing adver-

tisements or lower prices, competitors quickly influence this segment. Lastly, respond-

ents who scored a six or lower are considered detractors. This suggests that detractors 

communicate their negative evaluations with friends and coworkers because they are 

unhappy or unsatisfied with how they are handled. 

NPS, which might vary from -100 to +100, is calculated by simply deducting the 

percentage of detractors from the percentage of promoters. According to Reichheld's 

research, companies with the highest promoter-to-detractor ratios in their industry gen-

erally have robust profitability and healthy growth [19]. BPSDMP Kominfo Bandung, 

a Ministry of Communication and Informatics subsidiary in Bandung, West Java Prov-

ince, held the TA training courses in these regions. We used an online survey question-

naire to obtain the data with a purposive sampling technique that targets specific char-

acteristics or criteria. Respondents came from West Java and Banten Provinces. They 

were alumni of the Thematic Academy training who completed the program either 

passed or did not pass the training from an online or offline course. To determine the 

minimum sample size, this study used Slovin’s formula. With a population size (N) of 

700 training participants and an acceptable margin of error (e) of 0.1, we should obtain 

at least 87 respondents. The results are presented descriptively to gain a deeper under-

standing of the level of satisfaction. The variables measured in this research are satis-

faction with the training organizer, the instructor, the course material, the course theme, 

and the information provided through the organizer's social media. Those variables are 

reflected on the survey questions as follows: “On a scale of 0 to 10, how likely are you 

to recommend a) DTS training, b) the training organizer (BPSDMP Kominfo Ban-

dung), c) the trainers, d) the course material, e) the course theme, f) social media (In-

stagram: @bpsdmp.kominfo.bdg) to your family, friends, or coworkers?”. The numbers 

of respondents who are promoters and detractors were calculated. Respondents rated 7 

or 8 are considered passive and excluded from the NPS calculation. The score is calcu-

lated using the formula NPS= %promoters - %detractors. The percentage could be both 

negative and positive. Based on Reichheld and Markey [19], the result will be catego-

rized as shown in Table 1: 
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Table 1. NPS Score-Category [19] 

NPS Score Category 

-100 to 0 Unsatisfactory 

-100 to -50 Deficient 

-50 to 0 Insufficient 

0 to 100 Satisfactory 

0 to 49 Sufficient 

50 to 100 Excellent 

Baquero elucidated that deficiency signifies that the client evaluates the quality of 

the service in a markedly negative manner [22].  Insufficient denotes that the quality of 

the service is viewed unfavorably by the consumer. A score ranging from 0 to 100 is 

deemed satisfactory, with 0 to 49 classified as sufficient and 50 to 100 as excellent. 

Sufficient indicates that the consumers positively perceive the service quality. The qual-

ity of the service is evaluated very positively by the customer if it falls into the excellent 

category. This study employed this classification. 

3 Results and Discussions 

After the questionnaire was distributed online to the training participants, 112 responses 

were collected. There were 67 female respondents (59.8%) and 45 male respondents 

(40.2%). Among them, 75 respondents attended offline and 35 attended online training. 

Respondents who participated in the offline training came from South Tangerang City 

and Bandung City. Meanwhile, those using the online method were from various re-

gions of West Java and Banten Provinces. The satisfaction level of training participants 

and the overall score will be calculated using offline and online methods. The score 

calculation yielded the following results (Table 2): 

Table 2. Results  

Variables  Overall Offline Online 

 NPS Category NPS Category NPS Category 

DTS program 89.3 Excellent 85.3 Excellent 88.4 Excellent

Training organizer 93.3 Excellent 97.1 Excellent 92.0 Excellent

Trainers 89.3 Excellent 91.2 Excellent 87.5 Excellent

Course material 86.7 Excellent 82.4 Excellent 83.0 Excellent

Course theme 89.3 Excellent 91.2 Excellent 87.5 Excellent

Social media 84.5 Excellent 87.5 Excellent 85.4 Excellent

Source: Author’s work 

Table 2 demonstrates that all variables are in excellent category. The DTS program, 

training organizers, trainers, course material, course theme, and social media providing 

information about DTS training all have high NPS scores. This signifies that the train-
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ing participants have a significant positive perception of the service's quality. Each var-

iable does not have a negative score, indicating that none of the participants have a 

negative perception of the service's quality. For the overall category, the highest score 

variable is the training organizer (+92). This implies that participants perceived the or-

ganizers positively and were likely to recommend the institution to friends, family, or 

coworkers. Training students also perceived the training organizers’s social media pos-

itively (+85.4), which confirms that social media provides adequate information for 

them.  The factor with the highest score is the training organizer when undertaking 

online training (+97.1), and the lowest score is the course material in online training 

(+82.4). The result shows that, in general, the NPS scores for online training are higher 

than those for offline training. It contradicts the notion that online training courses al-

ways have more disadvantages than offline training. In an online training course, par-

ticipants use an online meeting platform rather than meeting with the training adminis-

trator or trainers in person. As a result, it is difficult to accommodate the needs of the 

attendees; thus, service quality is poorer than that of the offline method. 

4 Conclusion 

This study showed that the overall training participants' satisfaction with Thematic 

Academy training in Jawa Barat and Banten is in the excellent category. The DTS pro-

gram, training organizer, trainers, course materials, course theme, and the training or-

ganizer’s social media are highly likely to be recommended by the training participants 

to their families, friends, or colleagues. These results imply that the organizer con-

ducted the Thematic Academy training programs in West Java and Banten province.  

This can provide organizers with an insight into how satisfied their training participants 

are and can be used to evaluate future training. Research using the NPS Score is 

straightforward and can be used by organizers who seek immediate and practical re-

sults. However, it has numerous disadvantages. For example, it is impossible to deter-

mine which variable components require improvement. This method is simplified, and 

we may require different methods to conduct a comprehensive training evaluation. The 

results reveal the level of satisfaction but fail to explain why the participants are satis-

fied. The score could not explain the complexity of human emotions, traits, character-

istics, or other factors that correlate with their satisfaction level. In the future, additional 

investigations on training participant satisfaction and their experiences can be per-

formed to capture cultural variance affecting the level of satisfaction. 
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