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ABSTRACT

'.':l'he purpose of this research was to dclerrniﬁs'_'_\:whc(her The Céﬁputer
: .He]pdcsk vocaﬁﬁﬁal computing' course, in coﬁjunction with The Virtual
'-Workptucc mmu]auon computcr program, changed attitude about customer ._
: semcc Th:rty-sevcn adult female students at Fu_|a1rah Womcn s College of - :
' ihe Higher Colleges of Technology in the Umted Arab Emirates took part in.
) _the study, To assess possible amtude change, a combination of obscrvatwn, '
interview and survey techmqucs were used. The Likert scale customer sewlcé:
.atutude survey, which measured beliefs and perccpuons about customer

- service, formed the primary data gathering instrument. Qualitzilive and
_:quantltalwe data were tnangulated and quanntatwe results were analysed
usmg MANOVA. Results suggest strongly that the comblnallon of the
.; Computer Helpdesk course n_m_:l the Vlnua_l_Workplacc sm'lulatlon program
generally did not change atliuf:de_ about customer service, however some

: degree or amount of attitude change in some subjects was c_l_e_t:ecled.
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Each college is physically well resourced andhm. numerous mullir_ljl:edia
teaching laboratories, and FWC is no exception. In the context ﬁf Lhi; study
it should be noted t_hhl the term mu!n‘medr‘é_: f;:fcrs not only fo the use of siill
photos, movie scgmcnls or audio voice segr'nc'nts. but also to the ﬁﬁi;bbseﬁal
design and app]lcallon of educational compulcr-bascd mu]llmedla appllcd s0
that students cxpcncncc aspects o theit course content that they wou[d
othcrw:sc not be ahlc to expetience. This typc of education lechnulthy
supporis a camerstonc of the HCT efforts, nnmc]y to assist studenls to
develop effective etim:s, practices, and attitudes toward work and \fprklng

with others, and is i:cing progressively imé'gmlcd into all of the progra.ms

Acsdefnic programs
The acadcmlc progmm areas encompass Busmess, Information Technology
and Engmeenng 'I'cchnoloby, and most progmms comprise Ceruﬁcatc,
Diploma, ngher—Dmlomu and Bachelor quahﬁcauon FWC offers most HCT
programs in common with all other HCT colleges with the cxceptmn of those

in the Engmccnng u;ca as these programs are offered only to male students,

: " Significance of the study

Given that most Arab states in thc rcg,:on appear to cxh:blt cu]tural
norms and amludes s:mtln.r to thase cxhlbltcd in the UAE, it is rcasonnble to
extrapolate thc local education need at Icast to other places or areus m the

Middle East Gulfreglon The popular prcss in the UAE, such as thc Gulf



Ncws and .t_he Khalegj Times, cqnstantlg.( provide articles and editorials that
espouse the need for education institutions such as the Goverment funded
UAE Uﬂvéﬁity, Zayed University and the HCT, to prepare grﬁduateg for
work in the international arena. Wherever there exists_ a need to educate
students about attitudes different from theirs, there also exists a need for °
research into how thi.f. may be accomplished effectively, We élqo needto”
know the rﬁle of corﬂ.puter technology in bﬁnging about this chénge because

this technology is being deployed within the classrooms at a prodigious rate.

Prepat.*i'ng studerts for wo;-k '

Sinee is inception in 1988, and o the insistence o HESN, theHCThas |

“ striven to prepare its graduates .f'ur entr)g inﬁ) intemaﬁunal woi_‘ﬁ. Akey
concem is that each and every student must develo;'t.a set of eﬁ'ective,
“Westemn sfyl:_.work related attitudes. In st;me HCT ﬁrograms there exist
specific subjects that attempt to meet this concern by developing attitudes

_ .guch as: cﬁrm'ng to work on fime every tiﬁle; workiqg well with people from

" other cultures and bat:kgroun&._éj acceptiné’ orders; and effectively interacting

and communicating with customers.

The Computer Information Processing program

One particularly popular and well subsciibed vocational program is the
Computer Informati'bn Processing (CIP) Certiﬁcate'progrmn that produces

.compul'.ér___téchnicia.lis or technical assistaijlts.
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Fiéurc 4 sho\;vs the structure of t.he CIp program. A second yéar compoﬂnent
of t.hls thrcc year program is thc Computer Helpdesk course whu:h was
designed ﬂ.l‘ld developed in 1997 by the authnr Tlus course prov:des students
with an opportunity to develop ;ﬁ‘ecnve_ c_ustomer—semce attitudes and_
b;:haviou.r aﬁd has m't.lltip]e ain‘ig including developing wurk-_l-ﬁuased lahgbage
and commdﬁicaﬁon skills, fostering teamwork in a \:rocational conlext,
developmg temn-based pmh]em-solwng skllls and mvolwng students 1n

momlonnq theu' perfonnance

In the CIP program howcvcr, the focus is hcawly weighted tuwa:d whnt one
could describe as pure IT skill development where students are trmned to
becomc skllled and effective IT, cnd-user support persons, albcit at junior -

levels.

15






The Cumputer Helpdesk course

The one sub]ect within the CIP Cerhﬁcate program that addresses affechve :
elements is the Computer Helpdesk cougse, The attitudinal elements of .
empathy and eﬁectl\re lmerpersenal commumcanon, for example, were
del:bemtely included in this course based upen the author 5 expenence of the
typical role of the computer setvice technician, Interestmgly, the CIP
Program team a l:ncu:l;r whlch determmes the a:ms and stmcture of the
pmgram and the courses within 1t, has been pursuing the reducnon oreven .-
elmnnatwn of all overt affectwe elements in faver efoompctency-based |

(echmeul e]ements

The most important issue for the CIP Program:Tenm however, given its
charter of structuring the program, is that it needs cent;rete data upoi_i which
o base future decisions about the structure of the Computer Helpdesk'course,

“and this.sl.udy is designed to provide specific data tha_f_can be used, |

HC!‘ support for The Computer Helpdesk course -

The HCT funded the development of the Computer Helpdesk course in 1996
T_he author designed and developed the course into a working form _Lhat was
teught throughout the HCT system w_h_erever.the CIP:prograej was eetive.
During 1996 the type of courses develeped for the system al;nest in've,riabl:_,r
.eonstituted a 'raditional’ paper-based format 50 this eethur eeeated e 'stude'n:t'
workbeok a teacher resource kit and assessment exere:ses and tasks in paper—

based form. One departure from this tradmonal format of learmng resource

17



_ howe;rer, was the subsecilient development in 1997 of an accompanying
computer siﬁ1ulaﬁ:in program for Computer Helpdesk students. During 1997

_the HCT deéf.idcd to move its course material and teaching methods into a

; predominantly computer-based medium, and part of the institutional “

.. commitment to this encompassed the skilling.of tenchers in computer

technology and the development of computer-based and online Iearmng

material. A'CD-ROM based [eaming aid designed for The Computer

- Helpdesk course was the result of this HCT support.

- The HCT funded the design and devel(.)pmen:t_. of the Virtual Woﬂ_'cplace._
fearning sirulation program url_&er its"ongoing proféssiom_ﬂ deveiopment
(PD). proﬁn for HCT teachers, The i.:'_imding; in reality sei;\;red t“;_o purposes,
i: namély to enable the project pa_i'ticipahts to flévcloﬁ skills in muliimedi_ia

" matorial design and development and to produzce & multimedia product that

" coudd aid CIP students, éspeciaily female stuﬂents, to dev_élop effective
customer service ﬁttitudés by experieﬁcing cﬁstomer service interaction ina
: non-threatening face-to-face simulation, The cost of the development of The
Com.puter. Helpdesk course was $3,000AUD whilst the cost of development .
of ﬁe Virtual Workplace simul.ation was $8,ﬂUDAUD which indicates that

.' multimedia material is more expensive to develop than paper-based acedemic
courses. These sums are significant in the context of tight HCT budgets and
indicate the degree of importance that was placed upon development of both

- the course, the learning aid and the skill of teachers in the area of technology.

18



It 1s important for the CIP Program Team to know whether the Computer
Helpdesk course develops effective attitudes, as this knowledge will inform
the'._ﬁ.trlher refinement of the academic structure of the program and miay

evén justify retaining or indeed strengthening the teaching_of affectivé
do:ﬁain elements. It may also indicate whether the overarching aims of the
HCT as set down in its Mission Statement and in publlc stalements by HESN

are bemg met.

f_ﬁmnse of f__he study__._

This study sought fo determme whether undertaklng the Computer
Helpdesk course results ina change of attmxde about customer service in

tlu_;ty-four female stude_nts undertakmg the C]P _Cemﬁcate progiam a_t FWC.

‘Research question

The prlma.ry questmn is does the HCT Compurer Helpdesk catirse
change the cu.sfomer servfce arrimd’e of UAE female sub;ecrs? A secondary
questmn is do_es the V:m_ta! Workplace simulation program assist Ih:s_

cﬁénge?

19



Conclusi&n

Thls sl‘udy sought o determme 1f a chn.uge in customer semce attltude

owurs asd rcsult nfundertakmg the Computer Helpdesk Course

The data obtmned from the study may mfom'l future reﬁnement of thc CIp
vocauonal program by the CIP Progrmn Team, and may alsn detenmne
whether the Computer Helpdesk course should retmn its aﬁ'ectwe dnmam

e]ements

20



CHAPTER TWO

THE COMPUTER HELPDESK COURSE

lut_"i'odno.ti_on _

In thig chapter thc lnstoncal background of the Compulcr Helpdcsk
course is dlsoussed The dlﬂ'erent versions or 1terancns of Lhc course are
.prcsented along with t]'lBll' fimeframes, and thc su'ucture of lhc course in :ts
present form is shown The hlstoncal account is 1mportant for it explams why

Lhc Computcr Hclpdesk courso exlsts m its currcnt fcrm

Initial dcvelopmcnt of the course .'

In 1995 the HCT roquested the uuthor to develop the Computer Helpdcsk
) '.\rocat:onul lram_mg cou_rsc. The papcr_-based c_oursc content, __leamln_g aids, -
‘teachess notes and slu&'ent workbook were all oevclo'pcd by;_the author and_.

_ .i;cprcsenled a tradition'al form ‘of vocaifonal course nioterial and scqucncing
_Emphasm was placcd on mcorporahng affective- domam cnablmg conl.ent and
:student achvmcs asa resu[t of the author's twcnty years of ]Jl'OfE‘z"ll'}ﬂa[
expcncnce in the ﬁclcl of computcr servlcmg The course was nmplemented

1hroughout thc HCT ma]c ond fema]e collcges in 1996

21



Versions of the Computer Helpdesk course

Inits ﬁrst mcamauon, the Computer Helpdesk course formed an B-week,

5x 4S-m1nute pericds-per-week course compnsmg six ehnpters or, umts The

i'rst four chapters [aid the theoret:cal foundatlon of problem 1denhﬁcatmn,

analyms and solvmg leading up to the final two chapters t.hat covered the

hendlmg ofhelpdesk cal]s. Numemus oppormmnes for ruIe p!aymg exercises

were provided Lhroughout the course 50 that students could develop affective

domam aspects and pmt:ee effective customer service techmques Table I’

shows the chapters wn.hm the course at that fime, _'

Table 1

Chepter structure of the'l_)rigiual Computer Helpdesk course :._

Chapter Title :
' ~ Functions of a Computer Help Desk Opemtton
" The Problem-Solving Cycle
Problem Solving Techniques and Tools
* Resolving Software and Hardware Problems
Handling Customer Problem Calls (A)
Handliog Customer Problem Calls (B)

SRR

Tl'le 1996, 1997 and (early) 1998 offerings of the course were gi\l_'e:n the
course code of COMP2445 and was alway's offered in year 2 - final teml
of the CIP progmm The course, at the authors mmstence, was scheduled
to complete Jllst bel‘ore studenls went out 1nto the workfome on then'
workplace expenence course as 1t was beheved that the Skl]]S leamed
and the practices developed cuuld potenlm]ly asstsl students dunng

their work placement experience.

22



Table 2 shows how the 1998 revmcd version of the Computer Helpdesk -
._-course integrated withm the CIP Certificate slructure et that Ume. Itis wonh
" noting that thls verswn of the course was reseheduled to be undertaken

- by squecw after they_ completed th:_:_ir workplace e;c_penence.

. Table2

1998 CIP Program Matrix - year2, term 8

Tinieﬁ'ame . Course Code Course Name

COMP 2444 Help Degk 11

COMP 2446 Business Software Project
ENGL. 2404 English for Computing IV
ENGL 2406 Generel English Skills IV
WORK 2464 Work Placement: CIPR.

Year2 -Term8 COMP 2442 Help Desk I

' The conleﬁf of the course remained the same between 1996 and i99s

' however in 1998 the emphasm on the affective dumam aspects and exerclses
: decreascd as a result of decisions made by the cIp ngmm Team The smgle
- cours__e was spllt into two halves, each half _hemg given a separate course code
" and name resulling in the desigmﬁ}_{ns COMP2442, COMP2444, and Help

" DeskI, Hel;; Desk II renpectively. Tahle3 shows ﬂ)& learning outcotnes or
 objectives f this tw'o_-cour';e set, Itis inl'e._resting that the HCT course
P catalogue fm'- 1998 stated "The two help desk courses run in conjunction with
each other overa 4 tu 5 week penod (10 hours per week) The course content
S - best taught as one course and it |s highly rccommended that the same '

. instructor teach both cou:ses" (HC_'_I', 1998_).

23



Table 3

Computer Helpdﬂk dual-course ubjectwes

Help Desk I poals Help Desk IF goals

" Describe the function of a computer help Develop help desk skills
+ desk operat:on '

- Develop prublem solving techniques Produce documented soluticns to

sunple prablems
- Respond to prob]ems asa heIp desk Praclice solving sn_rnple problems

' operator

" In 2001 the 1998 version of the Helpdesk course was chinged back fo a
 single course with anew course cdde and name oi' CIPRQ204 and
* Information chhnology Support respectlve]y Tahle 4 shows how this

. COUISE Was mtegrated wn.hm the current CIP Certli‘ cate structure,

.: The eﬁlphasis of the._ cours¢: ance a;ain cﬂz_;_,_nged ;111& to tﬁe wisl.;.t.as of tE-_le _
P ProgmmTeam and this time "ﬁmst ot."the afféctive dbmain afspects and -
* exercises were removed in- favor of competency—based style techmcal tasks
The tn‘nlng ofconduct of the course remmned the same ag Lhut ﬁ'om 1998 but

“in 20[)1 the acadermc yea: for CIP chmlged ﬁ‘o:n four terms to twa semesters
" Fabled

2001 CIP Pl"ugram_; Matrix - year 2, sehiester 4

Tlmefrmne . Course Code . Course hamg
Year 2 - Semester4 CIPR 2202 Introduction to Networklng
.. CIPR2204%:i Infofination” TechnologySuppoit
CIPR 2206 Database Applications

ENGL 2212 English Skills IV
WORK 2208 Work Experience

24



The ﬁiﬁg]e, constant element in all versions of the course.'from 1998 is the
avmlabnl:ty of an assccmtcd course multimedia mmulatmn learmng aid called
'I‘hc Vlrtual Workplace. Devcloped by this author, the Ieammg aid 1n(cgrates
with the chapters and goals of the course and emphasizes the affective
domain agpect of i_r_lteq:crsoni_ﬂ communication rcquired'_\;r'l_i_e.n solving

customer problems,

Usé of The Virtual Workplacé "Iea'ai'lﬁng aid, however, is iﬁe choice of the
mdwtdual course teacher, and few Computer Helpdesk teachers have

appeared to use the Iea.rmng md

Conclusion

Iﬁ lﬁi__s éhapter we have seen lhat The Computer Helpdq;_l_c;c':purse was
developed by the auther for use in the CIP program. lnitfé]ly, numerous
ﬁpﬁdmﬁities for deve]opment of customer service attit:dée' were embedded
: \mthm the course, however modlf catlon to the structure and content of the
cousse belween 1998 and the presenl has resulted in many npportunmes

bg;ng replaced with exercises de51gned to develop comp__etency in computing,

In 1997, a computer based mulfimedia program called Th_e Virtual Workplace
was i‘leveloped for use with"["hé Compuler He]pdesk cotifse This computer
program models effective customer service and atmude, and provides many

opportumtles for learners to pmcnce customer service mtcrncllon

25



CHAPTER THREE

. THE VIRTUAL WORKPLACE LEARNING AID

. Introduction

This chapter describes the design philosophy and the structure of The
.._.V_irlual Workplace simulati_pﬁ t_:__dﬁ_ipu_tcr program, and nddl‘_e_s_s:'i_’.__'_s_ the usage of

thc product that is designed to support The Computer HclpdéEk course.

Design
Integration of the content sections of the simulation with the chapters and
" themes of the vocational couirsé is necessary so that the simulation program is

_'h__beneﬁcial and rewarding lea_inihg expericnce for studcﬁts.- The themes and

: enu selections in the sir;ﬁlil.gi'ti'on'wcre designed to mateh the Computer

: "He.lpdcsk course chapters as Lhcy .nppearcd between 1996 and 1998 and are:
‘s Functions of a Compuler' Help Desk operation;

. ‘s _The Problem Solving Cyé(é_;’ _

_"'». Problem Solving T:chﬁiqu_es_an:d Tools;

. Resolving Software and Hardwa:c Problems;

: Handling Standard Custor_ﬁ'cr Problem Calls; and
s Handling Difficult Customer Problem Calls,
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The menu item or selection titled videophone cali forms the core of the

learmng experience, the other six sections function as support material to

cuncepts covered in chapters one through four of The Computer Helpdesk

'\ course, The videophone eall section encompasses all the content and

objectives in Chapter Five and Chapter Six of the course.

Setting the s't.:ene

In support of the Computer Helpdesk course objectives, the simulation

attémpts to provide a realistic and vivid simulation of work typically required

by that of a computer help desk operatd_r. When students sia_rl the simulation

they enter a mictoworld (refer to the Literature Review section of this thesis

_ fm:'d'etails about microworlds, pp. 56-59) of a customer service helpdesk

whete they assume the role of the helpdesk operator.

Six specific pedagogical principles infd;med the design of the simulation: .

Cullaborﬂ.tiyc' Learning;

Adaptive Leéﬁiing;

Complexity; - _

Ludic Lcam:ﬁg (left and nght bram function);

Flexible Leaming; and

. Formative and Summative Assessment.
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] Not mmstandlng that students us:ng the stmu]atmn need careful gmdance
| and support from teachers, a slgntf' cant e]ement of leamer contml is
incorporated _cn_' embedded within the s:mu]atmn. Reeves (1997) pmffered
. :_. that whilst cb_nventionﬂl wisdom suggests that It_!amer control makes
Cumpuler—Baﬁed Education (CBE} more effective through indiviﬂua[ising
 instruction éﬁd_mnking it m_dfé'_.motivating, numerous studies ha%r'é not
_detennined tﬁis An imporianf difference between conventional éompuler—
. assisted mstmcllon (CAl) and mult:med:a is the sequencing of the instruction
: and 1n1brmatlon (Oliver, 1994), and it is belicved that learners havc greater
control with mu]nmedla materials, and that thelr choices are typ:cal[y non-
linear in fash:on These e]ements combme to result in greater user mouvauon

- Whllsl this non-lmear control may result in & haphazard approach by learners,

' ' this type of conlrol is one of mulhmedla s key chamctenstlcs a.nd strenpths if

it is dmgned appropriately, al;d The Virtual Wo_rkp]ace deS|gn mcorporates

* thisview.

.- ~ The simulaﬁqn presents a vid.euphonc based computer problem ¢all from a
B computer heli:desk customer.. The customer's faée appears full-screen and
his voice co_rn_é_s through the attacked computer speakers requestipg help
* and providing feedback as and when appropriate, The customer's feedback

couples 'with thc responses ﬁ’om the subject's “managet”, a person previously

o ldcnuf ed to the student dunng the simulation, This feedback ta.kes the

.. formof au_du_), _v_:sua], and comhmed aud:o-\ﬂsual responses. With some
* feedback there is deliberate exaggeration of thé"éaller‘s facial exﬁress.ibns
% and voice intoration in order to provide an elemient of humour to promote
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Conclusin#
In ths chapter it i_vas seen tha_t_h_compu_ter ﬁu::_l'l_:.imedia soﬁi;a_a:e program
can'i:d The Virtual Workplace wa.s designed n} integrate with the content and
sequencmg of The Computer Helpdesk coursé. The program emphasised two
of the six chapter in the coume, however matenal for the other four chapters

in t_]_1_e course was also included.:

The program pnmanl}' simulates a customer ﬁlalﬂng a service request viaa
wdeophnne call and the learnier must respond aceordingly. The videophone
call section of th'e program 15 demgned with three pathways which leamers

can proceed along Only e of the pathways is appropriate and provides for

a succcssful outcome to the leamer.
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CHAPTER FOUR

REVIEW OF LITERATURE

_ Introduction

This chapter discusses the literature relevant to attitude in general,

* customer service attitude specifically, attitude and constructivism, captology.
 and thé use of computer-based simulation programs. Methods for determining
- attitude, inéiuding the use of computers are discussed and previous studies

~ that determined attitude are overviewed, The chapter concludes with a

~ summary of the chapter’s findings,

The purpose of the study was to determine if attitude about customer service
changed when female CIP students interacted with a purpose designed _
vocational training course augmented by a purpose designed computer-based

simulation 'program.

The use of a course purposely designed to prepare subjects for wbrking ina .
computer customer service role, called The Computer Helpdesk, witha
computer program purposely designed to influence attitude in the specific

area of customer service, called The Virtual Workplace, is cote to this study,
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Aspects a_Bout attitude, the determination of aititude, and educational

constructi\_rism are integrel to both the vocational eo_u'rse and the leaming aid,

Attihlde

To study s.ny change in amtude one must first gain an apprcclatmn of

what constitutes attltude,_ :_md then dec:de how one mlght determine attitude.
Cne deﬁeition states'ﬂlet an attitude is defined as a "combination of_‘ concepts
and infuﬁhation combined with ajudgfr_rient that results in an emqtic_nal
tesponse that affects beﬁe\'iuur" (Wloei:_kcw.ski, 19855. Concepts and .
iﬁomaﬁon don't just simply appear iq the mirds of people, they must go
through soine form of cognitive process of both reco'ghitien and assitnilation.
Another deﬁnition states that attitude is & predisposition to classify objects
and events and to react to them with consistency (Encyclopaedia Brittanica,

2000).

The classification ofoisjects and events, and the subsequent mac:ian also
suggest a degree of ccgmtwe process w:thm a persun. If one accepts that
altltudes arca developed pred:spcsﬁmn resulting ina consmtent response to
specific mtuatmns (Flshbem and A_|zen, 1973), theyr can potenually then be

modifi ed ar cha.ngcd

Attitude and Social Interaction _
There are numerous theories on how attltudes are formed or changed some of

these include, but are not limited, to cognlmre dlssnna.nce, attribution,
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expeci;hcy-value arid consistency (Fishbein._ét al, 1975). But a valid afti_tude
of any éort about customer service, whether it is either pogiﬁve ar negalive,
demands a social hxperlenl:e base with whlch to work since customer service
isa form of soclal mteracuon. ThlS is perhaps a reasonable premise because
of the human mtenct:on s.nd cnmmumcatmn demanded by the process of
mlerpersonal conn vmr. hun that takes place Logically, one's expenence
must inform attltude, because attttude is acomposne carnpnsmg mtemal
behef‘s,_ pre-dlsposmons and lea_med behavluur, things which equate to and

are hedvily influenced or informed by pc:snﬁal experience,

The use of Bandurd's Social Learning theory (Bandura, 1993) may be
appropriate when learning about attitude, as tod might Hull's Drive Reduction
theory-_(Hull, 1943). Social Learning theory f‘ur example encompasseé. _
situational influences that influence behaviour and aﬂit_ul:ie. Attitude has
tradit_ionally been considered difficult to assess directly énd research suggests
that n.ssessing behaviour, which i.ﬁ most like:ly the indiréct outcome of

attitude, is easier.”

" The Social Leaming theory (Bandurs, 1995_) relies heavily on the ob‘ééwing
and modelling of.l;'él.;gvinur and spans both cognitive and behavioural
frameworks but the connectioﬂ' Between attitude and behaviour is a
challenging area of research. Even though definitions of atitude commanly
tefer i:o behaviour.nr: lhe intenti.on to behave, the proof éf such a connection is

considered tenucus..
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Fishbein and Ajzeﬁ' (1.975) discussed the l.i'nk.between attitudes, intent and
behaviour, but also clalmed that attitudes alone are not good pred.lctors of
behaviour, With arelauonsh:p between personal interaction and a person ]
beliefs and behawour, and consequences of hehavmur or attltude, 1t could be
stated that rewardmg consequences aﬁ'ects personal attitude (Zlmba.rdo,

Ebbeson, & Maslach, 1977}, A positive exper:ence of customer semce

. therefore should mfonn or shape a person s atmude dﬁferently than a

© nepative experlence would The concept of rewardmg appmpnate amtude or

behaviour appears alsn in Hull's Drive Reductlon theory (Efull, 1943) where

the end-result of a posmve reward for an appropnatc behaviour remforces the
appropnate behavmur the stimulus (S) operates on the organlsm (0) causmg

a resulting action o or { outcome R) whlch is rewardecl and subsequently

reinforced. Hull's Dnve Thecrry confarms to a behaviourist view ofattlmde.

E Attitude and Cogmhon o -f:'-"' :.. _ ' :.

| One could also suggest that a study ussessmg subjcct's attitude reqmres
thosc subjects to b_e cogmsant of their own gthtudes and how their a__mtudes

‘align with thqs§ regﬁired for the world of iﬁﬁﬁiational work. Thlsallgnmwt
with international work accords with the Miésion Statement of t_hg-'.HCT, and
a cognitive eléméﬁ_fof attitude appears in most definitions of ntiitu:_d'ezwherc
attitude.s are seen to be the result of leamning from a variety of squ;%.es :
(Hergert, 1997). "I.'“Iﬁs:"cbgnitive, as opposed to behaviourist view, appears

' to demand that students must demonstrate metacugmtwn, or hlgher— .

) order thinking, thereforc it is logical to suggest that whichever multimedia
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education tool or aid is used it should engage shbjects copnitively and’

enhance their higher order thinking.

This possible need for metacognition within students supports the core ur
underlying bams of the Copgritive Response Theory (Greenwald, 1963), _

a model which describes how one acquires and then changes attitude aboﬁt
something through a persuasion scenario, It has been used by researchers m _
the field of social psychology, butis cogniﬁﬁn really related to attitude?
Some consider Lhe two to be highly related; Miller (1981) believes that
cognitive responses medlate attitude change. Thls strongly suggests thnt
cognition and cognitive responses affect final attitudes. The model assumes
that learmning takes place or in other words that leaming plays a mle in '
dstermining amtude change. But the development of higher-order thinking
and leaming that might enable the modification of attitude, may demand a
sophistication of 'Ei;dn-sequenﬁal and adaptive learning, To this end cqmp'uter-
based simulation.programs of the microworld type offer potential for attitude
change. The aé't'__c.;f immersing students within a scenario or set of well-
designed and controlled experiences may facilitate effective leaming to a

greater degree, -

Determming athtude _
To assess amtudes, researchers have usecl cumbmatmns of both quanutatwe
and qualltatw:_ research methods (Draper et al 1996, Reed and Palumbo

1992), Aﬂi.m_de__s_,_ however, cannot be dire_ctlj}' perceived but must be inferred.
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This means that one must obtain data from either the observation of
behaviour, or obtain data from what is verbalized or written. The elements
involved in the compoéilion or affectation of attitude are shown in Figure 7,
which shows a dingram adapted from Underwood (2002, p.1). This diagram
demonstrates the somewhat nebulous aspects that assessment of attitud_e
entails, Elements such as emotion, cognitive responses, and overt actions are

open to interpretation when used to infer attitude.

Befefs

ATTITUDE,

Bahaviow

Dyed actioes
Yeachal sisternants
abaut
HM" hanviour

Figurt7 Elements that comprise attitude

Th_e connection between attitude and behaviour is somewhat tenuous
however, one must elicit & communicative response to infer the attitude.

But as a researcher, dogs one get what is valid or does one pet only what is
neceptable to be divuiged by the subject? To this end, researchets assume the
responsibility for creating reliable instruments or tools that accurately gather
valid data (Hergert, 1997). These instruments can comprise questionnaires or
surveys, therefore when obtaining data vin expression or assessment of

attitudes, effective communication becomes critical (Hergert, 1997).
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The written form of such tools usually comprise Thurstone or Li_l-c_ei‘l_: scales
{Burns, 1992) with an.essential difference between the two being the
o ~ eomplexity or nurrib_er of the questions or the statements used. The mam issue

. is that any instrument used must communicate effectively for it to be valid.

Previous studies about attitude change
An example of 8 previous siudy of meast_iring gttitude change that ipi_!ulvefl :
computer technology, in this case in the ﬁnfi_n of a computer-based ‘software
multimedia program similar to that of the t:érﬁhination of the Comﬁ_iil_er
Helpdesk course m{d The Virtual Workplace learning aid, is a fése&éh '
project developed at the Missouri Institute of Mental Health (Epstem, Sage,
and Weddmg, 995) Researchers at the Instltute created a multlmedla
exhibit, comprising both a fixed display of _s'_lill photographs, and an
interactive multin.l.éﬂia computer program .for public education onmenml and
addictive disorders, E[:Jsing two diffevent samples they were gble _toéhow’
significant irnprovéh;lent in knowledge about the disorders and significant
positive increases in attitudes towards persons with mental illness, ﬁsing a27-
" item Likent type pfétestr"posttest quesﬁonnajre. Their study inclu'de._@i_.-"a_;, no-
' treatment control group and controlled for prefest sensitisation via;"positest.

only proup.
A second example, 4 study by Chaitt & Stires (1979) undertaken ot the
Indiana University of Pennsylvania, used & pretest/posttest assessment

" format, and employed what could be considered as an unusual variable in its
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attcmﬁt to look at "the relationship between attitude change, recall of
previous attitudes and dissonance between these two perceptions” {Chaitt &
Stires, 1979, pzi Seventy-two female, university undergraduate students
were _ﬁndom]y'éssigned to one of three treatment groups, and each g?oup
underwent a diffefent sequetice of pretest, recall survey and posttest using the

same assessment instruments, Chaitt & Stires (1979) state that:

Goethals and Reckman administered a pretest which included
" & measure of attitudes toward bussing, Within two weeks,
“subjects parficipated in a discussion in which a confederate

argued apainst their original position. A posttest showed that

the cotifederate was effective in changing their attitude. (p. 2)

The unusual variable was the use of the confederate whom argued against
the attitudinal position taken by subjects in their pretest. An important and
perhaps relevm_i_t finding which may iﬁpacl upon the study found ﬁl&t "the
act o_i% tetling someone one*_s attitude is a salient cue that we use when
inferming whntl:n.ur sttitude must be" (Chnitt & Stires, 1979, p2). This reflects
probably on ﬂi_g.j__issue of s__l_l_bjects being cognls{a_nt of thcié own at_tin_xﬁe in

this author's study so it iﬁf_'onns the 5t_udy dwié&. Anoth.:.ir"interestii;:g aspect '
of the Indiana study was_t.ﬁe use of a ﬁO-item p.!'-etest qt_lestionnaire.'lising

a 31-point scale for each question, This number of points_.on the scale appears
quite large and would most ikety be inappropriate with subjects for whom
English is a second language, It is also worth noting that the posttest
qu_és__tionmire differed from the pretest questionnaire in that it provided a

4-p|j_fnt scale,
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Howthe postlest quesuonnmrc cnuld affect the study is explained by Chaitt

& Stires (1979}

A posttest can (a) make the experiment more reactivc, or

(b) become a source of genuine attitude change by causing
subjects {o reflect on the meaning of the communication,

samething they might not otherwise hav;: done. {p, 5} -

~ Point (b) above suggests that the need for meﬁjcognition within subjects

desired or pérljaj:s even a pre-requisite for achieving ettitudinal change.

A third study hnd the aim or purpose of deve]c;ping a viable survey
] Questionmire f-br assessing prb:spective tcacheré' attitudes ind pércepﬁons
-about multic.ﬁ[_:tm'al education issues, and also tested the efﬁcat_;y of the
: ‘instrument for identifying aﬁi_t.'l...lde differnces among those pmgpeclivé
" “teachers, {All#i___n & Pettus, 1999). The primary instrument initially
.contmned ﬁﬂy posmve and nepative statemcnts based upon lssues and
- themes of dwerstty, but then developed into a Likert scale f'ormat mstrument. '
The quesuonnmre was used as both a prelest and alsoas a posltest with sixiy-
two suhjects To verify its valtd:ty, the instrument was sent to four expert
y judges who were asked to rate each item on 1ls potent:al for assessmg
: attitude nccurately, and then tdenufy the most appmpnate response to each
. item to reflect 1he most posilive altitude lo_wz_;_rgl_ the issue being addressed.
_. This use of expert judges appedfs to hold merii as it assists in p_ﬁ_ducing
- content validitf when a new ilis_.trumcnt is bcing developed a.ni-‘nr tested and :

" this element was incorporated into in the author's study.

40



A fourth study, by Kay (1989), explored differences in cnmputer attitudes and
between 384 male and female tertiary education students in university in the
-United States. All measures used were based upon a seven point Likert scale
which formed the primary instrument. A secondary Semantic Differential
Me instrument was also inclﬁded in the study. The scale had one sub-scale
‘comprising fourteen quesﬁons:_ﬁ.ir measuring cﬁgnitive attitude and one

- comprising twenty questions for measuring affective attitude. .

"A fifth study into atitude about computers, by Turnispeod and Bums assn), -
- sampled 232 college students and 300 non-student working adults in the
United States, with the attitude instrument com_pﬁsing a slightly updated
version of an sxisting and reli'al_ﬁ_le twenty item Likert scale instrument first
*developed in 1963. The instrument used was unfortunaely too general for

use in the author's study at Fuja:irah Women's College.

- The commonallly between eas:h of these studles is the use of a L:kert—scale
:'-::quesuonnmre as Lhe primary assesament instrument, The questlommres
- assigned nmn_mcal weighting to selections m_:_:de by parhclpg_nts. All but
" ome ofthe studies used Likert scales that were developed within th partiular
 study, If issues.'::of validity and reliability can be properly addressed then the
| .usc of a newly developed Li};t_a!fscale assessment instrument should not |
.pfesent insurm@_mntablg pmblefgs in this study, as shown in the examples

- given previously.
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- The issﬁe of vélidity of .assessrr.a.enl instnnnen!.';is alIudéd te in ﬁ1e absiract of
.nne paper when it slates "The results suggcst that attltudc rescarchers should,
at thc very ]east, devote more attermon to the cmpmcal response
.. ch&mctenstlcs of ltcms ona Likert atlitude questmnnmre“ {Lnughlm,
*Robberts & Wedell 1999 p211). The paper also suggests that Likert amtude
- COTes e.xhlblt either hlgher composite reliability or lngher test-retest -
reliability as compared to Thurstone attitude seqres, and that the Likert
.j_ technicii.le is easier to use and n;mre eff?;:ient lin;le-wise tha.n the :_'l'humlone
" technique. With respect to the design't_:f structure of a t}pical Likert scale, the
~ paper i.l_‘ldicalcs: that a number of pre]iﬁlina.ry itélps.shi.:mld be de§eloped that
express a clearly negative ora clearly positive '.opinion.,. .and that neutral items
 should not be used. Responses to negatwe]y worded 1tems should be reversed
scored. In the words of the papel‘s authors "the final sca]e is l:mlted toa
’ reason.ab[y smgll set (g_enemllx_ 20 or f_e_wer) cqnststlng of items that appear

: optimal with'regard to'_one or ﬁwre of these criterda” (Laughlin; ctal, 19_99).

Given the limitcﬁ English langlmgé oo:hpetenﬁy of subjects in the author's
study at Fu_]mmh Women’s College, a small number of items may be better.
_ Three a.spects speclf' cally informed the destpn of the queshonnmre. the type
of data that were fo be collected; the English language competency of !he
typical.'subjec't.in the study; and the real-world fife experience level of the
- study sample t!mt will use the instrument. Each aspect therefore encompassed
B multi;'al_c variables that made the selection or design of the primary data

co]]eéﬁon instrument impnrtant.
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Some of these \;r_ﬁﬁnbles were:

e Culture {of the sample);

- Life experience;
¢  Genderrole beliefs;

N Tdentification otf _spcciﬁc___'al‘liw{i.t.:n; and

e  English-as-a-second-language competency

“The impemlive. far a simple-to-use and u.ndl::rsla:nd insfflilinent, ;',o'uplec_i with
“the use of simple English language text suggested the use of a Likert type

_ rating scale of the type(s) as described in this séction of the thes_is.

" The possible aliemative of using Thurstone type differental scales for
-testingﬁttitude was, in the study, rejected due to the language cﬁmplexity

.I inhererit in squ; scales.:'.The Tﬁurstonc_écalc requires a iarge nui_nber 0f_'

. subjective evaluative statements about a particular topic (Burns, 1998), and

ensuring a full and accurate lmnslation'.of an English language version
questiﬁnnaire of some bulk or complexi@ into an Arabic versidi_-:, if so .

: required, would have proven problematic in the context of the study. Too

. .rna.ny items or statements could also have poseﬂ probléms as fa.r as su.B;icct
paﬂicipation was conce.mcd, raising doubts about the vélidity Qf data
obtained as a result and potentially ever placing the sﬁocessﬁ.ll comple.tion

of the study into doubt.
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U;tng a computer to ﬁ:easure ;ithtude

Computers have been used to gather data abuut attitudes, Hertpert (1997), for
‘example, explored assessing and analyzing attitude change through the use of
a purpose-made multimedia survey instrument, Using multimedia authoring
soﬁwa.re Hertgert designed an dn—scmen presentation and selection survey
instrument. A short video elip or still image abpeared, accompanied hy
verbal dialogue, and subjects entered textual responses into & freeform

text area, selected pre-defined selections, or moved a slider a_Iong a scale that
theﬁ effectively chose a number. Data tria.:ngulatiur; occurred by mean:s' of
identifying subjects' Affitudes a:t'various' points throiighout the exercis_e;
eé{aminaﬁdn of the ﬁé;:foml te);ctnal areas and préft::iéﬁned ;;I_:é.ms, and f__'hally
by analysis pf the shider numeri_c%ai se[ect}_bns. K_ef :.:c':bncenw."ﬁ_nr Hertgéﬁ were
\\fhemer the ﬁ'lultimedia instrument affected or in(effered wn.h .the selé;:tion
process employed by _suhjects; and whetfier study subjects “é'm sensi_ﬁsed t0

the topics presented.

'I_'he use of a computer-based dt_titude assessment a.nd recording tool, li_ke the
_u\t:_!e desigm_:d by Het_’igeﬂ (199‘?_)_, could éfovide au__tomatic _s.t_atistical aﬁélysis
of recnrdcd data, as well as for{:e subjeéts to a.n;.iwé,r all item;_s or questions
presented, By prograipming t_hé comput:_i' so that progress cannot oegur
un]ess a selection is i'flade, subjects cuil[d be forcéd to make responses.
Pruductlon of such a computer based mstrument was ot possible gwen the

tlme constraints in the study at- Fu_]mmh Women s College. '



When assessing atfitude, qualitative data collect:iun as opposed to quantitative
data from Likeﬁ scales has commonly taken the forms of: note gathering
duﬁhg interview or review sessions; recording of discussions with teachmg
staff; student-completed questionna.il"es; and/or the use of participant
completed logs (Gunn, 1997). Interviewing also could form part of an
eﬂ'&:ﬁve attituﬂe assessment combination, The elements of interview and

notéétaking are both present in this study to acéomplish ﬁ'ip.ngulatioﬁ:of data.

Importance of effective eustomer service attitude

Of particular relevance in this study is whether effective customer service
aﬂitﬁde is actually of importance in a global sense and not just because this
curricufum writer, as a teacher in the HCT, believes it to be. An examination
of business related articles in the public domain suggests that effective
customer service attitude ._is deemed_imponant and yields data that adds a

"human" dimension to the study.

One business writer argues that it is not what people think that matters but
how they react that matters, There are always choices in how one can react,
and a positive attitude about customer service is “more important than

anything learnéd in customer service training" (;Ihackstoh; 2001, pl)
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ltis pethaps no coincidence that Swindoll {in Thackston, 2001) states: '

The longer [ live the more I realize the impact of attitude on
life, Attitude, to me is more imporiant than the facts, It is
more important than the past, than education, than maney,
than circumstances, than failures, than successes, than what
other people think or say or do, It is more important than
appearance, giftedness or skill. It will make or break a
company...a church...a home. The remarkable thing is we
have a choice evety day regarding the attitude we will
embrace for the day. We cannot change our past...we
cannot change the fact that people will act in a certain way.
We cannot change the inevitable. The only thing we can do
is play on the one string we have, and that i5 attitude. | am
convineed that life is 10% what happens to me and 90
percent how I react to it. And so it is with you...we are in
charge of our attitudes! (p. 2)

Thackston (2001} links Swindoll's general view of attitude with that of

_ customer service, as do othets. Carbonara (1996) explores similar ground
when he describes the ongoing search for qunliiy prospective employses by a
recruiter for Southwest Aitlines in the USA. The recruiter looks for the 'right
attifude' to match that needed by Southwest Airlines, a no-holds barved ‘can-
do' form of customer service commitment. He looks for "an attitude...a
genuiness - a sense of what it takes to be one of us" (Carbonara, 1996, p73).
His overarching view is that what you know changes, but that who you are
doesn't change. Itis this premise that edheres with that which is espoused by

others when they refer to customer service attitude, -

Other business journal authors concur with these views, I:nit bring forth their
views from different ditections or perceptions. One article from a financial
business institution for example has as its main theme the retention of _

employees, however it does also suggests that high quality customer service
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stems from h@mpriate cuslome;f service attitude within customer service

_ prq:widets. In a somewhat circular argument, the same article states that
customers respond ﬂﬁt they receive better service, ﬁr are more satisfied with
the service they receife when the employee providing that service is a l_ong-
term employee. Another article echoes similar themes when it states that the
treatrnent of_cusmmefé by staff is the number one customer @—ot’f‘ factor,
The inl_:u!caﬁon of a good customer service attilude; one in which real
empathy for:the custo_iner is shown by staff, is critical. When fhe customers

are happy, the staff are generally happy too.

'.Determilzl'ing cusfqmer serﬁce atﬁtuﬂ;a
ﬁmnerous methods ha;ve been .)-Jsed to determine thg attitude about cusiomer
sérvice, pﬁftiéularly from the viewpoint of the person receiving the service,
the cuéto'm.énr. Few sfqdies though have looked at customer service from the
ﬁewpoint of the sewice provider. To determine customer semce attitude
one must use procedl_i_res and pljo.cesse.s similar fo ih_ose empIéyed to

determine attitude in general,

.' A_lt.huugh some customer sur\i'e_.ys use interviews, most tend fp_ comprise a
Qﬁeﬂion@m. Shipﬁiﬁann, M'é.:l'.‘el]an, & Hamnanﬁ.{l996),..vé*hen repoﬁ__ing on

_ tile results _i;f the cu's;_tomer service ques@_ionnaire they used, iﬁdicated tha' it
hﬁd four s;q:_tions, wnh respondents askefi to show :'their deéi';e of inte_rést in
thc panicutgx; topic by using a ﬁve-point_ Likert scale weighting, Each of the

four sections had an average of 37 statements about service workshops.
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. OLher studles into customer semce attltude ha\'e also used a leerl scale

quesucnneure

Oue que'stidur_gaise presenfed nine __state:uents, with each state:ﬁent_proﬁding"a

: scsie from 110 5 repfeseuting,'. res?ectively,"Strongly: Disagree fo Strongly )
Agree, .'\I'he concept was extracted from e.nu.ther souree, which presented g

| Iarger number of statements covering broader aspects of customer semce

| however ina sumewhnt sunphﬁed solution it is suggested that a score above
a0 proves mdmates an excetlent amtude toward your Job whilst a score below _
: 25 mdlcates & non customer-relanons _]ob wou]d probably be best for you. :

' _ Such sm‘lpllshc detennlnauun raises concern in the authors mmd for the use
“of the llmlted number of 9 statements mses doubt about the putentlal valldlty :
.: of results demred from them. 'I'l'us :ssue ofvahdlty is eonsldered rnore fully

_ inthe Data Co][ectmn secﬂon of LhJs thems.

A ﬁnal example comes from an onlme artlcle titled What is an Employea -'

: Afmude Smey? (HR-Survey.com, 2001)

'Ihis article pro'uides examples of typical rsling scales used iu att...i.tude' sur_ueys'-
or questionnaires. Such sca]es lnclude 1= "Strongly Agree and 5 = :
_ "Strongly Dlsagree" tol= "Vcry Sausﬁed" and 5= = "Yory Dissatisfied". In

its view "a questlonnmre used for Amtude!Oplmon Surveys typlcully

contains items that ure rated on a 5 point scale" (HR—Sunrey.curr_l, 2001, p1).
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The article further suggests that whatever instrument is developed it should
be pre-tested to gather feedback on various aspects such es its content,
- relevance, length and comprehensiveness of the item set, os well as the -

overall experience of completing the instrument.

It appeacs, from the literature, that determining customer service attitude

is usuzlly accomplished by using instruments simnilar to those used in
determining attitude in general, namely a Likéﬁ scale questionnaire or
survey, Whilst item or statement banks that can be used in general attitude
ﬁssessment are readily available, relatively few if any penaining specifically
to the area of customer service attitude from the perspecﬁve of the service
provider appear to exist. '

Constroctivism and attitude

Constructivisin proffers a view of leaming asa pmce§§ of provisional,
adaptive modelliny of the world. One explanation given of constructivism
is "Constructivism {in my opinion) is ahouf puiting a learner in & suitable
learning environment where they can interact mth the environment and
develop their own understanding of that environment, or "construct" their
own understanding of the leaming situation” (Doherty, 1998, p1}. What is
em'erging from educational applications of the new media worldwide is a

view of the [eamning-process that is consistent with this position.
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Constructivism and The Compuier Helpdesk course

Constructivist leamfng theory assumes that knowledge is not a passive . -
imprint from the world outside but an active construct. Ideally, educaﬁd_ﬁal
technology mulumedla-based simulations like The Virtusl Workp]nce and
voeational courses like the Computer Helpdesk course provide an .
exploratory leamning environment in which data is accessed accordmg_ to-
perceived need, in ._line with the constructivist concept. The Virtual .
Workplace helps the leamer to build up, test ﬁnd revise models of & gwen
31tuatlon until mtemal adequacy ot satlsfactmn reached, although that

adcquacy is never, by definition, final.

The Computer.He_ipdesk course presents subjects w1th a graduated series of
knowledge steps with which to develop their knowledge base about customer
gervice, It provides ample opportunities for developing, elaborating and then
practicing knowledge and skill by the use of paper-based exercises, quizzes,
role-playing scenarios and problems to solve either as an individual oras a
member of & team, The steps provide a leaming scafold, throvgh which
students see médeis of effective customer service and then have chances to

emulate or replicate such customer service.

Constructivism and The Virtual Workplace simulation program -

It appears reasonable to suggest that since attitude is a predisposition to
Respond consistently (Fishbein and Ajzen, 1975), the theory of .

consteuctivism, as espoused by Piaget in his Theoty of Cognitive - " -
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' Development (Melnermey and Melnernicy, 1998), establishes the possibility
of a link between attitude and constructivism, Piaget for example argued that
. children construct their own understanding through interaction wi.th:'their
environment — in other words they use constructivism (Mclneeney a;1d '
| : .- : .Melnemey, 1998) The Virtual Workplace seeks to cocoon leamers wﬂhm 2
customer service mcmworld in which appropnate customer semce

" behaviour is mnde_l_!ed and practiced.

Captolugy

A literature search uncovered the reIatwely new field ofcaprofagy

) (cnmputers a5 persuaswe techno!ogy), & ﬁeld comb:mng the areas of

o ~ psychology and computer technology. Captolngy isnew, thercfore .
| there igonly a mudest amount of hterature mthe public domain about it, and
. what does exist i is mvanably in on-line Joumal article form. No referenee
texts were identlﬁed, however this is most l___1k_ely because cnptaleg}_'_ls sucha
relatively recent e;ﬁeept and is possibly e:\r:eﬁ'k:onsidered an esoi:el.iefsubject,
being proffered first in 1997 (Fogg, 1998). m only definition available
" publicly is thit captology constitutes computmg technology that 13 .
intentionally desig'ee;'l te change a person.'e"'_at.timdes or behaviour in a

pre-determined way (Fogg, 1998).

It is important to deﬁne what captology really comprises so that one can
determine whether speclf' ¢ products can be described as a form of captology,

or whether capto[ogy is a useful or pmduc_tl_ve construct in its o“_m_nght.
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Captology comprises multiple elements such ag computer hardware,

computer software, persuasion, and finally the human aspect or people.

Traditional views about computers in education fend to categorize their usage .
mto fairly simpfistic modes such as iutor, trar'oer and mentor as given by |
__Field (1991), or similarly as I'u?dr, fool and mr;e as discussed by Newhouse -
'ond Oliver (1 992) But these doﬁnitions apper simplistic, 50 can one
honestly or even logically oons:der any field that purports to understaud

‘human bemgs and their i‘eolmgs or amtudes as simple? [ suspect not.

The technology aspects are rensonably well deﬂned, however examples of the
psychologlcal aspects of motivation and persuasion through the apphcatxon of
technology are genera[ly dlﬂicult to find. Whilst research has occurred
separately in the area of educational technology as well as in the area of

_ atutude there ]ws been little that combines the two. .

The mamuge of the two areas of computers and persuasion, is pomted out by

~Anthes (1999)

Comput_ers can persuade - intentionally alter users’ aititudes
ot behaviowrs - through a variety of means, including
flattery, seduction, fantasy, competition, humor, positive
reinforcement and appesls to conscience. In doing so they
can make significant contributiens in fields such as health,
safety and education, (p. 1)

The cambining of computing hardware with purpose designed software
provides an environment with which to potént_ia]ly change attitude or
persuade users, Anthes further suggests that for the most part neither
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the persuasion philosophies nor the hard\oare employed are new, rather it is '
the combination of the two that io relativeiy new (Anthes, _1999). It is prudent
to clarify what is meant by the term compter in Anthes (1999) article. He -
states that the computer hardware is the vehmle or platform upon whmh the
necessary software will operate. The software or programmed instructions -

: pravi.de the edocation elements' and outcomes, aod also provide t.ho olemen_to
of bmnchng, adapmhon and dlscoume as are, for example, programmcd

wtthm The Virtual Workplace sunulauon program

Captology is not core to this study, however if one is examining just how -
effective The Vlrtual Workplace simulation progfam or microworld is when
used in conjunction wlth The Comput.er Helpdesk course, then captology _
could assume cons:derab!e significance. In this study it is sufficient to be
aware of captology and what it may mean because in the author's view The
Virtnal Workplace simulation program olearly matches the definition of |
captology piven by Fogg (1998). If one accepts this then captology is
entwined within the study and automatically becomes important, The Virtoal
Workplace was designed to: engage learners; motivate them to proceed
through all sections and complete it; and to model appropriate customer
service behaviour, An important aspect of the design therefore was ludic, or

playful learning.
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Knoﬁ'ledge and play within The Virtual Workplace
Th_e_Virtual Workplace simulation program conflates two p;:llarities which
rﬁtiﬁﬁalism has kept apart: .lmt.):ivledge and play. However, as Sperry’s (1968)
research into brain-function mny suggest the wider the ranée of brain
_ funcnons involved the greater the overall impact on leammg and the greater
Lhe deg:ee of psychological integration by the learner, Other researchers
) address thls issue by suggestmg that teachers should employ multi-sensory
 avenues within their teaching so as {o reach their students‘ eﬁ"ectwely and

conslstently.

A key feature of many multimédia simulations like The \’1rtual \_N_‘orkpluce,

is f'I.1e combination of words and pictures, ond this area sliﬁv.ﬁad"'résémh

- \#ﬁi’éh resulted in The Dual Coding Theory (Paivio, 1986). Dusl Coding
Theory altempts to give equal weighting to both verbal and non-verbal

- processmg of data, to pictorial representauon and language text or words.

The dual functionality embedded within a multimedia simulation
“accommodates the theory espoused by Paivio (1986) that:

. Human cognition is unigue in that it has become
. specialized for dealing simultaneously with language and
with nonverbal objects and events. Moreover, the language
system is peculiar in that it deals directly with linguistic

input and ocutput (in the form of speech or writing) while at

- the same time serving a symbolic function with nonverbal

" objects, events and Behoviours. Any representational

- theory must accommodate this dual functionality. (p. 52)
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The Dunl Ceding Theory assumes that two cognitive systems exist, one for
the processing of non—verbal or pictorial events, and another for dealmg w1lh
language, simultancously, The Dual COdlng Theory is ako cited in studies of
animation to _axplam leaming through mullunedm_(Rleber, 1996)_. .
' _The design of The Virtnal Workpla.ce takes into account that Dual Coding .
’I‘heory hag been appllcd to numerous areas such as prohlem sol\m'lg, concept

. le_ammg and language and attempts to uhllse this f_eature' Itis tl'_us mtegrauun
within the leamer that potentialiy holds the prospect of modifying attitudes,

: .Saddy (1996) makes the argument that users of a computer scféén, especially
one displaying graphics, may use theif brain in a way dlﬁ'erent than when
usmg say, a book, This suggests that ene must be careful when demandmg
that users of The Virtual Workplace read screen based text as thenr main

.data input.

'_Left and Right Brain Hemisphers

.- Seddy (1996) attributes a biopsychologist, who smdles brain lateraht}' and 1ts
-'_.eﬂ‘ects on mformauon processing, as stating that whilst the left hemlsphere of
:t.he brain docs most of the language pmcess:ng the right processes 1mages
Since multimedia tends to deliver its messuge v:a lrnagery, \mh text almost
_.an incidental element, this may have profound effect on not only what is
'.delwcrcd via mulhmedla ‘but why, because the b:opsychologlst suggests that
the hEmlSPhEIB of the brmn that processes images does not ﬁlt_er messages, or

- in other words apply judgment as stringently as the'her:ﬁspher_t'a that processes
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text (Saddy, 1996). Thls chamctetistic m1ght assume s;gmf' cance in the _' E
' de51gn, let alone the purpose of multimedia material being uscd to atlcmpt
change in attitude. It _x_a,ssumed some rele\_'ance inthe des;gn and usage qi_' The

Vlrtu.al Workplace,

'Ihé..siimulalion incorpBl‘aleS know]edéé and play, howé?éf as Sperry’s (1568)
research into braiﬁ-ﬁl:i';l_f::tion may suggcst, the wider th.g-_'_zl:;_q,.r_ige of separate .
braln functions invul-'\i"é.d' the greater thlé i;verall impact (;Ii 'Iear.ning, a;nd the
greater the degree of psychologtcal mtegratwn by the lemer. It is this '
psycho[aglcal mtegmhon that may hold on lmporta.nt placc with rcspect fo

the de\relupmcnt ofcﬁ'ecnve attltude m the area of customer service, :

Studm of other slmulahon computef progmms L R

A study by Stoncy and Olwcr (1999) rcportcd the results of the appllcanon of
a leanung mlcmwnrld such a5 is The Vlrtual Workpla.ce, whlch effccnvcly
1mmersed students in a busmcss suuallon by extenswely usmg digital
meiaphurs suchnsa receplmn desk n.nd stock exchange The use of a
mctaphur is also emplnyed in The Vn‘tual Workplace whereby subjecls a.re
cﬂ'ecuve]y lmmerscd w1tl1m a customer service mtcmctlon scenario, It
appcars that this product dl:ve]oped self-awa:eness in sludents and this may
be \rahd for " rn'.:!t.medla app]:catlons can prov:dc & ru:h environment for '
stlrnulalmg user thought prucesses..., ellcltlng user reactlons, and
aggregﬂtmg and nnalyzmg data” (Hcrgcrt ‘1995, p23). I‘rom the rcsu]ts ofthe

study undcrtakcn by Stonzy and Olwcr (1999), the aulhors were convlnced
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that the use of mteractwe mlcroworlds leads to learner cogmtwe engagement.
A m:cmwurld will dnve lcamers towards greater Ievels of h1g,her order
thinking, In thenr study_Stoney a.nd Olwc_r_(l 999) altempted to provide a
multimedia experience that didn’t Foltow the traditional teaching
methodologies such as linear sequencing of activities and lock stepping of
content, and 'io a preat degree The Virtual Workplace also avoids t.hese_'
pedagogical _:]ﬁitfa]ls. Itis reasonable to perheps suggest that higher-order
ll)if;king, or _rhéigcog.rilition, may. make refloction about one's attitude r_r_ibrc

achievable thnn if one did not possess such cognitive capacity.

ﬁé Virtual':Workplaéé provides subject.é. with an interesting, easy-to-use and
reuse, way of expenencmg at least in a pseudo fashion, a typical compul.er
helpdesk eustomcr service interaction. In effect, it models approprla!e
behaviour a,nd responges and psgudo rewq:ds subjects for successful
completion by provir.l.ing positive verba) and graphical feedback from:

a pseudo manager.

Thomas and Hooper (1991) performed areview of mmulauon studles and
came up wn.h a syslem of c]ass:fymg mmu]anon progmms as either _
experlencmg, re!nfarcmg, qfarmmg or mtegm:mg ﬁmctlons. ngher—

o;t_icr thinking is in their oplmon apparently more effectively attained through
the use of experienbiﬁg simu]a:tjons, a classification to which The Vlrtual

Wbrkplac::__éonfonn__s'g_

57



It 1s géneralized that *(a) pure:s:—imu]ations are most useful for experiencing
ar;d' integrating functions, (b) the effects of simulations are not revealed by
tests :of knﬁwledge but are.reve}.a]éd by tests of transfer aﬁd #pplication, and
(cj 1n1pure simulations are most frequently used for informing and
reinfotcing” (Thomes and Hooper, 1991, p499). It s clear that the modalling
ofé._.s;céna.rio ora get of scena.r;los' is 8 virtual prerequisite to enabling stedents
to b'p::cgme engaged with and immersed withina simulatioﬁ_, and that by
undertak.mg 8 simulation stl.idei'_lfs are required to adapt and respond

dynamically, The Virlual Workplace provides a clear model.

Pr@ious research and Jimitations

A l.ité'rat_lnt search revealed an abundance of research in thc area of attitude
change in general and also in the area of assessing customer satisfaction,
however this author was unable to source specific data in the area of
assessing attitude change about customer service in service providers.
Virtually all the studies into customer service concentrated on assessing
Ihe. ﬁttirude that customers held about the customer ser\riée'tliey received -
an opposite or 180 degree view which assesses the attitude of the service

pro_ﬁder_ was required.

Assﬁsment instruments :
A ré_vi_ew of the field of psycholngy revealed numerous stli_dies that assessed
subjé{:i"s attitudes, however nq:_ie_ of these studies looked at customer service

fromthe perspective of the iﬁdi\_.riﬂual ﬁmviding the ée'wjt;é. “This meant that
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no reliable customer service attitude a.s-sessment instrument could be found
gm:l necessitated the development of a custom-made instrumnent for use in

the study. Given that attitude cannot be determined but must be observed
and/or inferred, a custom-developed Likert style survey was aﬁplieﬂ ina
pretest and posttest procedure. These data were used in conjuﬁdtion within-
class observation of subjects and pre and po's,t-.course interviews w:th a subset

of subjeéts because:

Attitudes held by others are not directly observable; they must be
inferred from behaviour ..investigators heavily depend on behavioural
indexes of attitude —e.g., on what people say, o how they respond to
questionnaires, or on such physiological signs as changes in heart rate.
(Encyclopaedia Brittanica, 2000, p. 1)

The combination of survey questionnaire, observation and inferview provided
multiple forms of response from subjects which could be vsed to infer

attitude,

Interviews with a subset of subjects were recorded.hy using an interview
form. Video and audio recordings of the interviews wete inappropriate given
the Arab cultural norms exhibited in the context so the intefviewer carefully
recorded and transeribed subject responses, The answers to all qﬁcstions
posed (including ad-hot or supplementary questions) were noted, along w:th
any additional coﬂuﬁe_nts by the interviewée, and the interviewer assigned a '
weiéhting or pmfessional.judgment of the subject's atlitul:lé by marking a -

point ajong an attitude rating line.
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Conclusion

This chapter has examined attitude, in general, attitude as a social
interaction and attitude and cognition, and also how to determine attitude

and how previous research studies have determined attitude change. .

The core elements that make up attitude are a held belief or predisposition,
-and internal value judgment that results'in a reaction. Some resea_rchers.
congider that cognition is related to attitude, however this is not proven. Th_c
determination of attitude also proves difficult hecausé it reqﬁircs indirect
.assessment thmugh methods such as survey, interview and observation rather
than direct assessment, If atﬁfude reaily is a learned predisposition about
particular oﬁjects or subjects then .the: theory of cohstructivisﬁ:, with its
inherent reliance on interaction with the real world could be vafidly linkedto
how attitude is developed. An important Eonsidemtiun is that metacognition,
or the understanding or self-a\;vmeness of what subject’s know about their
attitudes, may be an important element of note in determining, and wltimately

shaping attitude.

Determining attitude presents problems giv’eﬂ that attitude ean only be
inferred and not directly observed. Whilst many studies have used only
qualitative research methods, combfning quelitative s.nd quantitative
methods may be more effective, One instrument used in many studies
rgvieﬁ'ed js the Likert scale, and vaﬁations of it ha\}e been used in many'

Cways w:tn data often triangulated by interviews, observations and surveys.
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The Likert scale method was chosen, not only because it enables the
effective production of simply worded statements and avoids the complexity
and exce;sive wordiness of the Thurstone scales, but also because it provides:
* preater ease of preparation; _
o the fact that this method is based entirely on empirical data regarding

" subject’s respunﬁes mther_than subjective opinions of judges; and

» the fact that this method produces more homogenous scales and increases
the probability that a unitary attitude is being measured, and therefore that

validity (construct and concurrent) are reasonably high {(Burns, 1998).

It is farther snggested that most attitude researchers have used some version
" of the more efficient Likert scaling procedure to measure aftitudes {Burns,
1998}, so one may prudently have confidence with this type of assessment

instrument._

The Computer Helpdesk course and The Virtual ‘Waorkplace simulation
leaming aid utilize constructivism in their design and methadolégy inan
attempt to develop both practical customer service skill and effective
customer service attitude. The learning aid or simulation also may conform to
that which can be described as a form of computer technology as é persuasive
product within the relatively new field of captology. Such products may be
effective with developing new attitude or may be effective in modifying

existing attitude,
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CHAPTER FIVE

METHODOLOGY

Introduction

In this chapter the structure and implementation of the study is presented,

and the pilot trial of the primary assessment instrument is discussed.

Study Sample

The Compﬁter He]pdesg Operations course was undertaken by 34
fernale subjects at FWC. The average age of the female subjects in the course
was 19.5. years. Subjects were not streamed m any way but were mndom]y
allocaled into two class groﬁps by student administrators at the start of the
academic year. All had iﬁitiaily undetiaken a set of English languﬁge and
mathematics diagnostic tests when entering the college in yenr one of their
CD ful time program and after completing year one of their certificate

program and transitioning or graduating into year two.,

With a total of 34 from 37 subjects electing to take part in the study the
percentage of involvement equated to 92% of the ﬁﬁssible maximum number

of subjects undertaking the course at FWC, Twao subjects suffered medical
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problems ﬂﬁoughout the seﬁester and were absent from sign_iﬁcant parts of
the study 5_('_.: their ipvulvement was minimal, and one subject declined to
participate in the study. The number of female subje{:ts taking the course
throughout the HCT was 170 which is a ratio of 34:170 or nearly 20%.

Study Design

Sul:;_sumed wuhm a positivistic approach, the design o structure of the
stﬁdy wasr';informed by a combination of elements including pmcticés of past
research studies of a nature similar to this study as identified in the Literature
Revnew s.e;:.tion of this thes.is; adherence with cutrent or ap';.)mp_ﬁate'resem'ch
methodology as identified in research methodology texts; and with the reality

of the working college coﬁte_xt within which the research took place.

The study sought fp quantify any change in subject's attltude about
cpstomer'_Se'rvice, the attitude being the dependent variable in the experiment,
The difficiltios involved i achieving this task are considerable given that
at_:titul:le c_:..l.'rmot be directly ascertained but rather m.ust be inferred through
observation of actions, words and responses to questionneires. This suggests

thiat mixed methods would be required in this study.

The final desipn was a pragmatic one suited for use within the context of a '
warking college B_ecause two existing student academic groups formed the
sample. The fulloﬂving forms of data collection were used: pre-treatment '

and post-treatment attitude assessment survey of alf subjects; observation of
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all subjects during the course; aﬁd pre and post interviews of some subjects,
Esch form of data collection is discussed in the Data Collection chapter, The
three forms of data formed the basis of triangulation of data from which
mﬁérs were developed to the_ primary research question, With respect to
validity of the sosearch process used, because both subject groups take the
same pre,-tests'.and post-tests and the experiment happens over ocoupies the
same length of time, tﬁe testing, instrumentation, maturation and mortality
can be conmdemd to not be issues of mtemal validity (Bums, 1998) The

resem'ch pmcess employed througllout the study is shown in Flgure g

R-~GP--0--T--0

where: R - = - randomization of subjects -
@GP = grouping of subjects (no set pattem)
o] = observation / assessment’
T = treaiment (exposure to the course and multimedia aid)

Figure§ Research process used_--

The ._grouping"of subjects upon entry ih_(o the study essentially occurred the
previous semester when college academic administators randoraly assigned
students into two academic groups. No streaming ot useof any aﬁademic or
other criteria was used in this process, Given that the stﬁdy was undertaken
within a won;king college, the degree to which tﬁis author could modify things
such as the afteration of assessment items, their sequence and timing wa$
severely restricted. Table 5 demonstrates how the experiment conformed

with, and used elements of, both experimental and the qualitative design,



Table$

Common research designs, purposes and data collection methods

Design . Purpose " Data collection
Experimental Testing theories and ~  Always quantitative

predictions Physical measures,
. questionnaires, structured
interviews, structured
observations

Survey Description and Generally quantitative, may
oo exploration frequency, include some qualitative data
distribution, Physical measures,
relationships between  questionnaires, structured
varigbles interviews, structured
. observation, documents and
. records
Qualitative  Description and Non-quantitative
: exploration Un/semi-structured interviews

In-depth accounts Un/semi-structured observation

. situations/experiences _Textual analysis
Reproduced from Payne (2000, page 6}

Study Sequencﬁlg
The sequence and fiming for both the ﬁresentation of ﬁou:se conténf as well
as the collection of quantitative and qualitative data during the lé-week
course \#&_S dictated by the timing of the Help Desk course within FWC.
All subj.e.(.:ls undertook their work-placement work exﬁeﬁence trmmng during
the five weeks prior to étaning the Help Desk course, and upon ret_ﬁming
immediately started the vocational course at the college. Al subjects
undertook final summative subject assessment in the fatter part of \'%\_f__éek 12 of
their \.mc:itional course, :sd a high degrée of acceptﬂnhe and undersﬁ.nding

from the course teachers was necessary to ensure that the study succeeded.
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Throughout the twelve week I.!elp Desk course the subjects undertook the -
HCT-prescribed lectures, exercises and formative and 'sumr;eaﬁve '
assessments, Interwoven amongst these HCT preseribe._d assess:h_ents wete
the study's qualitati\ée aseessrnent f;lemeds of observation and infer\riews, -
and the quanutuuve assesment method of survey quest:onnmre The tnmng

'ofthese is d:scu.'ssed in the Data Collectlon srctwn of th]s the:us

Lﬁﬁz_a_i]y e:seco;ld quamtithtive assessment item was to be used m the study. A
formative course assessment item,'.focussing on an aspect of interpersonal
communication in customer service, was scheduled for use within the coutse,
" however the Help Desk course structure was chanped by the HCT CIP
Program Team after the author submitted the criginal research propo_sal
-document. The emphasis on affective domain elements of customer service
‘was dropped_ in favor of the use of more competency—basee assessment of
specific customer-service activities, This reeulte_d in the deletion of the

- second quantitative assessment item which.'was to be'used in Lﬁe study.

. An nnpact of this deletmn that proved 51gmﬁeant was the 1rnpemt1ve fortke
"now primary quantitative assessment 1n5t1ument o be vahd ancl rel:able, and
_:. these aspects consemed. cons1deral_:|lc time and eﬁ'ort as a ljesult, with

| substantia[ effort I:%Eing ﬁade to ﬁnd an ex_i'eting:valid'_ and reliable aésessment

" instrament or, failing to find one the d_eve]ﬁpment such an instrument.
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The use of a pilot or trial of the overall study is coﬁ_sidered sound practice in
- research terms (Burns, 1998) because it provides an opportunity to refine or
irﬁpmve astudy or an assessment immenl befpie it is used to collect live
dats. The ronning of an iniial tral ofthe complete study howeer, was '
_cons1dcred but subfequently rejected because it was not feas:ble given the

Iead time of s:x months between each Helpdesk course oﬂ’enng at PWC

To assess the" workability :t;f the mechﬁpics of the primary dat;t':.ollection .
' ihstrument - .the quesﬁdnn}ﬁm -an 1nmal shnrt-fo_rf_ﬁ version of_ii, identicat
. :té the full version but .con:tnining a subset of six c.ore statements, was trailed
ﬁm Term 6 non-CIP full .ﬁrst-time C't_:rliﬁcatefDi.[;loma students. A current
“Term 6 CIP é;oup could have been used at the time but since these students
“would later i.'orm' the subjéct base for the study this exposure could have
sensitised t.héfn (Burns, .1'998) to the qﬁestionnuire before they encountered
it during the study ;tse]f After feedback from the tnal of the lmuted version
of the questionnaire was oblalned the cumplete \rersmn of the 1n.strument was
piloted with 18 sub_;ects ﬁ‘om a 31m|lar academic Ievel but another pmgmm at

Lhe co]!ege

Feedback from this pamal pilot study allowed refinement and subsequent
'p1lotmg again with a gmup of 35 sub_]&cts which enab]ed use of the
" instrument within this study by prow_:lmg data abt_:qt- its internal reliability -

or consistency.
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Support for this appa"'é_n_ch also comes from Fetherston (1999):

Your instrament should be piloted in order to confirm
validity nnd reliability. Ideally -you need about thirty or
more respondents in order to calculate reliability indices, A
smaller sample can provide valuable feedback about the
wording of questions and can highlight any areas of
understanding. (On-line, p. 1)

" Issues of validity and reliability assumed significance given the fact that
" no existing suitable and therefore proven valid and reliable hlSﬁ'uﬁlent was
found before the study commenced. This resulted in the need to develop a

suitable valid and reliable instrument, - -

o :.The pre-treatment survey ascertained a baseline with respect tb"';attitude whilst
- the post-treatment survey enabled a comparison of attitude to be made
- between pre-coﬁrse _and post course. Whilét subject attitude ié the dependant
variable (DV), the exposure to the Computer Helpdesk course and the
* concomitant exporure to The Virtual Workplace simulation pmﬁmm, which
" is a key multimedia learning aid used in the Helpdesk course, is the
- independent variable (7¥). The controfled varigble (CF) is the teaching
_comsistency to both groups from separate teachers and considerable effort was
éxpended by this auther to minimise treatment differences between subject
groups, Multiple meetings between this author and the teachers of the
Helpdesk course were held to ensure that as much as possible conese teeching

. was consistent between the subject groups.
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CHAPTER SIX

. DATA COLLECTION

Introduction - =y

oy

This chapter looked briefly at the pre'-jfeatment and post-treatment
. ingtruments eh'd the app[icatibri of the asseés:’ffent instruments "Datn were

- collected by the use of: a pre- tteatment and u post-treatment survey

o 3 completed by all subjects; observauon of e;l S'I.lh_]ects in claes, ancl semi-
* struchired pre-_treatment and post-treatment m_tervnews with a subset of
_subjects. The ;iesign and development of ﬁe data collection instruments, and
identiﬁcalion ef the facii'itator for Lheir use'a:eexamined Discussion about '
_ :-_ instrument Valldity and rellablllty as well as pracncnl issues encoumered

- during the data collection pha_se also ocours, s

Pre-t_:___‘eetment and ._lfp.'st-treat:.nent. assessment ins_i.:nfgh:ents
' 'j':'.The study em{aloyed plural data .eollection msr.mments an atﬁtude survey;
) an observatmn, and an 1nterv1ew. The atntude survey collected quantiiative .
data whilst both the obsenratlon sheet as well as s the mtemcw sheet col[ected'

. qualitative dgt_a. Table 6 sh_m_a\[g the struehue_ofme assessmeqt__s used,
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Table 6

Assessment methods used

Instrument Subject Numbers Facilitator

Survey 35 subjects Group Teacher
Observation 35 subjects ‘Thesis Author
Interview ' 4 subjects Female Colleague

Sequence and timing of assessment

* ‘The two male teachers of the subject groups were inf‘érmed about the sluﬂy's
aims and data collection methods in week two of tile course, and were éiven,
at the appropriate times, the survey handouts for subjects to complete. The
teachers were given preliminary information about the study before the -
semester starled in any case, The female teacher assigned to inle&iew the
subset of subjects, but not directly involved with the groups, was apprised of
the study's aims and data collection methods in week three of the course and
also was given the interview recording sheets a5 weil as an instruction sheet
for each set of i_ntcnriéws. The Arabian Gulf cultural realities of the subject’s
context dictated that an inferview scenario, which by necessity fcquired a
one-on-one close quariers interaction with relatively young Muslim female
subjects, was inappropriate for a male interviewer 1o participate in_. 'A]l ' _
maleria_l to be us_cd by th.c teachers as part of the study - comprisiﬁé the
survey fﬁnﬁs, interview forms, associated instruction sheets and video
maten':i.l and video cquipment - was prepared by this authar and personally

handed to cach teacher just before the material was needed.
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The study occurred two weeks aﬂcr the second pllm.mg and reﬁmng of the
“survey form CIP students were entermg the th:rd week of their twelve week
- course when the pre-treatment survey was completed The post-treatmnt

. survey was comp[eted in the eIevemh (second ]ast) week of the course, A

© . total of 37 subjecls from two gmups compleled the pre-lreatment survey ‘and

v the post-trcatment survey using the same sequen_ce and timing as__ that used for .

. the pilot of the survey.

' Due to wastage factors, some subjects forgetting their assigned unique
- survey ID code and some subjer:ts not completing all surve)r item responses,

34 useable pre-treatment and post-treatment survey sels were obtained.

B In the third arrd fourth weeks o’r the course feuiubjecls cump!ekd the

: pre-treah‘nent mlerwew, wn.h data recorded then On an mtenrlew form. In the
N eleventh week these same subjects completed Lhe post- treatmenl mlenrtew,

“ with data reeorded again, Data from these interview sets were recorded on

interview sheels for subsequent am]ysls.

" In week six both sul: it groups were observed in class as Lhey discussed
o aspects of customer scrvlce whrlst respondmg to a customer sen'lce seenatio

shown on wdeo. The data ﬁ'om lhese obseryfltrons were recorder_i on the

" observation sheets for subsequent analysis. - -
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The method, sequence and 1iming used to collect both quantitative end
qualitative data during the 12-week course were dictated by the timing of

the Computer Helpdesk Operation vocational course, as shown in Table 7.

Table 7

Méllmd and timing of data collection

Item - Undertaken by " Time Frame
Pre-treatment survey 35 subjects Week 3

' Pre-trestment interview 4 subjects Week 4
Inclassobservation 35 subjects " Week 6
Post-treatment survey 35subjects Week 11
Post-treatment interview 4 subjects Week 12

Survey Instrument design

The survey comprised a 40-statement Likert scale on a single sheet of A4
paper. Both sides of the sheet were used. The author's experience with the
subjects, and peers of those subjects émphasised that they consistently
demonstrate an unwillingness to evaluate written English language text when

such text covers multiple pages or sheets.

Not withstanding that the reliability of a Likert scale instrument may be
improved, by using either & greater number of Hems or greater number of

choices for each item or by using a combination of both (Bums, 1992), the

72






Survey aperation
The instrument was used in a pre-treatment/post-freatment sequence, the pre-
treatment measure ascertained an attinudinal “baseline’ with respect to attitude
ﬁlﬁlst ﬁe post-treétment enabled a comparison of attitude to be made
between pre coulréé-exposurc and post course-expdsute. The pre-treaunént
and the post-treaﬁnent qliestionnaire are identical. Because the subjecis
were hu.mogenous in the cultl#&l sease, had very limited real-world
experience, and limited Engliéh language competency, the .assessment
. instrument was developed by this author and specifically took into account
the limited social and cﬁnsumer ﬁusiness expérieﬂcé. of tﬁe subjects as weli

as limited English language competency.

The customer setvice scenario giifen in the survey instrument presented a.
situation which most of the subjects should have had reasoﬁ to understand by
reason of listening to their father or brother, The scenario presents a motn.r .
vehicle customer service situation between a UAE male customer and an
Indian subcontinent male service manager, a scenario quité commonplace in
the UAE. Discreet questioning of peers of the subjects about this ﬁossibility
elicited the response that indicated that the assumption could be considered
valid. Presenting a customer é.e_rvice scenario that subjects had at least some
prior, if Iiinited, general knov_vledge about may_also improve ;he validity and
reliability of 1h_e instrument, for it givc's. sﬁbjects the ability to meke sense of
the context of thé scenario. The same instrument, in conjunction with the
same motor vehicle customer service séet:léﬂo; was used for the pre-treatment

as well as the post-treatment survey because using the same instrument
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reduced isstes a_f'reliability potentially engountered when using multiple

instruments. The instrument produced numerical data for statistical analysis,

The instrument was initially designed and'developed by this author ba_sed
upon 15 years of working expetience in the_:éustomer service area of the g
Australian computing industry. The instrum;'ni.was then reviewed by a. _ |
work colleague deemed to be an 'expert' in t_l-l_e' arca of customer sarvice,:_:an'd
whom had in ex_ﬁess of 20 years work exper'i.énce in the field of customer
service. In this way the instruments’ face validity, in other words whether the
instrument at Ié.x;st. on the strface assessed relevant aspects of cust;:bmer "

service, and content validity were defined,

The survey insm!menl was reviewed by Englisﬁ language instructors,

and feedbck asto the appropriateness both .of.language structure as well as
the difﬂcl.;lty ]evel .was obtained. The use of an Arabic version of the scglé
was rejected t.:gc.:a'au;se. the HCT as an institut.i'on plat | great emphasis upon
the learning of Eﬁglish it was considered i:iéiiﬁcally comect to employ 6nl}' an
Engtish language version. o

Feedback uhtéi;ed from teaching coileag;lé;an'& supervisors informed iﬁe
rcﬁnement of the pllot instrument before the sludy formally cormnence:d as
did valuable feedback obtalned from thls authors academic nesea:ch
supemsor. Flgu_r_e 10 shows the process used when developing and tesung

the attitude sui'{réy Likert scale instrument.
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Likert scale instrument validity and reliability

Issues such as validity and reliability clearly assumed importance and
measures designed to offer a degree of confidence in these arens were
tequired. Face validity end content validity were the key issues that were

addressed.

Likert scales are basically ordinal soales but this fadt did not negatively
impact the study, the ranking of answers befween subjects being considered
less impnrtant than the determination &5 to _wheme_i' a significant change of
attitﬁde occurred between surveys. Twenty-four statements or items
pertaining fo the two-paragraph cusiomer service scenario were initially
developed. These items represented what the author and his colleégues
believed adequately assessed customer service attitude with respect to the
customer service scenario, It was also felt that this number of items
represented what tnay be considered an upper limit under which CIP siudents
would still be prepared to make a serious effort to evaluate all items. A
grea.ter number of items would risk jeopardizing the instruments validity

simply because the subjects would be hesitant to complete die survey.

‘The reliability of the instrument assumed significant importance given the
fact that it was a custom-developed instrument and not a readily available,
testéd and validated instrument. Initially the instrament was used with a -
test or pilot group of subjests (=30) from another program within the

college. The pre-treatment and then post-treatment method was used to pilot
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the instrument in conjunction with an internal consistency check using
Cronbach's Alpha Coefficient to determine its internal reliabiliiy. The

sequence and time dumtion of the pre-tmatmeﬂt survey appears in Table 8.

Table8

Timing and steps of survey
Step  Action’ Duration
1 Verbally outline the need for the survey 8 minutes
2 - Hand out cover sheet . 2 minutes

3 - Read verbally twice the scenario 2 minutes
4 " Advise subjects fo remember their 1D # 2 minutes
5 Show example of how to fill out survey form 4 minutes
[ Hand out survey form 2 minutes
7 Subjects complete survey form 16 minutes
8 Collect all forms 2 minutes

Total time taken 40 minutes

The post-treatment survey timipg was identical to the pre-treatment survey
timing with the exception of the deletion of qualitative questions from the end
éf the pust-lreaﬁnent survey, This resulted in a faster survey completion time..
These qualitative questions were designed to provide feedback and guidance
with res;pect to ﬁow subjects reacted to the aim, format of the survey, and
{mplementation of the survey iﬁ practice and wete primarily important during
the pre-treatment or first survey undertaken, The deleted questions were
considered less important when used with the post-treatment survey than
when uzed with. the pre-trentmént given that the subjeéts already had some
familiarity w1th the survey format and nim(s) by the time that they undencok

the post-ll‘eatment sSUrvey.
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The sequence and timing of the post-treatment survey differed only in that

steps 1 and 4 were not required, so the duration was 30 minutes in total,

A potcnﬁally significant pmbletﬁ that appeared immed;’ately during the pilot -
of the pre-treatment survey was that the rating dexcﬁpﬁ_ﬁns for each of .
the 5 sctﬂe values were considered mnbfguous by stud}:' subjeci_é. The :;:c'a.le

. origina]l_y went from the number 1 which equate.d to not !mporldnt at é!:H to
tim num_lﬁer 5 which equated to 'very :'mpor:am; and these descﬁ_ptors pfoved
c.r;mfusin_g or unclear to subjects, As a result, the descriptors were altered so
that the ﬂumber 1 equated to disagree strongly and the number 5 equated to
agtee strongly in the refined final survey form. The pilot post-ireatment
s.u.rvey remained identical to the original pre-treatment survey with the
_excepﬁon of the deletion of the qualitative questions at the end. It was
éomid&ed imp{;m.nt that the pilot pre-treatment survey and post-treatment
survey remain al_most identical even though isé_ues became apﬁmnt during
'}.l.1e pre-&eatment survey application. The overarching issue was one o_.f
i:o.nsistency, for. if the forms had differed signiﬁcantly_then the validify of

._dala would have been :i_n doubt,

...'.I'he twénty—foﬁ_r item pilot was analys'é?d to pr'_c::l_duce agt:peqsu_ié'of reliability.
The apjilicatioﬁ of the Q_tatisﬁcai ana]ysis resut_ted in a_Cronba;:h's Aliahn
Coefficient was 0.19, and the average inter-item Correlation was 0.007.

. Therefore the instrument, at least in its first form, was deemed very
unrelia_l;)le. Ret;inémelit of the instmmént resulted in the rewording of most

items, the deletion of items that were suspected as being inappropriate or
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ﬁonﬁuing and had in fact scored very poorly as shown in the full statistical
analysis, and the eddition of new items resulting in & refined pilot survey
comprising 40 items. This second iteration of the instrument was piloted with
I;gmup of 18 other HCT students of similar academic level and cultural -
background to the study sample, and :Lhe pre-treatment and post-treatment :
survey results analysed_ Ljs_ing Cmnﬁaﬁ:h's Alpha Coefficient. :'I_:'he results .

_ :pmved a]s; :i_hadequate,_ f_:ut with an élphn of 0.4ﬁ this was a significant

. i.mpro\rement on the first iteration and set the trend for imprn.\.r.em'e'nt. It \#as
é,uspected that the modes:t number of ;ubjects may have resulted in the 1{.\;

reliability figure.

Practical issues

Two practin_éj issues bec'éme appareﬁt during the runming of the pilot: given

' _ﬁmt each sufve)f__get had'_.ﬁ unique nunber assigned to it, for an'c.mymity

sake as weli as subject survey pair-tracking, some subjects forgot what their
unique sun'.r;y number was; and three subjects aecidentally left some item .
hn_swers blank which negated their particular survey set. Since the relatively
mﬁdest number of eighteen subjects were initially involved the loss of three
subjects equated to ot represented a loss of 17% which is a potentially
significant number. The number of complete survey sets was fifteen. To
reduce these particular issues each subjeet in the final study received a slip of
paper with their unique survey ID number which they were told to use with
their next survey too, and clearer verbal in;swuct_ions about makmg sure -

that they should respond to each and every item or statement on the survey.,
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Teaching colleagues faclhtatmg both surveys were speclﬁcally asked to pay

careful attention to both of these issues,

S.urvey :instrument reliability. results

Given the timing constraints imposed with working within a functioning
college ii was decided to proceed with the instrument in live operation even
though the second trial indicated a somewhat lower than desited Cronbach's
_Alpha Coefficient of 0.42, The necessity to conduct two previous pilots of the
survey to accomplish refinement of it tb produce an intemally reliable
 instrument resulted n no avaitable time 1o to run & third, final pilot, so

the pre-i_:reatmeﬁt survey was conducted live with thirty-five subjects and
Cronbach's Alpha analysis was undertaken oﬂ ﬁe data 1o assess the reliability

of the instrinent.

The live data collection resulte.d in 34 subject; completing ﬁe 40-item pre-
treatment survey form. One sui)ject did not coﬁiplete her form so her data was
discarded from.the sﬁdy. Cronbach's Alpha Coefficient was 0.62 and this is
considered acceptable because if a scale has an alpha above 0.60, it is

usually considered to be internally consistent (Mitchell & Jolley, 2000).

The pre-treatinent surveys, post-treatment surveys and interviews were

c;onducted by teaching colleagues, and the observations were underiaken by

this author during the subjects course, These sources of data formed the basis
"of triangulation of data with which answers were developed to the research

questions. The relatively short duration of the study, eight weeks between
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the pre-treatment survey and the post-treatment survey, was also thought to

" have reduced any significant maturation effect (Bums, 1998).

Observation

An in-class written recording sheet comprising three columns titled positive,
négar:‘ve and comments formed the structure of the attitude observation and
recording instrument. The completed observation sheets are shown in _'

Appendix A6-AS.

During an in-clqss period during which the teacher faé_ilitated discussion
t:lbout 2 t':ustome:r service scenaﬁo, and afier subjects had viewed a video
abgut that scenario, the positive or the negative responses from subjects were
t;abulated along with any verbat comménts that appeared to be commen to all,
Each column was aggregated with no correlation or link made between
specific statements or stances and specific subjects, The resulis formed an
averall stance or position of the subject group. The number for the negative
column was subiracted from the number for the positive column, the resultant
number being recorded along a rating line found at the bottom of the back of

th_e observation form as shown in Figme 1.
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Table9

Structure, sequence and timing of observations

Step

Action

Duration -

1

- Advise subjects that they are undertaking a

discussion session as part of the study - then

introduce the topic of customer service.

Hand out a 1 blank shect of paper 1o cach subject

and ask them to write on one side of the sheet what

they think that 'customer service' really means -

when they have finished writing ask them to tum

over their sheet to the blank side,

Advise subjects that they will now sec two times a

short video segment which shows a hotel front desk

customer service seenario - ne questions can be

asked or answered during the showing of these

segments - and subjects will be asked six questions

at the end abcut whai they saw,

Wrile the six questions (in step 5) on the

whiteboard.

Play video segment one time without pause, then

paint and ask:

a. . How better might the staff have handled the

. problem?

b. How better might the customer have handlcd

" the problem?

c. What were the important points about the
interaction?

d. How reasonable was it for housckeeping to
clean the customer’s room at 7:30am?

e. How professional is it for siaff lo talk about
customers?

f. Could this dlscusswn change the type of service

. given?

Advise subjects to look and listen carel‘ully - then

repeat step 5.

Ask subjects once again wrile on the blank side of

their sheet of paper what they think that 'cusiomer

service' really means - when they have finished

writing collect all papers,

Thank all subjects for helping with the study.

2 minutes

8 minutes

| minute

3 minutes

15 minutes

10 minutes

5 minutes

1 minute
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It was Eonsidc’red impor;ant to ensure that the o'bservatit;n, which relied upon
m-class discussion about R speclf‘ ¢ customer service scenano. did not take
Iongerto complete than a smgle class permd The tcachers of both groups of
sub]ecls were under pressure to ensure that all academlc colrse content was

covered before the exams were due and they had expressed the cornmon
|l

concern Lhnt the 'loss' of mulnp]c class periods at that llme may pose a serious

problem With the cooneratlon of the tenchcrs the observation of cach subject

goup was contained wn.hm a smglc 45 minute class penod
]Il
i

Iaterview
A set of two semi-structured interviews, based around spécific customer
scrvicé scenarios, were used w1th two subjects from each of the two class
groups, giving a lotal of 4 subjects interviewed. The fﬁﬁr subjects had

respm'}r._ie'd 10 a general request for volunteers to participate in the interviews.

Wiih a mlal of 34 subjects corﬁpleting all study asscssnieﬁt items, the ratio
of subjccts interviewed to study populanon was 4:34 am:l represented
appmxlmatcly 12% ol the study populanon The pre-trcauncm interview
was ccnducted in week 4 and the post-ireatrment mlerwew was conducted in
week’ 12 At the start of each mtemew, als mmule durauon video segment
aboul a customer service related scenario was shown to each subject. The
pul‘posc nt‘the video segment was twofold; to focus lhc interviewees to

the arg_a of customer service and to guide the interviewees to watch and listen

for specific aspeets related to \#_Iflat they would be asked.
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The video segments differed in content between the pre-treatment interview
and the post-treatment interview, but all subjects saw the same set of video

- segments.

" Given the cultural sensitivities in this geographical region the interviews
could not be video or audio-taped, and a female teacher interviewed each

subjects as Oppo.v.éd to the author, whom the subjects also knew,

- The interviewer c.areﬂxlly recarded verbal comenents, The data from each

interview were used to establish dota themes, and results were summarised in
' separate interview sheet for each pre-treatment and post-treatment

_interview, The interview was semi-structured in the sense that no sPeciﬁc.

. inferview schcdu].c or script was 'cast in mncﬁte', insteed broader concepts
and areas to be touched upon were developed, and a set of 5 'enabling'
questions were used arounﬂ which the interview was structured. The content
focused on the asea core to the study, namely customer-service as it pertained

to the video segment being shown.

At the end of each interview, the interviewer rated the subjecl'é inclination
toward or against customer service, as expressed verbally within their
comments, by placing a mark along a rating line as shown in Figure 12, The
rating line had nine grading points. The rating was visible to the subject but
no discussion about it was entered info unless the subject raised the issue.
Grade point 1 at the Jeft hand end of the continuum corresponded with the

subject exhibiling a strong overall opinion against effective customer
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service wﬁilst point 9 at the right hand end of the continuum corresponded.
with the interviewee in the intetviewel‘é opinion exhibiting a strong overall
opinion for cusiomer service. ‘The mid-point grade of 5 represented a neutral
opinion. Since no preconceptioiis were held about how many negative or
positive égnunents would be verbalized by interviewees, the scale went
between -20 and +20, with 0 e{.iunting to a nentral mid-point. [t was {elt that
subjects Iack of English language fluency would tend to minimize the -

overall number of commenis so this range seemed appropriete to stact with.

Interviewer's rating of overall stance of intervi ewee:

- ] o . . +
L .l I L I I 1 ]
strengly displays : neutral stronply displays
negative opiniens pesitive opinions

Figure 12 Interview Form rating scale - without numbers

Astor ;iair of interviews with each subject was undertaken, resulting ina
total of 8 interviews being conducted, four pre-treatment interviews and four

post-treatment interviews.

A uniq@ ID cade was used for each subject's inlenrit.a.w form, and the suﬁject
group 1D. (equating to the subject's class 1D} was recorded so that the first and
then the second inferview responses could be compared, and so that '
additional data could be available which reflected upon the group that thﬁ

subject came from.
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Conclusio; .I
Tl-ns chapter showed that tlmeé‘féﬁns of data collection w;ere ﬁsed ciuring the
study a survey, an ubservaﬂon anl:l an interview. Each form of instrument
was apphed at speclﬁc points of time throughout the acade:mc course.
Qual!tamfe data were cnllected through interview and observation of
subjecls, whilst quantitative data were collected through pre-treatment susvey
and & post-treatment survey of subjects, These methods formed the basis

updﬁ which data triangulated would cccur,

Thé:prima.ry instrument emplo;éﬂ was a Likert scale surveyThls was used
m preference toa Thurstone scale because 4 Thurstone scale would have
prcwcn more complex and umc consummg to apply. The survey went through
multtple stages of pilot and reﬁnement until an acceptab]e mternal reliability,

or Alpha figure, was o'ctamed
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CHAPTER SEVEN

ANALYSIS AND RESULTS

Introduction

- In this chapter, the resulis of data collected from Lﬁq observations,
AR . il

interviews and surveys are presented and initially analysid.

Observa:t.l:oh_fesulis
D&t; from the observations cm;nprised transcribed verbal résponses from a
maj_p_ﬁty of subjects to six specific questions raised by the class teacher, and
.géﬁ'eral notes made by the obs_érver during the observatiéﬁ. The numetical
wei_ghting assigned to the response to ench question defined how many
éubjects actually took either a qegativc stance or a posilﬁ’é stance about
customer service for that question. For each group thg aggrepated number of

comments was then marked along a rating line, as shown in Figure 13,

TR F R A | . -

: +#

S Lo +

i 1 1 | ! 1 | !

steongly ol ayy neutral . strongly displays
negalive opinious petitive opinions

" Figure13  Observation Form rating scale - with numbers
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One obsetvation occurred for each subject group. These groups had 19 and
18 Subj_écts respectively, The nﬁmerical weighting for the questions are
shown i tis section. A record of all the obscrvation dita ere shown in
Appcnﬁix A6 - A9, Results for group 7C1, otherwise referred to as group 1,
appem- in Table 10, The results for group 7C2, otherwise referred fo as group

2, appear in Table 11.

Table 10
Obs.er;hﬁon data for subject'_'g;roup 1

Qnestlou o ' -n +n

How better may the staff have ]w,udlad the customer? .. . 2

How better may the custamer have handled the staff? ~ © 3

How reasonnble was it for housekeep:ng tocleanthe - . . 5

room at 7:30am? '

What were tho important pmnts ‘about the customer i 1 14
. serv:ca? ‘

How profcssiunnl was it for staffto talk about the 2

‘problem' customer?

How could this talk have chunged the way staffthen v 3

handled the customer?

Totl_lI' _ i o 16 48

Tab[é-_l_(] data indicate that the subjects in group | vgfh’éiised 16 nepative

comments and 48 positive comments about customier sérvice, giving a total

of 64 comments about customer service in the context of the scenario.
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Agprepating the two numbers gives an overall attitude position of th__é group,

sublracting the negative comments from the positive comments and gives an

overall attitude result of +32, This rating was recorded by the interviewer

along an observer's rating line on the observation sheet,

This resulting number I call an “opinion index", and tlus index represents an

overall observed attitude position with respect to the customer service

scenatlo being discussed: The opinion index for groub I was+32.

Table 11
'Observation data for gi:hject group 2

Question

-n . +n
How better may the stnff_hnve handled tile customer? 4 7
How better may the customer have handled the staff? 6 . 4
How reasonable was it for housekeeping to clean the 3 4
room at 7:30am? .
What were the important points about the customer 2 8
service? :
How professicnal was it for staff to talk about the 3 10
‘problem’ custemear? _ "
How could this talk have changed the way staffthen N 5
hnnd]ed the customer? - s -
Total - 20 38
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Tab!e 1 data mdlcate that the sub]ects in group 2 verbahsed 21 negatwe
comments and 38 posmve comments about cuslomer service, giving a tntal
of 59 comments about customer service in the context of the observation
scenarlo, Aggregating the two nhmhefs gives an overall attitude position
number ot_‘_-'l-l 7. Thls figure or rating, wes recorded along an qbserver‘s rating

line on the observation sheet. The opinion index for group 2 was +17,

“The data in Table 10 and the data in Table 11 were analyzed using the
Wllcoxun signed- rank, non-parametric test to compare the results from the
two groups. This test was used because it "is appropriate for a two- condllmn

.within-subject design" (Burms, 1998).

Given that the two subject groups were thought to be relatively homoge_ﬁous,
i.t wias anti:éipated that both groups would exhibit similar Wilcoxon results,
‘however a difference appeared between them. The fact that a difference

'. .between the two groups appesred did not affect ﬁndings for s_ubjects asa
corpus in the pre and post-treatment analysis, but it is wetth ﬁoting for
_possib[e future research and investigation.

i :

- During both ohvx.rvauons many subjects either asked for c!a.nf' cation nboul

. the final question or demonstrated confusion about the question whilst they
discussed it amongst each other, These a_&:tiuns indi.calcd that subjects did not

: understand the question. The clarification given by the tcach.ers of the proups
appeared to exacerbate the issue because they too appensed to not understand
the question. The problem wuh the question may have been a resuli of a
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secc-_md language issue for both the subjects and the teachers, Both class:
teachers, a5 well as the subjects, used Euglish as their second language. This
confision le.[_i to the use of the opinion mdex becaus§ of the limited lméuage
competency exhibited by both sets of parties. A somewhat coarser analysis is
employed ratier than a finer type of analysis in an effort to discem B

differences between the groups.

Answering the fundmﬁental research question poséd in this thesis, does the
HCT Computer Helpdesk course change the customer service affitude of UAE
Jemale subjects, does not rely solely upon between-group observation data,
for this provides supportive data mainly, Answering the primary question

lies in subject data collected in total, before and after treaument. To this end,
the interview, obsetvation and survey data form the basis upon which an
answer will be determined. The observation data given sbove indicates an

attitudinal position that either confirms or confounds the overall result,

Intervicw results

Two subjects from group 7C1 and two subjects from group 7C2 volunteered,
in response to a general request for interviewees, to complete semi-
structured interviews to be facilitated by a female teacher. The interviewer
transcribed responses by subjects to specific questions, then ﬁt the end of the
interview rated each subject's attitude about the customer service scenario or

context of the interview.
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During each interview, subjects were asked five questions specifically
relating to the customer service in the context of the interview and its
preceding video segment. The two different short duration video segments,
one for the pre-treatment interview and the other for the post-treatment
interview, showed an example of poor customer service and the associated

customer response.

The .inte;'\fiewer tated each interviewee's overall attitude sbout cuslﬁmer
service in the context of the interview by assigning a place point alongl an
attitude continuum on the interview form. The scale on this form sp’éhhed =20
to +20 for a range of 40 with 9 intervals, for example -20, -15, -10, -5, 0, +5,
+10,+15 and 420. The rationale behind the sclection of scale range is

discusseﬂ in the Data Collection chapter of the thesis.

The ratings for each of the four subjects is shown in Table 12, and ;his table
shows the pre-treatment interview rating alongside_the post-treatment
interview rating, as well as the differential between them, and enables
comparisons. Reliability of this scale is enhanced by the fact that the same
person interviewed all fﬁur subjects, tabulated the responses and then

nssigned the ratings.
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Table 12

Pre-treatment and Post-treatment aubject interview ratings

Subjact. Pre rating Post rating Difference
o © 41 . +o o
2 +7 : +12 T 45
3 H8 20 Y42
4 T . a 4

The pre-treatment and post-treatment interview ratings for each subject show
._Ihat subjects 1,3 and 4 exhibited only small differences of -1, +2 and -1
_ mspeqti}'ely. whilst subject 2 exhil;l_iwd a somewhat larger, but stili modest,

“difference of +5,
Table 13 shows the answers from each subject to the pre-freatment interview

queslinriﬁ, whilst Table 14 shows the answers from each subject to the post-

treatment interview questions,
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Pre-treatment tntemew questions were: -

Post-treatment interview questions were:

How do you feel ‘about the type of customer service that the hutel
customer received?

What might you have done if you werc tl_le cestomer?
What might you have done if you were the waiter?
What do you think about the waiter's answer of "L just delwer' 7.

Why did the customer make the strange comment about thn- ﬂowers at the
end? -

What do you think about the type of customer service that the éu&t_omm_‘
received? o

How might you have acted if you were the customer and you were fold
that the promise shown on the sign would not be done? S

Describe the best customer service that you have received - wﬁy was it
the best?

Was the lower cost and extra services more important to the customer
than the promise of a 2 hour cleaning time shown on the door?

Describe the worst customer service that you have received - why was it
the worst?
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. Table 14

Post-ireatment interview responses

Question Subjent | Subject 2 Subject 3 Subject 4

1 Cuslomer wanled Fast receive, he isbusy  Bad customer 1 thiﬁk the customer
cleaning and she said 5o he wants quick service, because he service is good it
she can't becausc she  sérvice, Did not getitas  wanied the suit bad, She wes poljte
is loobusy. Should  quick as he wanted. It quickly and she didn%t  and good,

. havebeennbletods  wasthe customer's do anything for him,
quickrclming. problem, $tafl wos She niust 15y to
okay, His misteke. finish,

2 Twould like thisnow  Lwoulddo it forhimin [ would ke my suit [ wouldn't say _

o wear, Please lrylo  twohourssowemusl.  and tryio find . anything and | \_;vnuld
clean jt naw because  [fthey can't doiit in two  anolher lundry, wait for my clothes.
| really need it n'o:w. hours 1 would go e : .
[ take my clothesand  another one and not
go somewhere else. shobl with (herm.
3 Hotels are the best One time in Abu Dhabi 2 months sgo | wert  Last holiday ] went to
) service Facause the bank a3 a nc\.v customer o the Mower shopio  Sherjah for 2 days
hotel is organized my husband's salary get pré.:m, Thelady  whene they welcomed
everything. Service  came lale, He gove mea hclpct.’l_.n;c tomaken e and they were
trics to be betterand  cheque and [ go 10 . gnod presenl. She very polile and gave
get morecustomers  @epasii il stayed ond - suggcstcd encarby  meallthe things [
with good service. the bank salved the =" shop 1o get some asked for,
cﬁequ: prablem. perfi me.
4 Mare imperiant t More important that Moest impertant that  More Emportnﬁt for2
' the customer to gﬁt theyclean Lin 2 hours  he el it done in 2 houss.
thecleanlng done in  than the other services,  haurs, i
2 haurs, )

5 Shouling atme could  One lime trave] (o Went oo dress shop  Because mnybé the
have explained why  Salaleh we wanled aflat 1o buy o blouse n.nd [ tableisn't clear nnd
instead of shouting &1 but 11 was loo expensive  nsked foradiscount  maybe he ordered
me. They should bul we took # because  and she wouldn't give son_ﬁcthing bigger.
have been palite. we were tired, Wentin - onc. She Just said pay Mn_j'be tie: {8 very

wid ft wag dinyandno [l price or don't '

service. Told Mem they
ditd nothing. WNa TV
cither - solved thal,

take it. Bud service.

ARETY.
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Dlﬂ'erence befween pre and pust—lreatment Inter\rlew data -

The numerical opinion index fi gure indicated generally that lm]e dlfference
existed between pre-treatment and post-treatment interviews for 3 ofthe 4
subjects, however oné.subjept did t.a.xhibit a somewhat lﬁrger di__fTeren_ﬁ_al :
betweeﬁ the two inlerbiews than did the other subjects -Tne qﬁantum .of the
d!ﬁ'erentlal +5, appears re]atwely large in comparlson with the other sthPcl'

dlfferentlals that showed ﬁgures of 42 and 1 respeclwely

Exammatmn of the pre-treat.ment lnler\rlew verbal responses fmm each
sub_]ect md:cate that all the sub_]acts made s:mllar comments about the
customer semce scenario that they had mhlessed with subject numbcr 3.
mnkmg what could be considered the most forceﬁ(l and unamblguous
comments whlch resulted in her bemg allocated a hjghcr oplmon index

ranng by the interviewer. Responses to quesnon 1 for example showed a
consensis amongst subject number 1,2 a.nd 4 who stated that they would call
room service and chscusg the problem. Subjcct number 3, however, respunded
wnh "I wuhld return the food and T will ca.ll the customer semcc and I will
tell them about the service and 1 w111 never comie agmn to ths hotel" and this

comment exhlblts a stronger degree of oplmon than the olhcrs

Exa.minaﬁon bf the pust-treatmcnt'inlcrview verbal responses"ﬁ‘om each
subjcct mdwate that all sub_;ecls mnde snmlar comments about the customer
service scenario that they hed vvltncsscd w1tl1 sub_]cct number 3 again

appeanng to make the strongest responses,
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Responses to question 1 R f‘or exnnlple, showed a cnnsensus emongt :iu‘njects . '
rumibercd 1, 2 and 4 who stated elther that the service received was okay ot
that it was the' custonie}'s fault, :S.uhject number 3 nbwever; 'neSpqndeel that
it wes "Bad enstonler é;ervioe" and that th_e service:__pmvider:__'_'_.. .must: try to

fimish".

Subject number 2 exhﬂ:uted comments that could be considered stronger

Lhan lhe comments that she made during her previous interview, and

Wh.l_lst this cquld suggest that a degree of change in her attitude may have
occurred between the interviews, the relatively modest quantum ofﬁe
difference between her pre-treatment and post-treatment interview opinion

indey figures cannot support these assertions.

The interview resulls indicate that for the majority of those interviewed, 3/4
of t.he subjects very little attitude change was determmed between pre and -

post. mler\rlews This suggesls that no clumge in amtude mcurred ovemll

Sur\rey nnnlysls and result.l

A tota! of t.hlrty-feur sul:uects completed the pre-treatment and post lreatment
sunrey, and these data were nnalyzed usmg Stansucal Package for the Sucml
Smences (SPSS 2002) version: 10 stahsucal analysm cumputer software
MANOVA, or multivariate ana]ys:s ofvanance, was used to test for

s:gmﬂcant dlfference between pre and post responses to |tems

100



The MANOVA Wliks' Lembda results showed that generally no 51gmf' e:mt
dlﬁ'erence existed between the pre-treatment survey and t.he pest»h'eaunent
sunrey responses, wlth F 1,625, df = 40 p=0 293 A level of 0.05

was the Lhreshold for determmmg 51gmf' icance.

Results .sho\m with an asterix (%) \ﬁﬂﬁﬁ Table 15 indiee'te that, for Lhese:.f
pamcular itemns, a s:gmf' cant dlﬂ'erenee between the pre-ireaunent survey
responses and the post-treatment survey Tesponses exlsts In part:culsr, llem
31 shewed p =001 which suggesis a Inghly mgmﬁcant dlﬁ'ercnce Survey
items. 19 31 and 37 showed Scheffe step-down test (Scheﬁ'e, 1959) results of

p= 0033 p=0.001, andp 0.041 respectwely

Oversll thirty—seven survey items di(‘ not display a sigtﬁf' cant difference

bet\veen the pte-treannent survey and the post- Lreatment survey. Table 16
shows the mean and standard dev:ahon (sd) ﬁgures for survey items 1- 18 and
:tem 20 whilst Table 17 shows the mean and sd fi gures fer survey llems 21-

30, 32-36 and 38—40

In boﬁi tables the postlu'eaunenl suwe§ p figure is al’s'el shown and it
was t.h:s figure that was. used to 1denufy sunrey responses that appeared

s:gmﬁeantly dlﬂ'erenl Thls figurs was generated pos:-huc using the Sehef"c

ke

step-down test,

'r"‘l
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Table 15 -

Probability results from analysis of 'pdst-tredtmen_t_Sl_lrvgjr_" responses

Item - = P Ttem P
1 © 0812 21 0,280
2 0656 - 2 0.697
3 0.137 23 0,493
4 0.733 24 0.857
5 0.317 5 0,564
6 0.083 16 0.017
7 0923 - 27 0.297
8 0639 - . 28 0,750
9 S 0,695 29 0.067
10 T 0.085 30 0.726 -
11. L0151 31 0.001*
12 : © 0680 k7) 0,623
13 . 1,000 33 0.288
14 0.145 M 0,113
15 0.924 35 0.510
16 Sy 36 0210 .
i7 - 0295 37 0.041* .
13 - © 0257 38 0.194
19 0.033* - 39 1.000

20 . 0,554

Note: * denotes p < .05 level, ~

0.057
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Table 16

Mean and st'n_ndard deviation figufcé-for survey items 1-20

Jtem. < Meam . 8D ;- Mean " 8D
1-20. _before before = after - " _after
1 . 405. 092 . 400 - LI0

2 420 . 142 444 128

3 1640 104 . 208 136
4 . 3T 147 - 305 137
5 168 L2 0 194 1o
6 .
7
8
9

3417 1s0 < 279 ¢ 139

344 0 137 341 - . LIO

2376 . L0 . 3645 - 095

c9 T L3Il T 166 - 287 ¢ C 140
10 - 285 . L3 - 335 .. 123
11 - - 367 147 a4l L 118
12 - o364 125 . 353 . L 108
13 . 214. . 15 241 . 123
14 . 19 135 0 241 143
15 - 347 118 350 ° - 13
6. . 3am® 106 344 126
17 273 L LS00 T 34 147
18 355 137 391 0 116
‘200 355 - 150 376 135

_f Survey item 19 is'.-_'-not iﬁclude&_'i because p <0.05
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. Table17

* Mean and standard déviatioﬁ figures for sur_ﬁfzy item_.ﬁ '21-40.' .

Ttem Memn . SD . Mem . 8D
120 before - before :  afler ~ after .

S20 ¢ 308 133 - 34 O Lo
22 288 153 333 . 156
-3 394 - 137 L 44 107
o2 4l o 138 417 129
25 . 220 . 147 ¢ 241 1457
2% : 444 1S6 ¢ 400 LI2
L7 276 7 153 o0 314 - 1460
S8 335 LSS o 323 . 147
- 29 338 - 120 2™ 7 138
T80 408 089 400 . 107
32 282 ¢ LS4 - 3000 7 139
13 364 ¢ 095 - 391 . 108
34 453 089 . 44 L07
5 235 130 - 255 126
36 - 220 150 . 267 . 157
38 280 177 3® 133
39 25 135 25 126
40 . 408 - LI13 . 350 135

Sur\iéy jtems 31 and 37 are not ineluded because their p < 0.05 level, -



Survey it_ems that show no siglliﬁcant difference . -

Survey items for which there was o signi_t’tcmtt difference befofe and affer -
: treatment are summérised helm;. A meahl_:ﬁgure <2 ittdicates tl-lht subjects :
- generally _disagreed with the itet'p._ statement, & mean llgure of 3 .'il'l_di.cales that
* suibjects gettera]ly ne'ifther ageéﬁ ot di_sageeed with the item sté:tement, nml

“a mean ﬁgure >3 intlleates that subjects generally agreed with the statement.

For survey item 1, "Mr Jose shuuld attend o his telephone chent" the similar
mean before and aﬁer( 4) md:catea llmt sub_lects generally agreed with the

g statement 'I'reatment bas not altered resgonses to tlus statement

_.' For survey llem 2, "Guod serv:ce makes me feel happy" the sm-ular mean -

" before and eﬁer( 4) mcheates t.hat suh]eets generally agreed w1th the

'_ statement. Treatment has not altered responses to tl-ns statement

. For survey item 3, ';$aeed is happy with t_}_ie service he received”, the similar
mean befote and after (= 2) indicates that subjects generally disagreed with

the statement. Treatment has not altered responses to this statement.

" Far survey'item 4, '-'When a tiue'tomer like .Saeed walks in, M. Jose should .
. _.'stop te]kmg on the telephone" the stm:lar mean before and aﬂer( 3)
1ndteates that sub_;eets generally neither agreed or d1sagreed mth the

E statement. Treatrnent has not altered respenses to ths statement
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For s'urvey item 5, ' “Saeed was happy with the way he was treated by Mr.
Jese , the similar mean before and after (= 2) indicates that sub_;eets .
generally dmagreed with the statement. Treatment hae not altered responses to

this statement

For survey item 6, “Sased waited too litle before leaving”, the similar
mean before and'-aﬁer (=3) indicates that sulijeets generelly neither'eg'reed
nor d:segreed w1th the statement, Treatment has not altered responses to this

stntement.

For sﬁr\rey jtem 7, "M. Jose did not show respect for Mr. Saeed”, th'e similar
mean before and aﬁer{ 3. S) mdteates that sub_]ects generally agreed with

the statement. Treatment hae not altered responses to thts statement.

For 'survey ftem 8. “Saeed should have con‘lpla.ined ab'c;ut the serviee". .t.he
snmt'lar mean before and after( 3 mdlcates that subjects genemlly egreed

mth the statement. Trentment hes not altered responses to this statement

For'survey item 9, "Mr. Jose thinks that customers on tlte telephone nre more
tmportant than customers in his office", the similar mean befare and aﬁer
( 3) indicates that subjects generally nett.her agreed nor dlsagreed wnh the

statement Treat:ment has not altered responses to this stetement.
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For sufvey itern 10, "Saced does not expect better sei-ﬁee next time, the
mmﬂer mean bet‘ore and atter ( 3) 1nd:cates that subjects generally nelther
ngreed nor dlsagreed with the statement Treatment hes not n[tered respnnses

to th:s statement. .

Fer survey ttem 11, "If Mr Jese could not help Saeed then someone else
sheu]d" t.he suntlar mean befere end aﬁer (= 4) lnl:ltcates that sub_]eets
generaily agreed w'lth the statement. Treatment has net altered responses to
this statement

f‘or sut‘vey item t2 "Seed sheuld e.xpect.Mr Jnse te help him ifnmediately':'
the strmlar mean before and after ( 3.5) indicates that Sllh_]EClS genera]ly
agrecd with the statement Treatment has not altered responses to thls

statement

‘For survey item 13 "Saeed recelved gond customer semce from Mr. Jose",
the similar mean before and aﬁer{ 2.4) mdmates that subJeets gcnerally
disagreed w:th the statement Treatment has not altered responses to thls _

statement.

--Fer survey item 14 "Mr Jnse thmks that eustemers whe a:e in h:s oﬂ' ice are
more 1mportantt1mn custnmers who are on the telephene" the strmlar mean
]

befure and aﬁer( ) md:eates that subjects genemlly dlsegreed wlth the -

. statement Trentment Ilas not alterei responses to this statement
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~ For sut'vey item 15, "Saced should demand hélp from Mr. Jose" the similar
' mean befure n.nd aﬁer (= 3 5) lndlcates that subjects genem.lly agreed wnth

.. the statément, Treatment has not altered responses 0 this statement

For su'rvey item 16, "Mr. Jose thinks that Saeed will return later", similar.
. mean before and after ( . 3.6) ind.icates that subjects generally agreed with

the statement. Treatment has not altered responses to this statement.

- For survey item 17, "Saeed should demand help before Mr. Jose finishes his
teleph_nne call", the similar mean before and after (=3) indicatee that subjects
generally neither agreed not disagreed with the statement. Treatment ha.e'_not

altered responses to this staternent,

For sunrey ltem 18, "Saeed should receive good custnmer semce every
time", the sumlar mean before and after (= 3 7 1nd1cates that sub_leets )
; genera]ly agreed w1th the statement Treatment has not altered responses 1o

thls statement. )

For survey item 20, “"Mr. Jose. expects Saeed to wait il Mr, Jose has finished
his telsphone .call" the similar mean before and after '( =3.6) indicates that -
subjeets generally agreed vm.h the statement. Treatment has not altered '

responses te t}us stntement
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" For survey item 21, "Saced should receive service straight .away even if there
- are others waiting shead of him", the Similar mesn before and after (= 3)

“indictes that Subjects generally neither agreed por disagreed with the

; statement, Treatment has not altered responges to this statement.

For survey iter 22, "Mr. Jose should nof stop his telephonie el when Szeed
comes into his office", the similar mean before and afler (= 3) indicates that.
subjects generally neit}ter ngme_ti nor disapreed with the stélcmcnt.:'_.'l'reauner_lt

" has not altered responses to this Slatement.

For survey itdm 23, "Mr. Jose stwuld attend to Sateed's prﬁblem" SEmilar N
mean before and after (= 4) mdtcates thnt subjects general]y agreed with lhe

stalement Treatment has not altered responses lo this statcment.

For Survey item 24, "Saced is unhappy with the service he received”, the :
sifilar mean before asd afler (= 4) indicates that subjects generally agreed

with the statement. Tmatment_l_ms not altered responses to this statt_:ment.

. Forsurvey item 25, "Mr. Jose spoke badly with Saced”, the similat' fmean -
before and aftcr( 2% 3) mdlcates that subjects generuly dtsagreed with the

statement. Treutment has nol altered responses to tlns s!atement. S
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For survey item 26, "Saccd should wait for othets whn are being served first”,
the similar mcan before and afler (= 4) indicates that subjects generally
agreed witl}_:ﬁc_statcmenh Treatment has not altercd responses to this

statement..

For sun'cy nem 27, "Mr. Jose should not answer lhe :elephone when he is
helping Saecd" the similar mean before and aﬁcr{ 3) indicates that
suhjcc_ts_ggngmlly neither agreed nor disagreed w_ﬂ.h the statement, Treulm’cnl

has not altercd responses to this statement,

For survey il:ém 28, "Mr. Jose should try to help any customers at one
time”, the sirhilar mean before and afler (= 3) il'l.d.il.:ﬁlcs that subjects
gcncral]y nellher agreed nor disagreed w1th lhc statemem Treatment bas nol

a]tered rcsponscs to this statement.

For sunrc)f uem 29, "Saced will retumn 1o Al Amna later, the simila mean
before ﬁnd"éf__lér (=3) indicates that subjects gen'é:phl]y neither agreed nor
disagreed with the statement. Treatment has ndf'allert_:d tesponses to this

statement, -

X

l‘or sun'ey cm 30 “Mr. Jose thinks that cvury customcr is equally.

lmponnnl" lhe similar mean before and aﬂer( 4) lndlculcs that subjects

gcncrally agreed with the statement, Trcalmcm has not pltered responses 1o

this statcme_nl.
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' For survey item 32, "Mr, .l_ésc Lhinks_ tha the telephone client is mare
. impostant than Saced”, the similar mean before and after ( = 3) indicates that
- “subjects generally neither agreed nor disagreed with m:r;"stalcmc:it. Treatment

has not nltered responses 1o this stalement,

For survey item 33, "Saced cxpects better service next time", the similar
. -mean @cfam and afler ( ='4) indicates ihat sul_:_jecls gem:.'_ral]y agreed with the

statement. Treatment has not altered responses to this Statemcn(.'_ .

" For survey ilem 34 "Customers must wait whllc others are hclpcd“ the =
similar mean brforc and after (= 4) mdlcalcs lhat subjccts gcnerally agrced

with the staternent. Treatment has not altcrec_l___rcsponses to this s_mtcrnent.

For suﬁcy item 35, “Snce:c-l's time is more imi)onant Lh:an M. Juses time",; the
‘ilmI]E.I.' mean bcforc and nﬂcr{ 2. 4) :ndlcatcs that sub_]ccls gcnerally s
_ d:sagrccd wﬂh thc stalemenl Tn:atmcnl has nut nltcrecl responses to this

statement.

For survey item 36, “Customers must wait while others are helped”, the .
similar mean before and aﬂer( =2, 4) indicates that subjects generatly
: dlsugrccd with the swlcmcnt Trealmem hn.s nol a]lcred rcsponses to ths

stalemcnt
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For survey item 38,' "Saced waited too long before leaving", the similar mean’
before and after (= 3) indicates tha;t:is'ubjéc_m generally neither agreed nor -
disagreed with the statement. Treatment has not altered responses to_l_his

statement.

For survey item 39, "Mr. Jose's time is more important than Saeed's time", the
‘similar mean before and afier { = 2.5) indicates that s'ubjec_is genérally
dfsagreed with the statement. Treatment has not altered résponses to this

statement,

For survey item 40, "Mr. Jose spent too much time on Lh_é lel'ephone", the
similar mean before and after { = 4) indicates that subjects generally agreed

with the statement, Treatment has nof altered résponses to this statement.

Difference ﬁeltween jve and pnst—tre.a.t_ﬁ:_er.l'i Suﬁey data .

The pre-treatment survey and the posl-tr;ﬁlment survey i.nsml.ments.were
identical. Table 18 shows the mean figure for syrvey quiestion 19, 31 and 37
because these responses indicate that a significant diﬁ‘ereqce between surveys

existed for these particular survey item stalements,
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Table 18

Mean figures for Survey items 19, 31 and 37

Survey Q9 @l - Q7
Pre-treatment . 241 158 2,79
Post-treatment 320 3.50 344

In survey item 19, before treatment the subjects generally disagreed with "Mr.
Jose should try to helb only one customer at a time” but afier treatment they
generally ngreed. In survey iteﬁ 31, before trt;.atmem the subjects generally
disagreed with "Saeed is more important than ather custnmers", but after
treatment they geﬁemlly agreed. I'n.s'urvey item 37, befote treatment the
suﬁjects generally disagreed with "Mr.‘ Jose should pay all of his attention to
Saeed", but after treatment they penerally agreed.

Conclusion

A consistent pattern emerged from analysis of the observation, interview and
survey data; one indicating that, overall, no significant difference pre and post
survey in customer service attitude was evident. The data that did show a
| significant difference pre and post survey were few in number and could be
' _ related to the structure or wording of the survey 1tem or the contoxt of the

assessment item.
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CHAPTER EIGHT

DISCUSSION OF RESULTS

" Introduction

In this chapter, the results from Chapter 7 are compared with literature
reviewed in Chapter 4. The :mponance of using technology based simulations

at_id en'gagin_g: learners are also discussed.

Obser\;s;ﬂon results
Ohscrﬁtioﬁ techniques have been used to 'gathef data when attempting fo
determine subjeot atitude, as evidenced by Draper et al (1996), and Reed &
Palumbo (19.§2}, m_._nongs;t other resqﬁrchmjs. 'Ihg}ébsefvnﬁoq_ results for’ _ ..

subject group | differed markedly from those for subject group 2.

Both s.i.lbject.'groub._s had 'ﬁrtually the same mumber of..subje\"...ts anénding the
o_bserwétion éessim;_l, with grou-p 1 co_i'nprising 1.9 subjécts and group 2 :
éompﬁsing 18 subjects. -'i'he cémme:nts made by subje:cts in_éach émup;
demon#tmte& sign}.ﬁcanf comrﬁonnléty, howeve_i- the markedly dif‘f‘eﬁng;
degreé of disﬁussion participation le;rel, or leartﬁng eﬁgagerﬁent, between the

groups could possibly account for the difference in results,
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"The attitude comment frequency or weighting figure, in which negative
comments are subtracted from positive comments, for group 1 was +32 (32"._._
positive comments ovesall), whilst fo'r_ "group 2 th_é_ﬁgure was +17. The

d_iﬂ'erencé between the two groups was +15.

 Wilcoxon (Si;_:hoonjans, 2(]63) siatisﬁ'c\:al analysis of the raaspoﬁ-s_cs for each '.
éﬁup indicai_ed that group 1 exhibit.ec.l a significantly diﬂ'el.'ent:”si.gn rank order
than would .h.a.ve been expected from .pu.re chanceﬂ.'_'I'ha significance level fﬁr
tﬁis group was below the probability leve] of .03, and the result was markedly
.éi.fferem to tﬁat for group 2 which showed a result well above the probabi]l;t}'
: l_qvel. The author observed both groups, and had previously instructed the
session teachers about the conduct of the in-class session to maximize
'_;:onsistency.between the two in-class sessions. The reason for the differing
Wilcoxon results most likely rests with the groups thcmselvesé 50

' exa.minationi.of the additional observ'ations made during the seééion pmvidés
pOSSlblB answers. Appendlx A7 dlsplays the addltmnal observatlon o
comments recorded for group 1, and Appcndlx A9 ‘displays the addltmnal '
Ubservatlon comments recorded for gmup 2. Dunng the observatmns, it
became apparent that s some auh]ecls wltlun group 2 were il and this affected
the results. It was alsp apparent that durmg the observatmn of group 2 there

was alot of d:stractmg amblent nmse both msnde and outside the classroom

These issues most likely explain the_.difference between the groups which -
- centered arotind group 1 appearing 'mure involvg¢ as given by the nbservé_r's
‘comument that the "group appeared interested and animated”, -
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Group 2, in contrast, aébea:ed to be somewhat disinterested as evidenced by
the observer's comments that “some subjects disinterested with 2 subjects
almost ésleep", and “m;_my subjects talking amongst themselves alot”. It
Was ass.ul;ned that bothﬁroups were homogenous, with respect to culture,
cxperiéﬁée and Englislf 1ﬁﬁguage cum;igtency, and ﬂ]e_.\results of obser;étions
were t_.hérefore anticipafed to be similar. The obse.rvabiéidiiference between
the groups was the levél of participatiﬁi_; or engageme_n_f, and this suppaorts the
potential importance of engaged leﬁmj;ng in education setlings. Relatively
reccntlj', researchers have begun to believe the importance of engaged
learning in schools and classrooms (Yones, Valdez, Nowakowski, &
Rasmussen, 1994), and the difference in jevel of learning engagement

between the two study groups may account for the difference in results,

" Interview results

Because attitude is inferred and not dimcﬂy ascertained, researchers often use
interview, sometimes in conjunction with observation, to defermine subject
atti_tudé_ {Draper et al, 1996). The comparison between éach subject's i;ifeei{ 4
pre-tmétment interview rating with their week 12 pust—&eaunent interview
rating formed the basis_.upun determining whether a cﬁange in al‘timdé' '

oecurred for that subject.

From the modest mean differential figures of each of the four subjects for
ench interview, it can be concluded that no overall significant change in

attitude oceurred. In the case of one particular subject however, her rating by
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the interviewer, toa point_fur;_liér al_ong the rating line toward the positive
end, coincided with her gxhibitihg the largest mean differential result pre and
post-treatment, Thjs pa.rticu_la.:l; sﬁbject did not exhibit a concomitant large
differential in pre and post—_h‘eah_ﬁent survey responses. One possible reason
for the difference between intefview ratings may have been a result of the
structure of the interview itself, In a one-cn-one, close-quarter interview with
a fernale interviewer the subj_e& may have reacted differently than in other
more "distant” forms of é_s'se_.ss.r.neﬁt such as in-class observation and

relatively anonymous surveys which were facilitated by multiple male staff, -

The similar results pre and post-treatment for three of the four interview
subjects accords with the dota from the observations that indicated subjects
already exhibited strcmg' positive customer service attitude before treatment.

In this respect it was reasonable fo see little change in attitude.

Survey results

Because 37 of the 40 survey__iégms resulted with subjects generally providing
similar responses for both th;_lﬁre#treahnent survey as well as the ﬁost—
treatment survey, one could conchude that the main instrument used to
determine whether a change in attitude occurred has strongly indicated that
no overall change in attitude occﬁmd. A number of 37/40 equates to a figure

of 92%. It could also be sug'gt_:s_ted_thht the survey instrument may not have

been able to detect any change L_h#t may have occurred..
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A possible explanation for the significant difference pre and post-treatment
for each of the items ma;y be speculated. Survey statement 19, "Mr, Jose

.. should try to help only one customer at a time", actually opposes the con-the-
ground reality in the local context where it is common practice, and expected, .

. that a service person will help more than one customer at the same time.
Survey statement 31, "Saeed is more important than other customers",
requires a qual_iiative judgment on behalf of subjects, and may have been an

| inappmhﬁaw"i;em in the first place given the cultural nosms exhibited in the

. locat contexi. It is 2 commonly exhibited attitude by UAE nationals that

) "they” are more |mportant than alt ot.hers in their oountry Survey statement

37 "Mr Jose ahuuld pay all of his aftention to Sa.eed" may fall mto the same

: category as slatemant 19. )

- Undertaking the Computer Helpdesk course may have had an effect on
personsl attitude about these three concepts, In particular, the embedded

_scenarios that provide exposure to handling difficult and multiple customers
» concurrently, and the paying of attention o a single customer at one time,

: may have had an effec;. To test these hypotheses will require follow-up with

study _:subjects_, or with subjects similar to those in the study and in the UAE

._ and HCT context speciﬁcally. _This is now outside the author's durnai.n

because [ am no lnngéf emplojed by the HCT system. .

' Stat:shcal analy51s mcl:cates lhat, with only three exceptmns, no sngmﬁcant
* differences between the pre-h-eatment sum:y and the post treaunent survey

existed.
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Three questions require answering if the data obtained from this study are to
 be COI‘lSIdered both appropnate and useful

. Ca.n attltude be quamlfled?
+ Cin atiifude be changed? _ .:;.

. Can the use of computlng techno]ogy effect atlltude change?

The hterature rev:ewed in Chapter 4 prowdes answers lo these questmns
Before determmmg whether attltude is quantlﬁahle, cme must determme
1dennﬁed cOMIMon aspects or e]emenls of attitude, Modkowskl (1985) for
example talks of a combmnt:on of cuncepts combmed wn.h a persunnl
Judgment tlwtrcsults m spcclﬁc behavlour or response F:shbem and Ajzen

Q 9?5) talk about a Ieamed predlsposmon, which resu]ts in @ specific:
resl:uonse or manner, 'I‘he similarities between numerous definitions ate
stnkmg, for they proffer the view of a leamed predlsposmon or personal
Judgmsnt, both of whl_sh strongly 1mp1y that one's attitude can be learned or
changs'_d.' This furlhef Sﬁggests that at.'_t_:i;ude, and more importantly perhaps the
changi.ﬁ"g of attitude,:' fsﬁuires a deg:@t_.‘;;of self-awareness or cognitim_;'__pn
beha[f_'.:of the person issdIVed. Others.._'nlso believe that a copnitive efgment
appears in most definitions of attitude (Hergeﬁ, 1997); SinEe attitud'c;\.is Lﬁe
tendeﬁsy to respond 1n e specific way sbout a speciﬁé .slance or posi{isn, itis
reasonable to suggest that by pnesentmg such pusmons, most often m the
form of statements or queshons, amlude can be detemuned This study takes
into nccuunt the appa:ent meta-cogmtlon required of leamers wlth respect to

their attltude.
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The assessment of athtude isin itselfa dlfﬁcult area. Most researchers now
agme thnt attitude cannot be determined directly, rather 1t must be m.erred
and tht's typically requires the use of observatmn, mtemew and quesnomng '
Draper et al (1996), and Reed and Palumbo {1992) to name but a few, lmve
mdlcated that combinations of qunnntatwe and quahtatwe research metht:ds
have previously bee_n used te determine atfitude. Often, data tnangulauon of
such combined datd is used as a means_-:of obtaining greater overall data or
information and verification of outcome, and dsta triangulation of combined
data, m the form of & duantitativc survey, & quantitative interviewand a .
H_alitatwe observation are used in the study. Social psychologists and
researchers have used different methods and instrgnents to determine
atutude, however one of the most commonly used is the Likert scale. This
scu]e proves simpler langunge-wise and more efficient tlme-mse to use tha.n

the 'Ihurstone scale (Burns, 1998). A custom designed forty-ltem leert scale

is used as the prlmary attltudc assessment 1nstmment in the study.

To chnnge atutude theones such as cugmtlve dlssnnﬂ.nce, attribution, g
expectancy—va]ue and conslstency have been proﬂ‘ered (Flshbem et al, 1.975)
But to ‘change nttltude specifically g about customer ser\uce, os is the case m
the study, requires that one must delve into the Lheory of Socml Lea.mmg
(Bandura, 1993). Th:s is because one's expenence w;ll infarm one's attltude
and will affect huw one chnnges one's attltude To engage subjects '
cogg_;t_wely and enhz_u_l_g:e their lugher—order thinking, things that meta- -
c.c'ug.q!i'tion demands, I;i'ings us to the Cognitive Response Model (Greenwald,
1968). This model dést:ribes how one acquires and then changes attitude
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toward soiﬁething ip a persussion scenario. This model leaos us inlo the
relatwely new fi eld of captology, whlch is the applrcatlon of computing
teclmology in a persuasion scenatio, The use of cornputmg technology in the
pursmt of changmg attrtude requrres that such technology engage leamers,
develop their higher-order thmkmg, and present reallstro representatlons of -
lnfe situations. To provide all these elements, the technology is froquently o
_ used to present a simulation or mll:roworld for learners Stoney and Oliver
flmg) and Thomas and Hooper { 991) have dlsoussed the effeotweness, or
_'othcrwzse, of suoh_mlcroworlds and thcy be_lrcvc that the act of i |mmersmg .
leamers w:tlun a scenatio or set of well-defined ano oontrolied experiences
may more e’feotwely facilitate Iearmng A specifi ] example af usmg

| oomputmg tochnology to ohmrge attrtude invalved a multimedia program for
pubI:c educatron on mental and addlctlve chsorders (Epstein et af, 1995)
Therr study showad srgmﬁoant rmprovement in knowledge and mgmﬁcant :
posnwe increasss in attitudes toward persons with mental illness. A
nucroworld or smulatron computer program called The Virtual Workplace,
is used in the study as a key aid in the proocss of developmg posmve attltude
toward customer service. The literature appoars to support the viewthat -

attitude can be changed, and that technology may play a part in this role. ..

The smgle aspoct thal ties al] these elements together is the use of the
construolw:st Lheory (McInemey and McInemey, 1998) Conslructiv:sm
proncrs n wew of !eanung asa prooess ot‘ provrsnonal adaptwe modellmg of
the world. Tlus wew mformed the design of both 'l‘he Computor Helpdesk

course, as well as The Vrrtual Workplace s:mulauon progmm. Both the
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course and the simulation program provide the learnet with an exploratory
leaming environment. The use of scenarios provides opporiunities to develop
and then mede] appropriate attitude, however there may have been too few

such opportunities embedded within the combination or conrse and program

Using scenanns to change attitude

Contextualising any scenario provides a framework wuhm which leamers
can make sense of what is required. The Cognitive Response Model
(Greem;ald, 1968} for example discusses purposely designed scenaﬁo_s being
used to persuade and change aftitude and informed the design of the study, It
is, ﬂaough, perhaps the relatively new field of captology (Fogg, 1998), in
conjunction with established theoties such as the Cognitive Response Model,
that holds promise for amalgamating the technology and persuasion el_ements
that result in attitude change. This new Jook at how computer technology,
often in the form of purposely designed simulations or microworlds, can
effect a.:ttitude change also uses psychology theories as a base, This seems
logical in the sense that changing atitude means that one is dealing with

humé.n_ .beings, and psfchalogy is intég:al to dealing with people.

Figure. 14 shows how captology, acﬁng as either a tool, medium or social
actor, can be pmducad bya desngner to effect amtudc or behaviour chs.nge,
and thls model was taken into m:count when deslgrung and using The Virtual

Workplace sunulatlon computer program within the study. '
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Figure 14  Captology as an agent of aitilude change

Research about using simulations to change attitude has produced mixed
results, however participants of The Virtual Warkplace reported that they
found it interesting and, in the context of their course, worthwhile, This
perhaps supports the need for leamer enpagement \_then dé:_aling with such .
leaming aids. A key point however may be that simulations cannot be used in
a vacuum, they "must be integrated int(;.the content of the course and into the
expeotations of the students and faculty” (Marion and Niebubr, 1995, pl).

- Thig strongly.suggesls. that The Virual Workplaée simﬁlaﬁbn should be used
in conjunction with The Computer Helpdesk course, & vie.\;v that the HC.T

may need to accommodate by mandating the use of the simulation.
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Cnnclunion

'I‘he data obmmed from the combined assessment methodology of. _

: observation. mlem’ew and survey, des:g;ned lo ohtam data 1nd1roctly and _

: enable these data to be tnangulaled, yleldod resulls that lndlcated gencml]y

. ihal no 51gmf' cant change in amtude occwred  pre and post. Sunfey responses

: froro nll Subjects showed only threo responses that showed significant
difference pre und post, and lhose dlfferences may be onnbutod to 1he
wordmg of the individual survey ltcms. Interviews were conductod wn.h four :
subjeets, and results indicated that three of t.he four subjeots or 75% of -
the Simlple, showod no significant d:ﬂ‘cronco in ulutude pre and post The

' ma! assessment efement, obser\fatlon ofsubjeor.s occurred only once due to-
the nmmg oonstramts lmposed by runnmg lho study ina workmg college
Data ﬁ'om Lhe observouon of cach subjoct group mdlcalccl an atimde

baselme or posmon which suppor_ted dom ﬁ'om olhor results..

One could suspecl from Lhese data that thc trealment had no eﬂ‘oot, but
exactly why there was no chnngo in cuslomer somce attitude is unc]ear,
with any oné of a number of reasons rcsu[llng in the no-change oolcomo.
One lejason for m_é result may be the ré'guction in the member and depth of
affective doomin dovclopmont ooportunities within the Comoute'r'Hprdesk
course between 199'Jr and 2001 Bolh the mode]hng of effective customer
semce ond ihe opportumly Io pracuce semoc-prowdor to customcr _

mterac_uon may be critieal t_o the’ d_ovel_opment, and changing of otmudo.
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Another reason rﬁay be related td the subjects themselves. In some regards,
the subjects in the study are conditioned by cultural means to attempt to give
an auﬂ:d_rity ﬁgﬁ:c whatever the'.y think _t_hﬁt he wants. The subjects may fuwe
' .'dctcnn.i.ned prdﬁably subconscibusiy, lhnl cxhibiting a leaning toward
._':cu.stomer service may bave becn the outcome sought by Lhe author. Thls isa
likely assumpnon because these Sub_lecl'.s as well as peers of these subjects
.have exhlblted this trall in otllcr courses at the HCT Academlc smﬂ' wﬂhln

-'thc HCT aclwely attempt to moderate ths tra:t wherevcr posmhlc.

: .'Anothe}_ reason:hay be _ihat the'_subj'ccts alreﬁdy__liad a predisposition
-toward appropriate customer service. Data from both the observation and the
* first interview support this possibility and indicate a positive attitude about

*and toward customner service to begin with.

.: Yet anc;lher reason may. be thal'.thc undértaking of the éustom& Helpdésk
_course didnot provlde a suffi clenlly strong motwanonal force to ef’fectwely
ellher change a ncgatwa. oplmon or acoentuate a pusu'.lve oplmon
: predisposition, Whilst one of Lhe four subjects mtemewed did show an
accentuatlon of opmmn toward cuslomcr scmce, the olher lhree subjects
.mtcrvlewed dld nat show any mgmfcanl change in oplmon The Computer
Helpdesk course has been eﬂ'echvcly "watered down" with tespect to -
- affcctwc dnmam aspects and fewer oppommmes are now pmwded to
. devclop customer service attitude in comparison with an increase in

- compg_icncy-b;éed skill exercises. -
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" One could also suspect from these data that the survey instrument may not
. have been suﬁictenﬂy "scnsmve" to be able to detect change in attitude in
“this study, The survey was, adr_r_i_lttedly, a somewhat “coarse" instrument,
developed by the author in response to a lack of available instruments. No
R existing suitable survey instrument was available pre-study so the survey
. instrument was custom made fqr the study. Further refinement of this
. instrument may tesult in it being able to discern change more ﬁﬁely than

is currently the case. This mey increase the power of the survey instrument,

- Another possible reason that no change in attitude was identiﬁed is because

the range or strucwm of assusment methods were madequate for the task,

- Although mangulatmn of data occurred only two of the three data collection

.~ methods actually collected data in & befote/afier treatment process The
_ observation of ‘subjects occurred only once, and the chance to collect more
" beforefafter n'eatmem data was unavailable, The constmints of nunning the

study ina workmg school w1t.h real students as subJects made additional

* .7 observations dlfﬁcult to m'm.nge

" Finally, it is.tl.mught that contextualising soena.ﬁos in the computer based
_. simulation used in the course @y help subjects make greater sense of the

_ content and the intent of the coursc It also may enhance the constructivist

" approach embedded within both the course and the simulation, and suggests
" that such an ii_m:gmted apprnéﬁh, using a custom designed simulation
computer program within the course, may be a form of captoloﬁy through

which subjects are academically engaged and leam more effectively.
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CHAPTER NINE.

CONCLUSION

_ Analysis of the data from the observation of all subjecﬁ, and the pre-
treatment and post-treatment interviews of four subjects, indicaies that
a3 a result of subjects undertaking The Computer Helpdesk course, little
change about customer service aftitude oceurred. Statistical analyéis of the
pre-treatment and post-treatment survey data indicates also that Tittle
change about customer service atfitude occurred. The null hypothesis that
undertaking The Customer Helpdesk course changes attitude about customer

service is therefore rejected.

Limitations of Study

Numerous issues negatively impacted the study. These issues can be grouped
into three categories: previous research limitations; constraints with
underiaking a study within a working college; and subject's culture and
environment, )

Previous research limitations
As discussed earlier in this thesis, much research and resulting iiterature
exists in the felds of psychology and attitude change, however little exists in

the combined area of attitude change and customer service attitude. This
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results in the study drawing much of its theuretical:basis frot-n the mature

areas of psycho]ogy and attltude change in general, Wiulst thxs may be both
prudent a.nd appropnate it means that no pre-extstmg assessment

mstruments su1table for a.-;sessmg utntude change in custamer sew1uu

attitude and ussessmg from the perspectw_e of the service provider, are

| avui'lable Siéniﬁcanl effort and.' time wu.é"'expend'ed in developing Suéh an
1nstmment fur the study, and the delay in applymg the finished msmlmcnt

meant that the tlmmg of the study was nffected

Thu' use of c;_mputing technolo;g,y within The Couluuter Helpdesk course, in
tlié':t'unn of a multimeuia computing program learning aid uulled The Virtual
Workplace, is an area that is d1scussed in ]lteraturc fairly extenswely A
relatwely recent, and thus immature, area of literature called captology
pmvlded theoretical input into the study; and the author he_sttated 1o let the
limited literature in this new fi_éld form a greater theoretical platfo;ifr'l which -

lit‘tl_i_(ed the theoretical base of.t}te study to & degree.

Constramts of undcrtakmg a study wnthm a wurkmg cullege : _
Subjects were students undcrtakmg thelr Cip acuderruc program in a worklng
college As such the sludy had to cunfurm with the ummg of their Cumputer
Helpclesk course content and asscssment and mdeed the study had to toke
m_to accoun_t thg S'I.lb_]t‘._ct's a_ssessment comm:tmeuts in other courses; Atno
stage werulpéubjc.ctsrto.be acadurnically'tiisadvuntuged by 'p-'"r;rticipati:rtg inthe -

stu_dy, and uue immediate effect of this rule was that only uue bbset_uation
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could be undertaken for each of the two study groups, This meant ljlat there
could be no before and after-treatment observation data collected. Given that
there were before and after-treatment interviews and sﬁnrcys, this limitation
represented an opportunity fost with respect to data that could quantifisbly

enhance those data l:rlangu]ated in the s!udy.

Suh]ect's culture and envmmment

Customer service could be considered a "difficult” area to assess s with
reSpect to the Arabian Gulf regmn. After working in the region for seven
years, the author realises that focal perccptlon about what constltutes
appropriate customer service can differ ma.rkedly from Westem beliefs.
Even though the study, and the scenarios and instrumt_:_nts used w1th1n it,

. were designed w1th this in mind_, it ig possible ﬂiat the attefnpt io in_éulcatg a
Western customer servicé belief system through the changing of attitude may
be, at worst, doomed to fﬁilure. The consiste_nf and_aéparent ﬁfedisp.osit'ion of
students to provide anthority figures with what those figures appear to desire

may also make chanping an assessing attitude problematic.

Instruments and methodolﬁgy used to a..ss:ess.;tt_itudé chat_tée

The primary insl_nunent used :in the study was the Likert scale survey, Used
in a pre and post-treatment se&;umce, thls sﬁrvey was custom made by the
author because a suitable pre-existing suwej( was net found, The Survéy
oBlained quantitative data from suﬁjects which wére then trfa’ngﬁlated with

quelitative data from observation and interviews. Even though considerable
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efforl was expended in developing the survey, its delay impacted the study
timeframe unduly, and the survey could be considered as a somewhat

coarse customer service attitude assessment instrument. It is possible that
refinement or redevelopment of the instrument could result in a survey that is

able to discern smaller changes in attitude and be considered mére effective.

Supporting data were obtained from observation and interviews, A potential
weakness in the rﬁethodology was thet there were 10 pre and post-treatment
observations of the subjects. This was not possible due to constraints with
using students in a working college. It meant that two of the three forms of -
data that were triangulated actually looked at before and after conditions, and

may have resulled in the "loss” of possibly valuable supportive data.

Future research

I the HCT determines that the development of affective domain elements,
such as a positive customer service attitude, are important for CIP students
then a trial of two different versions of The Computer Helpdesk course
should be undertaken. Cne version would contain significant affective
domain content and exercises aimed at deveioping and reinforcing positive
customer service attitude, and one would be the course in its current fon'r;. |
The study results from both versions of the course would then be comparéd,
to determine which version was effective at 'developin'g or accentuanng

positive customer service attitude.
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* The attempt to change attitude also demands that further research be
. undertaken in the local context such that the predisposition of local students,
to providing authority figures with whatever those figures want, should be

assessed and quantified, and methods found to negate this predisposition,

. The stady has shown that a relative ;;aucity of published research exists in

~ the combined area of attitude change and computing technology, Because of
tlﬁs paucity.lhere appear to be few assessment instruments suitable for study's
such as this .one.'A custom-made survey l;nsu'u.ment was developed and used
for the stud}', however further research into refining this instrument with the
mm of; making it more efficient or sensiiive should be undertaken as a

m.atter of sérfous congiderglion, especially if the study is to be replicated. The
HCT's emphasis on developing appropriate attitudinal qualities in graduates

suggests that such an attitude assessment instrament may be useful,

A relatively new area that appears to combine attitude with computing
tt_‘;chnalogy is that of eaptology. This area pethaps holds promise for the
HCT in its need for quantifying attitude and attitude change within a
téchnﬁlogica]ly .dn'ven environment. Research into whether captology is
é:ctuaHy a real or bona fide area of academic research, and how captology
may be used by the HCT to effect attitude change, sho-uld be considered.

131



Final comments _ _ _
Throughout the stages of this study, I continually thought back to an email
*message that I had seen on the Intemet. This message, a response to an article
. referring io *goulless universities”, echoed my own thoughts. I reproduce the
-emaii message from Rieckhoff (2000), because I believe that it shows my

- thinking about attitude development in education.

In reading about "The New, Soulless University?™ I was
reminded of my lifelong concern about the neglected if not
completely forgotten dimension of educetion: the transmission
of aftitudes. Whilst the educational literature about
transmission of content is extensive, [ rarcly find mention of
the importance on passing on attitudes, i.e. modes of
behaviour related to the acquisition and use of knowledge.

Whilst it is easy to pass on content by various media, the only
effective mechanisms for the transmission of attitudes in my
experience is for better or worse through role models and that
is where direct human contact is imeplaceable: parents,
neighbours, peers, aad, of course, teachers. They are the only
"real” role models, whereas TV and other media only provide
essentially "phoney” role models that can nonetheless be also
effective in moulding minds and characters, more often in
undesirable ways rather than otherwise. The examples abound
and everybody will be able to relate stories about good and
bad cases from their own life experiences, Yet we rarely, if
ever, discuss the importance of this dimension of learning and
teaching. {on-ling, p. 1)

" Ricckhoff's comments sum things up in ﬁy view, The moulding; of attitude is
an ares that is p.ursued rarely, and when aﬂempting to develop learner attitude
| or affect loamer heﬁaviour the:ﬂloories of"psycholug'y, cognition and
: expenennal learnmg all combme and must be accommodated 1f suceess is to
| be achJeved The pu.rsult of attltude change demnnds concerted research and
. appllcatlon effort, and I for ono would like to be m\_folved in t!us effort. -
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