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ABSTRACT 

 

Weerapa Pongpanich  2565: The Effects of Using Case Studies to Develop 

Hotel Management Students’ Critical Thinking Skill at a Private University in 

Thailand    Rangsit English Language Institute Rangsit University  57 Pages 

 

Thailand's hospitality industry plays a crucial role in its economy, 

emphasizing the significance of critical thinking for hotel staff who routinely 

encounter unexpected situations. However, the traditional Thai curriculum does not 

effectively incorporate critical thinking into English education, focusing primarily on 

language structures rather than independent analysis. To address this gap, the research 

investigates whether the use of case studies can develop students' critical thinking 

abilities and assesses their perceptions of this teaching approach. Therefore, this study 

explores the integration of case studies to enhance critical thinking skills within the 

context of English for hotel personnel in Thailand. The study employs a mixed 

methods approach, combining questionnaires and focus group interviews with 22 

participants majoring in Hotel and Restaurant Management. The findings reveal that 

participants show critical thinking skills, progressing from understanding and 

explaining situations to analyzing and applying solutions within case studies. 

Surprisingly, case studies not only enhance critical thinking but also elevate students' 

educational achievements to the highest level of Bloom's taxonomy, demonstrating 

their ability to create solutions. Recommendations include incorporating critical 

thinking into English education, providing teacher training, integrating case studies 

into the curriculum, encouraging independent thinking, and emphasizing real-world 

applications. These measures aim to enhance the Thai education system by nurturing 

critical thinking alongside language proficiency, better equipping students for success 

in the hospitality industry and beyond. 
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บทคัดย่อ 

 

วี รภ า  พ งษ์พ านิ ช   2564: The Effects of Using Case Studies to Develop Hotel 

Management Students’ Critical Thinking Skill at a Private University in 
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งานวิจยัช้ินน้ีมีจุดประสงคเ์พื่อตรวจสอบวา่การใชก้รณีศึกษาสามารถพฒันาความสามารถ
ในการคิดเชิงวพิากษข์องผูเ้รียนและประเมินการรับรู้ของพวกเขาต่อแนวทางการสอนแบบน้ีหรือไม่ 
ดงันั้น การศึกษาน้ีจึงเป็นการส ารวจการบูรณาการในการใช้กรณีศึกษาเพื่อพฒันาทกัษะการคิดเชิง
วิพากษ์ในบริบทของภาษาองักฤษส าหรับบุคลากรโรงแรมในประเทศไทย การศึกษาน้ีใช้วิธีการ
วจิยัแบบผสมผสาน โดยมีการใชแ้บบสอบถามและการสัมภาษณ์กลุ่มโดยมีผูเ้ขา้ร่วมทั้งหมด 22 คน
ท่ีก าลงัศึกษาอยู่ในสาขาวิชาการจดัการโรงแรมและภตัตาคาร ผลการวิจยัพบว่าผูเ้ข้าร่วมแสดง
ทกัษะการคิดเชิงวิพากษ ์โดยมีการพฒันาจากการท าความเขา้ใจและสามารถอธิบายสถานการณ์ ไป
จนถึงการวิเคราะห์และประยุกตใ์ชแ้นวทางแกไ้ขในกรณีศึกษาต่างๆ  น่าประหลาดใจท่ีกรณีศึกษา
ไม่เพียงแต่ส่งเสริมการคิดอยา่งมีวจิารณญาณ แต่ยงัแสดงถึงความส าเร็จทางการศึกษาขั้นสูงสุดตาม
ทฤษฎีการเรียนรู้ของ Bloom ซ่ึงแสดงใหเ้ห็นถึงความสามารถในการหาแกปั้ญหา การให้ค  าแนะน า
และคาดคะเนผลท่ีจะเกิดได้  ผลจากการศึกาในคร้ังน้ีสามารถประยุกต์ใช้ในการเรียนการสอน
ภาษาอังกฤษ การจัดฝึกอบรมครู การบูรณาโดยการสอดแทรกกรณีศึกษาไวใ้นหลักสูตร การ
ส่งเสริมการคิดอยา่งอิสระ และเน้นการประยุกต์ใช้ในโลกแห่งความเป็นจริง โดยวิธีการเหล่าน้ีมี
จุดมุ่งหมายเพื่อยกระดบัระบบการศึกษาของไทยดว้ยการส่งเสริมการคิดเชิงวิพากษค์วบคู่ไปกบัการ
ส่งเสริมความสามารถทางภาษา เพื่อจะช่วยให้ผูเ้รียนสามารถน าไปใช้ในอุตสาหกรรมการบริการ
และอ่ืนๆ ไดดี้ยิง่ข้ึน 
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CHAPTER 1 

 
 

INTRODUCTION 
 

 

1.1 Background 

 
 The Mutual Recognition Arrangements on Tourism Professionals (MRA on 

TP) facilitate labor mobility and information exchange among ASEAN members. It 

establishes the ASEAN Common Competency Standards for Tourism Professionals 

(ACCSTP), ensuring that certified professionals are qualified to work in the ASEAN 

Economic Community (AEC) without further examinations (“ASEAN Tourism 

Professional Registration System”). To meet ASEAN specifications, competency-

based training (CBT) and competency-based assessment (CBA) methods have been 

adopted in English subjects to train individuals in the tourism and hospitality industry 

across ASEAN member states. One of these English subjects is English for hotel 

personnel, considered as English for Specific Purposes (ESP), which focuses on 

teaching English as a second or foreign language for specific purposes (Paltridge & 

Starfield, 2013). ESP aims to address trainees’ specific needs by designing activities 

that help them achieve their learning goals and objectives. 

 

 In Thailand, the tourism industry contributes significantly to the economy, 

with hotel staff playing a crucial role in interacting with travelers. As they encounter 

unexpected situations daily, developing critical thinking skills is essential for hotel 

staff to effectively solve problems (Ploysangwal, 2019). So, critical thinking is a topic 

of widespread discussion. Halpern (2001) defines it as the ability to analyze, 

synthesize, evaluate, and apply information to real-life situations. Developing critical 

thinking skills benefits both individuals and society by enabling systematic and 

logical problem-solving. Consequently, there have been several attempts 

(Auttawutikul et al., 2014; Boa et al., 2018; Changwong et al., 2018) to increase Thai 

students’ critical thinking skills. Furthermore, since 2015, the Ministry of Education 
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has made efforts to reform education in order to foster critical thinking 

(Kanokpermpoon, 2019). 

 

 However, the Bangkok Post reported that the Thai curriculum fails to 

effectively teach critical thinking. Additionally, English in Thailand is traditionally 

taught as a second language, focusing on sentence structures and expressions rather 

than incorporating critical thinking. In other words, learning and teaching English in 

Thailand lack emphasis on critical thinking, focusing mainly on language use. Thai 

students are often unable to analyze situations or make independent decisions, as they 

are accustomed to following given instructions without thinking critically. 

 

 Overall, it appears that enhancing Thai students’ critical thinking is 

challenging, resulting in a lack of improvement in their critical thinking skills. 

Importantly, English for hotel personnel in Thailand focuses more on competency-

based training (CBT) and competency-based assessment (CBA) to meet ASEAN 

specifications, leaving no room for fostering students’ critical thinking skills. 

Additionally, while case studies (Barnes et al., 1994; Herreid, 2011) have been proven 

effective in various fields, including business and medicine, engaging students in 

decision-making processes and problem-solving, it is worth exploring whether they 

would help foster hotel students’ critical thinking skills.  

 

1.2 Research Objectives  

 

 This presents an opportunity to investigate whether the use of case studies in 

English for hotel personnel can develop students’ critical thinking skills and how 

students perceive this teaching method. Therefore, this present study aims to 

investigate whether using case studies in English for hotel personnel will be able to 

develop students’ critical thinking skills and explore students towards this method.  
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1.3 Research Questions 

  

 1) Does the use of case studies in English for hotel personnel develop 

students’ critical thinking skills; and  

 2) What are students’ perceptions of this teaching method? 
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CHAPTER 2 

 

LITERATURE REVIEW 

 

In studying the topic of The Effects of Using Case Studies to Develop Hotel 

Management Students’ Critical Thinking Skill at a Private University in Thailand, the 

researchers utilized relevant theories, concepts, and related research studies as 

follows. 

 

2.1 Critical Thinking  

2.2 Using Case Study in Teaching  

2.3 Developing Critical Thinking Skills by Using the Case Method 

2.4 Applications of Case Studies  

2.5 Conceptual Framework 
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2.1 Critical Thinking 

 

Critical thinking is a process of actively and skillfully conceptualizing, 

analyzing, synthesizing, and evaluating information and beliefs. It is a skill that needs 

continuous practice and is particularly important in education. Developing critical 

thinking allows individuals to analyze information objectively, consider alternative 

perspectives, and engage in meaningful discussions (Byram, 2008). There are various 

methods and approaches that teachers can use to stimulate students' critical thinking, 

ranging from dialogic techniques to qualitative research methods. 

 

For example, Dredger and Lehman (2020) implemented the "Dialogue 

multimodal paired presentations" technique, where students worked in pairs, 

combining written assignments with visual aids to support their arguments. This 

approach encouraged students to evaluate their partners' ideas and improve 

communication skills. Norton and Sliep (2018) focused on critical reflexivity, asking 

students to narrate their life stories and examine how their actions were influenced by 

their contexts and relationships. This approach facilitated understanding of different 

perspectives and discourses. Kinnear and Ruggunan (2019) emphasized the need for 

qualitative research in management studies and used a dialogical approach to 

challenge assumptions and increase reflexivity. 

 

These studies highlight the importance of creating a dialogic space for 

students to engage in evaluative and reflective discussions. Different methods such as 

dialogue multimodal paired presentations, deoethnography, and narrative inquiry can 

be employed depending on the researchers' chosen approaches. This variety of 

approaches provides valuable insights for novice researchers and teachers seeking to 

apply diverse methods in their studies and classroom practices. 

 

 

 

 

2.2 Using Case Study in Teaching 
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 According to Kokebayeva and Kartabayeva (2015), the case study method 

originated in the 1920s at Harvard University's Business School, initially designed to 

teach business students. This method involved analyzing real-life situations and 

developing models of event development, with students taking on decision-making 

roles (Barnes et al., 1994; Herreid, 2011). Case studies present problems that students 

are expected to solve using provided data, information, and theories (Richardson, 

1993; Roy & Banerjee, 2012). The primary objective of the case study method is to 

enhance student participation and satisfaction in the classroom (Roy & Banerjee, 

2012). 

  

 Leenders et al. (2001) defined a case study as a description of an actual 

situation, often involving a decision, challenge, opportunity, problem, or 

organizational issue. While cases do not provide explicit answers, they encourage 

students' critical thinking. Tourism and hospitality students, described as activist 

learners who prefer learning from experiences rather than theories, have been found to 

benefit from case studies as a pedagogical approach (Lashley & Barron, 2006; Barron 

& Arcodia, 2002; Falkenberg & Woiceshyn, 2008). Case studies allow for the 

presentation of scenarios that align with their learning preferences. 

 

 Described as experiential learning, a case study allows students to actively 

participate in a situation, placing them at the center and fostering cooperation and 

problem-solving skills (Thomas, 2009). In the nursing field, the case study method 

offers students a chance to experience real-life patient situations and practice their 

critical thinking abilities to determine appropriate treatment strategies (Popil, 2011). 

Case studies in nursing education not only assess students' thinking skills but also 

provide instructors with insights into their ability to think critically and identify 

optimal patient treatment approaches. 

 

 Given that critical thinking can be taught and learned, educators have explored 

various approaches to teaching this skill in the classroom. Problem-based learning, a 
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widely recognized method, encompasses scenario-based learning, hands-on learning, 

case study methods, and different types of discussions (Coker, 2009; Goodin, 2005; 

Norman & Schmidt, 2000; Phillips & Mackintosh, 2011; Yang et al., 2008). While 

these approaches may differ in course design, their central focus remains the same: 

requiring students to solve real-life problems (Agwu, 2015). 

 

2.3 Developing Critical Thinking Skills by Using the Case Method 

 

According to the significance of critical thinking and the use of the case study 

method in teaching mentioned above, even the study of language teaching and critical 

thinking is demanding and difficult to explore. Moreover, many researchers have 

claimed that teachers can facilitate students' critical thinking skills by using the case 

study method (Popil, I., 2011; Schwartz, M., 2014; Lian Nui et al., 2013). 

 

Popil (2011) claimed that a case study is one of the active learning methods 

that can promote students' critical thinking (p. 207). He also added that it is one of the 

methods that can be used to teach critical thinking to students. Using a case study 

method helps students think critically because case studies encourage students to 

think systematically and find the right solution with limited resources. Case studies 

allow students to discuss and exchange their points of view with other students and 

lecturers. Students learn how to apply theoretical concepts to solve possible problems 

(Dowd & Davidhizar, 1999). Cases can be scenarios and "food for thought" that let 

students think, express their questions, and apply all theories to find the best answer to 

solve the problem. Baumberger-Henry (2003) and Campbell (2004) summarized that 

a case study is the method that allows nursing students to think critically about the 

situations they might face. Herreid et al. (2011) concluded that the case study 

approach is a strategy that greatly facilitates teaching and developing students' critical 

skills. This approach presents questions within a narrative story that promotes 

students' activities and group discussions. Furthermore, cases do not provide direct 

solutions or answers. On the other hand, cases allow students to think in their own 

styles with their ideas, opinions, and judgments based on their background knowledge 
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(DeYoung & DeYoung, 2003). Popil (2011) asserted that using the case study as a 

teaching method can facilitate students' critical thinking skills and encourage active 

learning. 

 

Mahdi et al. (2020) concluded that case-based teaching is a unique strategy 

that can enhance students' critical thinking and decision-making skills. They added 

that the case method yields outstanding outcomes in teaching and learning critical 

thinking. In conclusion, the case study approach effectively facilitates students' 

critical thinking skills. 

 

2.4 Applications of Case Studies 

 

 Firstly, Popil (2011) wrote a paper to examine the use of case studies as 

teaching strategies to promote critical thinking among nursing students. As a nursing 

lecturer, she explores ways to foster critical thinking in students through active 

learning processes. The purpose of her writing is to provide an in-depth review of 

case studies as teaching strategies that promote critical thinking. She referred to Clark 

and Hott (2001), who stated that "critical thinking and decision-making skills will be 

increasingly necessary in nursing in the future." She also added that case studies 

provide students with the opportunity to practice problem-solving skills with 

theoretical practice. She found several strengths of using case studies, such as 

facilitating students' critical thinking skills. However, there were also some 

limitations associated with using case studies in teaching, both from teachers and 

learners. Overall, she recommends that educators widely incorporate case studies into 

their teaching methods (p. 207). 

  

 Secondly, Agwu (2015) conducted research using case studies as an effective 

teaching method. His participants were Ph.D. students enrolled in BUS 327 – 

Research Methodology in the School of Business. These students also engaged in 

discussions with students from three other departments: Business Management, 

Accounting, and Banking and Finance. He discovered that the majority of students 
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experienced stress due to the depth of their understanding required by case studies. 

Students believed that using case studies influenced their learning perceptions. From 

his research, he concluded that the current teaching approach is somewhat outdated, 

characterized by an excessive number of assignments, both individual and group-

oriented. However, he also found that using case studies as a teaching method can 

enhance students' retention rates. Furthermore, case studies proved to be a productive 

tool for motivating students to engage actively during class and become better 

learners. 

 

 Next, Kokebayeva and Kartabayeva (2015) observed the analysis of 

experience in applying case studies to teaching historical disciplines in higher 

educational institutions. Their research aimed to develop methods for the application 

of case studies in teaching historical disciplines and demonstrate the value of the case 

method in developing critical thinking among history students. They employed two 

research approaches: one based on real-life situations and the other a competency-

based approach to teaching. They formulated five research questions: "What problems 

are solved in the considered case?", "How are these problems solved?", "What 

information is necessary to use?", "How can necessary information be found and 

presented effectively?", and "How can the analysis of collected data be carried out?". 

Given that students often tend to offer immediate solutions without engaging in 

analysis, the teacher's initial role in the class is to prepare students for the complexity 

of the case and the necessity of an analytical approach. During group discussions, the 

teacher's role remains discreet, involving only regulation and correction, steering 

discussions when needed and alleviating group tension. 

 

 Next, Kosawanon et al. (2015) examined the effect of the case study teaching 

method on critical thinking in nursing students. Their study aimed to investigate the 

impact of teaching critical thinking through case studies and gather nursing students' 

opinions on this method. They employed a mixed-method approach, with a study 

population of 67 third-year nursing students attending the course on nursing care for 

children and adolescents. Before the course, all students completed a critical thinking 

assessment questionnaire. Over approximately six class sessions, they utilized a 
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teaching method that combined lectures and case studies. At the end of the course, 

students completed a post-test, and a focus group discussion involving 12 nursing 

students explored their opinions on critical thinking and the teaching method. 

Quantitative and qualitative analyses involving descriptive statistics, t-tests, and 

content analysis revealed that, by the end of the course, students achieved moderate 

critical thinking scores. Specifically, there was no significant difference between 

students' critical thinking abilities before and after learning through the case-study 

teaching method. The content analysis indicated that nursing students generally 

defined critical thinking as "thinking and reflecting systematically." The use of case 

studies allowed nursing students to practice step-by-step, systematic thinking, a skill 

that could be further developed during ward training. They concluded that nursing 

curricula should incorporate scenarios that enhance students' critical thinking skills. 

 

 Following that, Sangboonraung et al. (2017) reported the results of using the 

LCVLE Learning Model to enhance critical thinking skills in a virtual learning 

environment for undergraduate students. The research aimed to: 1) compare the mean 

critical thinking skills score of the experimental group, which used the LCVLE 

learning model, with that of the control group, which used traditional learning, and 2) 

assess student satisfaction with web-based instruction following the LCVLE learning 

model. The participants included 35 students in the experimental group and 35 

students in the control group. The research utilized three instruments: 1) web-based 

instruction based on Merguigans' criteria, 2) Cornell critical thinking test level Z, and 

3) a questionnaire measuring student satisfaction. The study found that 1) critical 

thinking skills of the experimental group after learning were significantly higher than 

those of the control group at the .01 level, and 2) student satisfaction with web-based 

instruction following the LCVLE learning model was high. 

 

 Additionally, in 2017, Limsukon and Meesri conducted a survey on strategies 

for developing critical thinking skills in upper secondary English language learners in 

Thailand. The research aimed to: 1) investigate the strategies used by upper secondary 

EFL teachers in Thailand to develop students' critical thinking skills, 2) examine the 

types of questions asked by these teachers, and 3) identify barriers preventing the use 
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of teaching methods that foster critical thinking. Thirty upper secondary EFL teachers 

from Thai institutions completed a self-administered survey, providing insights into 

their teaching approaches, questioning strategies, and obstacles to teaching critical 

thinking skills. The findings revealed that 1) these teachers employed various 

strategies. 

 

 

 

 

 

 



 

 
CHAPTER 3 

  

 

RESEARCH METHODOLOGY 
 

This research aimed to explore the critical thinking processes of RSU students 

through various critical case studies and investigate the students' perspectives on the 

use of cases to enhance critical thinking. It consisted of two methods: qualitative and 

quantitative. These approaches were utilized to assess the students' critical thinking 

abilities using case studies as a tool. This chapter provides information about the 

research participants, data collection procedures, instruments, and data analysis. 

Specifically, this chapter is composed of: research design; research context; 

participants; variables; research instruments; data collection; and data analysis. 

 

3.1 Research Design 

  

Recognizing the significance of understanding the critical thinking processes 

of RSU students through a variety of critical case studies and investigating their 

perspectives on using cases to facilitate critical thinking, I chose to employ a mixed 

methods approach (Maxwell, 2012). This approach enabled us to gain insights into 

how students perceived the use of cases to enhance their critical thinking skills. 

 

3.2 Research Context 

 

At a macro level, there are 93 universities in Thailand, and this research was 

conducted in Bangkok using Zoom for interview communication. Participants are 

from a private university, which offers a range of programs in Thai and English. It is 

among the top private university in Thailand. At the time of this study, the public 

university had approximately 38,252 current students and 11,480 personnel. It 

comprises 19 faculties, 5 colleges, and 335 academic programs. Meanwhile, the 

private university had approximately 19,359 current students, about 2,500 personnel, 

15 colleges, 17 faculties, and 2 institutions. 
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3.3 Participants 

 

In the second semester of the academic year 2021, 22 participants enrolled in 

HOS 345, Advanced Communication in Hotel Business. The participants consisted of 

sophomores, juniors, and seniors majoring in Hotel and Restaurant Management from 

the College of Tourism, Hospitality, and Sports at Rangsit University. Their ages 

ranged from 19 to 25 years old, with 5 being male and 17 being female. Their English 

abilities were equivalent to B1 as they had all passed at least 2 English courses before 

registering for this course. 

  

Exclusion criteria were applied to the participants. Those who attended classes 

less than 80% of the time were not included in the study's data. Attendance was only 

counted up to 80%.  As a result, 22 participants were included in the study.  

 

Upon completing the course, they completed questionnaires, and five of them 

volunteered to participate in focus-group interviews through the use of pseudonyms: 

A, B, C, D, E, and F. 

 

3.4 Quality of research instruments: Questionnaire Validity and Reliability 

 

To inspect the validity and reliability of the research instruments, three steps 

were taken to assess the instruments: 

1. Step one: The questions for the questionnaire were formulated and 

presented to the research advisor for suggestions for improvement. 

2. Step two: The questionnaire was reviewed and adjusted based on the 

comments and recommendations provided by the advisor. 

3. Step three: After obtaining approval for the questionnaire, it was 

distributed to three specialists to assess the Index of Item-Objective 

Congruence (IOC) for content validity. This process involved the 

examination of the questionnaire by three experts, including two Thai 
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experts specializing in the field of English language teaching and one 

expert in hotel and restaurant management  

 

The Item-Objective Congruence (IOC) was utilized to evaluate the 

questionnaire items, with scores ranging from -1 to +1: 

 

1. Congruent = +1 

2. Questionable = 0 

3. Incongruent = -1 

 

Items with scores lower than 0.5 were revised, while items with scores equal 

to or higher than 0.5 were retained. 

 

3.5 Data Collections and Ethical Considerations 

 

In this research, data collection occurred in two phases: Questionnaire 

distribution and Focus group interview. 

 

 Phase 1: Questionnaire Distribution. After conducting the validity and 

reliability tests, the questionnaires underwent thorough review and quality control. 

Subsequently, on April 25th, 2022, the researcher administered the questionnaires to 

all 22 participants at the end of the semester. 

  

Phase 2: Focus Group Interview. During the final class, the researcher 

invited five voluntary participants for an interview, which took place on May 2nd, 

2022 via Zoom, a virtual meeting platform. This interview session was recorded, and 

the interview was later transcribed.  

 

Prior to the interview process, the interview questions were formulated and 

validated for content validity using the Index of Item-Objective Congruence (IOC) by 

three experts. The interview questions centered on the students' perceptions regarding 
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whether the use of case studies could enhance their critical thinking and how they 

handled challenges and issues encountered in case studies. The interviews were 

conducted in the Thai language to ensure the participants' comfort and familiarity 

with the interviewers. 

 

Consent forms and study information sheets were provided to the participants 

before the interview. They were well-informed about the research objectives, 

significance, their roles, and, importantly, their right to withdraw from the study if 

they felt uncomfortable. Their identities were kept entirely anonymous through the 

use of pseudonyms, and the data was securely stored with password-protected 

electronic files.  

 

After the semi-structured group interview, the interviews in Thai were 

transcribed, saved, and shared within a Google Docs folder. Subsequently, three 

researchers independently conducted 1) thematic (Appendix 1) and 2) inductive 

grounded theory analysis (Appendix 2) as a shared method, following the approach 

outlined by Cho & Lee (2014) and Saldana (2014). The interview was conducted in 

Thai and the chosen excerpts were translated in English.  

 

Table 3.1 Teacher participant demographics of gender identity and sexual orientation. 

Name English Nationality Birth Gender 

A L2 Thai Female 

B L2 Thai Male 

C L2 Thai Male 

D L2 Thai Female 

E L2 Thai Male 
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3.6 Data Analysis 

 

Upon receiving the completed questionnaires, I conducted data analysis on Thai 

interview descriptions (Appendix 3) using descriptive statistics, particularly focusing 

on percentages. Our analytical procedures for qualitative data were divided into four 

distinct stages: 

 

1. Stage 1: In the initial stage, I conducted thematic analysis on the interview 

transcriptions to explore general perceptions of students towards the use of case 

studies enhancing their critical thinking and how they handled challenges and issues 

encountered in case studies. 

 

2. Then, I performed process coding on the interview transcriptions to show 

linguistic evidence to support the use of case studies enhancing students’ critical 

thinking and how they handled challenges and issues encountered in case studies. 

This method exclusively employed gerunds ("-ing" words) to represent actions 

suggested by the data, as outlined by Saldana (2014, p.585). Subsequently, all 

finalized codings in UPPERCASE were collectively debriefed, following the 

guidance of Merriam & Tisdell (2015). 

 

3. Stage 2: Moving on to the second stage, I utilized process coding once 

more, this time to categorize similar or related codes into groups, facilitating pattern 

construction and analysis, as described by Saldana (2014, p.587). This process 

allowed for the emergence of linguistic themes related to the challenging experiences 

of the teacher participants. Subsequently, all categories underwent a comprehensive 

review. 

 

4. Stage 3: In the third stage, I proceeded to create themes based on patterns of 

categories. Themes identified in UPPERCASE were subject to debriefing. In the 

findings, all UPPERCASE themes were transformed into italicized phrases within the 

text and were immediately supported with excerpts from certain participants. 
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3.7 Time Frame 

 

The researcher collected data during the second semester of the academic year 

2022, spanning from January 10th to April 29th, 2022. 

 

Table 3.2 Timeline of the research study 

Timeline of the research study 

Time Procedure 

Jan- Mar 2022 Implementing the research instruments to HOS 345 

Advanced Communication in Hotel Business course 

Apr- Jun 2022 Data collection and data analysis 

Jul –Sep 2022 Editing the research study 

Oct-Dec 2022 Finishing the research study 



 

 
 

CHAPTER 4 

 

 

RESEARCH RESULTS 
 

 
This research aimed to explore the critical thinking processes of RSU students 

through various critical case studies and investigate the students' perspectives on the 

use of cases to enhance critical thinking and this chapter presented the results 

obtained from the questionnaire and interview excerpts, serving the research 

objectives and addressing the two research questions: 1)  Does the use of case studies 

in English for hotel personnel develop students' critical thinking skills; and 2) What 

are students' perceptions of this teaching method? 

 

Research Question 1: Does the Use of Case Studies in English for Hotel 

Personnel Develop Students' Critical Thinking Skills?  

 

Questionnaire Results. The questionnaire results revealed diverse 

demographics among the participants. Part 1 of the questionnaire was utilized to 

collect background information, which included the participants' general demographic 

characteristics, such as their genders, ages, and study years. Table 3 presented the 

gender distribution of the 22 respondents, with 17 women and 5 men. All participants 

were enrolled in the College of Hospitality, Tourism, and Sport, majoring in Hotel 

and Restaurant Management. Table 4 provided details about the ages of the 

participants. It showed that the majority of students who participated were 20 years 

old, with only one participant being 19 years old. Additionally, Table 5 displayed the 

participants' academic years, indicating that there were 9 sophomores, 9 seniors, and 4 

juniors among the respondents. 

 

With 22 respondents, the researcher deemed the data collected to be sufficient. 

This recognition implies that the researcher identified similarities among all 
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participants. As suggested by Ritchie J. and Lewis J. (2003), gathering sufficient data 

until reaching theoretical saturation eliminates the need for further data collection.  

Table 6 showed level of agreement to enhance students’ communication and problem-

solving skills in the context of hotel business while Figure 1 visualized Table 6 in a 

bar chart.  

 

Table 4.1 The genders of the participants 

 

Men Women 

5 17 

 

Table 4.2 The ages of the participants 

 

 

 

 

 

 

 

 

 

 

Table 4.3 The study year of the participants 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Age Amounts 

19 1 

20 7 

21 4 

22 5 

23 3 

24 2 

Year Amounts 

Sophomore 9 

Junior 4 

Senior 9 
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Table 4.4 Level of Agreement to Enhance Students’ Communication and Problem-

Solving Skills in the Context of Hotel Business  

 

  

Do you believe that the cases covered in Advanced 

Communication  

in Hotel Business will enhance your ability … 

Level of 

Agreement 

1 

to communicate over the phone and deal with unexpected 

situations? 4.41 

2 

to respond to customer requests and deal with unexpected 

situations? 4.45 

3 to deal with complaints and unexpected situations? 4.41 

4 to write short messages and deal with unexpected situations? 4.45 

5 to write e-mails and deal with unexpected situations?  4.41 

6 to make requests and deal with unexpected situations? 4.45 

7 to describe routines and deal with unexpected situations? 4.55 

8 

to present products or projects in hotel businesses and deal 

with unexpected situations? 4.27 

9 to converse face to face and deal with unexpected situations?  4.36 

10 to think critically? 4.23 

11 to evaluate the encountered situation? 4.32 

12 to interpret or explain the encountered situations? 4.45 

13 to classify the situations you encounter? 4.5 

14 to infer the encountered situation? 4.36 

15 to explain the encountered situation? 4.5 
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Figure 1: Level of Agreement to Enhance Students’ Communication and Problem-

Solving Skills in The Context of Hotel Business 

 

According to Table 4 and Figure 1, the questionnaire results regarding the 

impact of the cases covered in the Advanced Communication in Hotel Business 

course provided valuable insights into participants' perceptions of the course's 

effectiveness. On average, participants indicated a high level of agreement (with 

scores ranging from 4.23 to 4.55). This meant that they believed the course fostered 

various communication and problem-solving skills. 

 

Notably, skills related to dealing with unexpected situations, such as 

describing routines, classifying situations, and explaining encountered situations, 

received particularly high ratings, with scores of 4.5 or above. This suggested that 

participants believed these skills were significantly improved by the course. 

 

Skills related to written communication, such as writing short messages and 

emails, as well as making requests, also yielded positive outcomes, with scores of 

4.41 and 4.45. The ability to respond to customer requests and complaints, as well as 

dealing with unexpected situations, was also highly regarded, with scores of 4.45. 

However, critical thinking and evaluating skills in encountered situations 

showed slightly lower ratings, with scores of 4.23 and 4.32, respectively. 
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Nevertheless, these scores still provided a generally positive outlook on the course's 

potential to enhance these skills. Consequently, this answered research question 1: 

Does the use of case studies in English for hotel personnel develop students' critical 

thinking skills? 

 

In summary, the findings indicated that participants had a strong belief in the 

course's ability to develop their communication and problem-solving skills in the 

context of the hotel business, particularly in dealing with unexpected situations and 

various forms of written and interpersonal communication. These results underscored 

the course's potential value in improving the skill set of participants in the hotel 

industry. 

 

Research Question 2: What Are Students' Perceptions of This Teaching 

Method? 

 

 Focus Group Interview Results. The interview questions involved around 

the students' perceptions regarding whether the use of case studies could enhance their 

critical thinking and how they handled challenges and issues encountered in case 

studies. There were several excerpts which supported the questionnaire results.  

  

 Perceptions Towards the Use of Case Studies. Participants felt positive about 

the case studies, which could be applied to real-life experiences. D states, “making 

them (case studies) valuable for practical application by others.” C also supports this: 

 

“I believe so. When we encounter real issues at the hotel, we can draw upon 

what we’ve learned in the classroom and apply it to the problems in front of 

us.”  

 

These two quotations suggested the importance of case studies, which could 

help participants cope with any future issues they may have. Given the importance of 

real-life experience, particularly unforeseen challenges, A mentions: 

 

“Yes, case studies have proven effective in addressing unforeseen issues by 

providing real-world examples and in-depth analysis.”  

 

According to the three quotations, participants were able to practice case 

studies for addressing unforeseen challenges that happened in real working life 

experiences. 

 

 

 

 In addition, B and E suggested that using case studies as models could help 

them solve various issues, as noted: 
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“I think yes because various events that happen tend to repeat themselves. 

They may come in different forms, but in the end, you can compare cases with 

each other.” 

  

Furthermore, case studies were able to help participants understand customers' 

needs better, allowing us to improve our service. To be more specific, when 

customers complained, we needed to focus on solving problems. We then learnt from 

this mistake and understand that meeting our customers' needs is essential for making 

positive changes, as E states:  

 

“Yes, I believe so because case studies help us organize our thoughts into 

actionable steps for problem-solving, which in turn allows us to gain a better 

understanding of our customers.” 

 

Handles of Challenges and Issues in Case Studies. This section provided 

examples of common issues or challenges the participants encountered and how they 

coped with these issues. The issues or challenges varied, ranging from staff shortages, 

language barriers, to room issues. For example, A and C mentioned staff shortages: 

 

“Our hotel is small in size, and there is no staff available after 10 pm. One 

night, there was a water shortage, and I was not on shift; fortunately, I lived 

nearby.” 

“Due to COVID-19, the hotel's operating hours have been reduced to 7 am to 

10 pm, with no staff available after 10 pm.”  

 

These two quotations highlighted common problems during COVID-19, 

particularly at small hotels. Furthermore, most of the time, customers did not speak 

English, which created communication problems, as D stated: “There was a customer 

trying to communicate with us in a language we did not understand at all.” The 

communication issue also occurred with E as there was miscommunication, and E 

states: 

 

“The customers complained that their room wasn't cleaned and requested a 

room change.  

 

 

 

 

However, the manager found out that they had placed a 'DND' (Do Not 

Disturb) sign on the door. That means the housekeeping staff were not able to enter 

and clean.”  
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In addition, other common issues were related to the guest rooms. For 

example, the room pictures did not match what was shown in the advertisement, as 

mentioned by B: 

 

“The bedroom did not look like the one shown on the hotel's website or in the 

brochure.  

 

The wallpaper was not as bright as shown in the pictures too.”  

 

 These were common issues that occurred at the hotel. However, the 

participants were able to cope with these situations and offer solutions to customers. 

The coping strategies mainly included the following. First, participants utilized 

apology as the first strategy to resolve issues, as mentioned by A and B: 

 

“I quickly rushed to the scene, offered a sincere apology to the customer for 

the inconvenience, and promptly resolved the issue.”  

 

“We needed to apologize and explain that the pictures in the hotel brochures 

or on the website were for marketing purposes only. There might have been 

some differences.”  

 

Utilizing technology can also be helpful when customers did not speak 

English. In D's case, a translation application was used, as D mentions:  

 

“If customers cannot communicate effectively in English, I use a translation 

application, asking them to speak into the app for English translation. This is 

an effective way to address the issue.”  

 

Assurance, willingness to help are important strategies which participants use to 

handle staff unavailability or water shortage as C and E states:   

 

“We needed to ensure that customers were informed of these issues. For 

instance, signs or notices would be in place to make them aware of situations 

such as staff unavailability or water shortages.”  

 

 

“We willingly listened to the customers' complaints and tried to explain that 

there might have been a misunderstanding due to the misplaced 'DND' (Do 

Not Disturb) sign on the door. If they still insisted on changing the room, we 

accommodated their request while gently reminding them to place the sign 

correctly.”  
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 Overall, case studies are important tools for fostering students' abilities to 

solve issues or challenges in their future real lives. This can be seen from the positive 

responses above. Therefore, this answers research question 2: What are students' 

perceptions of this teaching Method? 

 

 

 

 

 

 



 

 
CHAPTER 5 

 

 

DISCUSSION  

 
Benefits of Case Studies to Develop Students’ Critical Thinking Skills 

 

These interview excerpts from the result section indicate a positive perception 

of using case studies in a hotel context to teach critical thinking. 

 

Participant recognizes the practical applicability of the knowledge gained 

through case studies. They appreciate the transfer of classroom learning to real-world 

problem-solving situations, indicating that case studies effectively prepare them for 

addressing issues in a hotel setting. They also acknowledges that case studies are 

effective in preparing them for handling unexpected challenges in a hotel context. 

They emphasize the importance of real-world examples and in-depth analysis 

provided by case studies, suggesting that these elements contribute to their 

effectiveness. Additionally, they see value in case studies due to their ability to 

highlight recurring patterns or commonalities in different situations. By comparing 

cases, they can identify underlying principles or strategies that can be applied to 

various scenarios, demonstrating a holistic understanding of problem-solving. Further, 

case studies aid in structuring their thought processes for effective problem-solving. 

Additionally, they stress the importance of case studies in enhancing their 

understanding of customers, indicating that this teaching method contributes to their 

customer service skills. 

 

Overall, these responses reflect a consensus among your participants that 

using case studies in a hotel context is beneficial for developing critical thinking skills 

and preparing them to address real-world challenges in their hospitality careers. 
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Measurement of Students’ Critical Thinking Skills 

 

Not only is the use of case studies in a hotel context beneficial for developing 

critical thinking skills and preparing participants to address real-world challenges in 

their hospitality careers, but it has also been shown to significantly increase 

participants' critical thinking skills. In this section, the UPPERCASE codings, 

categories, and UPPERCASE themes (Appendix 2) suggest linguistic evidence in the 

interview excerpts, demonstrating how case studies can enhance participants' critical 

thinking skills. 

 

Linguistic evidence reveals several verbs that correspond to different levels of 

critical thinking skills development, as outlined in Bloom's revised taxonomy 

(Anderson & Krathwohl, 2001). These levels include remembering, understanding, 

applying, analyzing, evaluating, and creating. These verb categories can contribute to 

the enhancement of critical thinking skills, as some verbs reflect critical thinking 

skills in action, such as applying and analyzing. 

 

Explanation Ability.  The first two levels of Bloom's revised taxonomy, 

which include remembering and understanding, are characterized by verbs that 

indicate participants have achieved this level. These verbs include recall, illustrate, 

and explain, the examples of language in Table 7 suggests that participants generally 

possess explanatory skills. 
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Table 5.1 Explanation Ability 

Bloom's revised 

taxonomy 

Verbs Examples 

Remembering 

Level 

Recall  • RECALLING THE CASES WHEN WE 

STUDIED AND APPLYING TO THE REAL 

S I T U A T I O N  

Understanding 

Level 

Illustrate, 

explain 

 

• ILLUSTRATING EXAMPLE OF HOW 

STAFF’S WORKING TIME WAS REDUCED  

• EXPLAINING TO GUESTS WHY THE 

WATER WAS NOT RUNNING  

• TRYING TO EXPLAIN TO CUSTOMERS 

THAT THEY MAY VISIT THE HOTEL IN A 

WRONG SEASON. 

• EXPLAINING THAT CUSTOMERS 

HANGING ‘DO NOT DISTURB’ TAG, SO 

NO HOUSEKEEPING SERVICE WAS 

PROVIDED THAT DAY 

 

Analysis and Application Abilities. The next two levels of Bloom's revised 

taxonomy, which cover applying and analyzing, are portrayed by verbs showing 

participants have reached this level. These verbs include apply, develop, inspect, and 

solve.  The examples of language in Table 8 indicates that participants have developed 

critical thinking skills.  

 

 

 

 

 

 

 

 

 



29 

Table 5.2 Analysis and Application Abilities 

Bloom's 

revised 

taxonomy 

Verbs Examples 

Applying 

Level 

apply, 

develop 

• APPLYING FOR FUTURE REFERENCES  

• APPLYING SOLUTIONS TO DIFFERENT 

ISSUES AND CHALLENGES  

• BEING ABLE TO DEVELOP OUR SOLUTION 

THINKING SKILLS, SO WE CAN 

UNDERSTAND OUR CUSTOMERS BETTER.  

• BEING ABLE TO APPLY THINK CRITICALLY  

Analyzing 

Level 

 

inspect, 

solve 

• INSPECTING OUR CURRENT ROOMS 

WHETHER THEY WERE THE ONES WHICH 

LOOKED LIKE IN THE ADVERTISEMENT OR 

NOT  

• SOLVING UNEXPECTED PROBLEMS 

• TRYING TO COMMUNICATE IN ENGLISH 

FIRST, BUT IF NOT WORKING, SOLVING THE 

PROBLEMS BY USING TRANSLATION 

APPLICATIONS.  

 

Assessment and Construction Abilities. The last two levels of Bloom's 

revised taxonomy, evaluating and creating, are represented by verbs that indicate 

participants have reached these advanced levels. These verbs encompass evaluate, 

recommend, agree, plan, and compile. Examples from Table 9 demonstrate that 

participants are capable of both evaluating existing solutions and generating new 

ones. 
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Table 5.3 Assessment and Construction Abilities 

Bloom's 

revised 

taxonomy 

Verbs Examples 

Evaluating 

Level 

apply, 

develop 

• APPLYING FOR FUTURE REFERENCES  

• APPLYING SOLUTIONS TO DIFFERENT 

ISSUES AND CHALLENGES  

• BEING ABLE TO DEVELOP OUR SOLUTION 

THINKING SKILLS, SO WE CAN 

UNDERSTAND OUR CUSTOMERS BETTER.  

• BEING ABLE TO APPLY THINK CRITICALLY  

Creating Level  

inspect, 

solve 

• INSPECTING OUR CURRENT ROOMS 

WHETHER THEY WERE THE ONES WHICH 

LOOKED LIKE IN THE ADVERTISEMENT OR 

NOT  

• SOLVING UNEXPECTED PROBLEMS 

• TRYING TO COMMUNICATE IN ENGLISH 

FIRST, BUT IF NOT WORKING, SOLVING THE 

PROBLEMS BY USING TRANSLATION 

APPLICATIONS.  

 

Overall, participants have demonstrated the development of critical thinking 

skills, starting with the ability to explain and understand situations. They have 

progressed to analyzing and applying solutions within case studies, addressing real-

world issues, and ultimately reaching the highest levels of assessment and creative 

problem-solving. These results underscore the cultivation of multifaceted critical 

thinking skills among the participants. 
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Surprisingly, it is evident that case studies have not only enhanced 

participants' critical thinking skills but have also facilitated students' learning 

outcomes at the highest level of Bloom's revised taxonomy (Anderson & Krathwohl, 

2001), which is the creating level. 

 

 

 

 

 

 

 

 

 



 

 

 

CHAPTER 6 

 

 

CONCLUSION AND RECOMMENDATIONS  

 
6.1 Conclusion 

 

The Mutual Recognition Arrangements on Tourism Professionals (MRA on 

TP) in ASEAN promote labor mobility and information exchange. It establishes 

common competency standards for tourism professionals, ensuring qualified 

professionals can work across ASEAN without additional exams. Competency-based 

training (CBT) and assessment (CBA) methods, including English for hotel personnel, 

are used in ASEAN to train individuals in the tourism industry. However, critical 

thinking skills are crucial for hotel staff in dealing with daily challenges. The Thai 

curriculum has struggled to effectively teach critical thinking, with English education 

focusing on language use over critical thinking. Thai students often lack analytical 

and decision-making skills. This study aims to explore whether case studies can foster 

critical thinking skills in English for hotel personnel students.  

 

 The results show that the participants have shown the growth of critical 

thinking abilities, starting with their capacity to clarify and comprehend situations. 

They have advanced to analyzing and applying solutions within case studies, tackling 

real-world challenges, and ultimately attaining the top of evaluation and innovative 

problem-solving. These findings highlight the development of diverse critical thinking 

skills among the participants. It is clear that case studies have not merely boosted the 

participants' critical thinking capabilities but have also facilitated students' educational 

achievements at the highest echelon of Bloom's revised taxonomy (Anderson & 

Krathwohl, 2001), which corresponds to the creation level. 
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6.2 Recommendations 

 

Incorporate Critical Thinking into English Education. The Thai education 

system could consider embedding critical thinking skills into English language 

education. This can be done by designing curriculum modules that focus on problem-

solving, analysis, and independent thinking alongside language skills. 

 

Training for Teachers. Teachers may receive training and resources to 

effectively utilize critical thinking into their English teaching methods. Professional 

development programs can help educators implement strategies that encourage critical 

thinking among students. 

 

Case Studies Integration. The study's positive results employing case studies 

to enhance critical thinking skills in the context of English for hotel personnel indicate 

that case studies should be integrated into the curriculum. Case studies can be 

designed to align with specific learning objectives and promote critical thinking. 

 

Encourage Independent Thinking. The teachers can create a classroom 

environment that motivates students to think independently, ask questions, and 

analyze problems critically. Encourage discussions and debates to promote critical 

thinking skills. 

 

Promote Real-World Application. Emphasize the real-world applicability of 

language skills. Showcase how critical thinking can be applied in various career 

contexts, such as the hospitality industry, to motivate students. 

 

By implementing these recommendations, Thailand can enhance its English 

education system by nurturing critical thinking skills alongside language proficiency, 

better preparing students for success in the tourism and hospitality industry, and 

beyon.



 

 

REFERENCES 

 

วัฒนาพร ระงับทุกข์. (2541). การจัดการเรียนการสอนที่เน้นผู้เรียนเป็นศูนย์กลาง. กรุงเทพฯ: ต้น
อ้อ.  
อรุณี วิริยะจิตรา. (2532). การเรียนการสอนภาษาเพ่ือการสื่อสาร. (พิมพ์ครั้งที่ 1). กรุงเทพฯ: อักษร

เจริทัศน์.  
ผู้จัดการออนไลน์. (2562). ภาษาอังกฤษคนไทยวิกฤต รั้งท้ายอันดับ 64 จาก 88 ประเทศ คะแนน

TOEFL ต่่ากว่าค่าเฉลี่ย. [https://www.tcijthai.com/news/2019/14/current/  
ชัชรีย์ บุนนาค. (2561). ปัญหาการเรียนการสอนภาษาอังกฤษในประเทศไทยและข้อเสนอแนะด้าน

ยุทธศาสตร์การพัฒนาการเรียนการสอนภาษาอังกฤษ ปี 2564 – 2568. 
file:///C:/Users/MSATER-EN7/Downloads/1716-3467-1-SM.pdf  

วัชรี แซงบุญเรือง ประวิทย์ สิมมาทัน  และ กนก สมะวรรธนะ. (2560). ผลการใช้รูปแบบการเรียนรู้
ที่ส่งเสริมทักษะการคิดอย่างมีวิจารณญาณ ภายใต้สภาพแวดล้อมทางการเรียนเสมือนจริง
ส าหรับนักศึกษาระดับปริญญาตรี. วารสารมหาวิทยาลัยนครพนม. 7 (1): หน้า 25-32.  

มหาวิทยาลัยรังสิต.  (2022, May 24) . หลักสูตรที่เปิดสอน Admissions Programs. 
https://www2.rsu.ac.th/info/admissions-programs.  

Anderson, Lorin W., and David R. Krathwohl, eds. (2001). A Taxonomy for Learning, 

Teaching, and Assessing: A Revision of Bloom's Taxonomy of Educational 

Objectives. New York. Addison Wesley Longman, Inc. 

Arum, R., & Roksa, J. (2011). Academically adrift: Limited learning on college 

campuses. Chicago: University of Chicago Press.  

ASEAN Tourism Professional Registration System. (2023, 10 August). Ministry of Hotels and 

Tourism. https://tourism.gov.mm/wp-content/uploads/2019/05/MRA-on-TOURISM-

PROFESSIONAL-HANDBOOK-min.pdf. 

Atkinson, D. (1997). A critical approach to critical thinking in TESOL. TESOL 

Quarterly, 31, pp. 71-94.  

Auttawutikul, S., Wiwitkunkasem, K., & Smith, D. R.. (2014). Use of weblogs to 

enhance group learning and design creativity amongst students at a Thai 

University. DOI: 10.1080/14703297.2013.796723 

 

https://www.tcijthai.com/news/2019/14/current/
file:///C:/Users/MSATER-EN7/Downloads/1716-3467-1-SM.pdf
https://tourism.gov.mm/wp-content/uploads/2019/05/MRA-on-TOURISM-PROFESSIONAL-HANDBOOK-min.pdf
https://tourism.gov.mm/wp-content/uploads/2019/05/MRA-on-TOURISM-PROFESSIONAL-HANDBOOK-min.pdf


35 

REFERENCES (Continue) 

 

Agwu, E. (2016). Use of case studies and critical thinking for teaching effectiveness – 

Examples from the School of Business (PowerPoint Slides). 

https://www.slideserve.com/rmohr/dr-edwin-agwu-powerpoint-ppt-

presentation  

 Association of American Colleges and Universities (2004). Liberal education 

outcomes: A preliminary report on student achievement in college 

Washington, DC. https://www.aacu.org/ 

 Association of American Colleges and Universities (2015). Falling short? College 

learning and career success. 

www.aacu.org/sites/default/files/files/LEAP/2015employerstudentsurvey.pdf.  

Boa, E. A., Wattanatorn, A., & Tagong, K. (2018). The development and validation of 

the Blended Socratic Method of Teaching (BSMT): An instructional model to 

enhance critical thinking skills of undergraduate business students. Kasetsart 

Journal of Social Sciences, 39(1): 81-89 

Byram, M. (2008). From foreign language education to education for intercultural 

citizenship: Essays and reflections. DOI:10.21832/9781847690807 

Baumberger-Henry M. (2003). Practicing the art of nursing through student-designed 

continuing case study and cooperative learning. DOI: 10.1097/00006223-

200307000-00011.  

Bean, J. C. (2011). Engaging ideas: The professor’s guide to integrating writing, 

critical thinking, and active learning in the classroom (2nd ed.). San 

Francisco, CA: Jossey-Bass Publishers. 

Brookfield, S. (1987). Developing critical thinkers: Challenging adults to explore 

alternative ways of thinking and acting. San Francisco: Jossey-Bass.  

 Burbah, M.E., Matkin, G.S., Fritz, S.M., 2004. Teaching critical thinking in an 

introductory leadership course utilizing active learning strategies: a 

confirmatory study. College Student Journal 38 (3), 482–492.  

 Barron, P. E., & Arcodia, C. (2002). Linking learning style preferences and ethnicity: 

International students studying hospitality and tourism management in  

 



36 

REFERENCES (Continue) 

 

Australia. Journal of Hospitality, Leisure, Sports and Tourism Education, 1(2), 15–

27.  

 Barnes, L. B., Christensen, C. R., & Hansen, A. J. (1994). Teaching and the case 

method: Text, cases, and readings. Harvard Business Press.  

 Billings, D.M., Halstead, J.A., 2005. Teaching in Nursing: A Guide for Faculty. 

W.B.Saunders, Philadelphia, PA.  

Burbach, M. E., Matkin, G. S., & Fritz, S. M. (2004). Teaching critical thinking in an 

introductory leadership course utilizing active learning strategies: A B  

 Barnes, L.B., Christensen, C.R., Hansen, A. J. (1994). Teaching and the Case 

Method: Text, Cases, and Readings. Harvard University Massachusettes, 

United State: Harvard University Business Press.  

 Brooke, S. L. (2002). Using the case method to teach online classes: promoting 

socratic dialogue and critical thinking skills. International journal of teaching 

and learning in higher education. 18(2). 142-149.  

Changwong, K., Sukkamart, A., & Sisan, B. (2018). Critical thinking skill 

development:  

Analysis of a new learning management model for Thai high schools. Journal 

of International Studies, 11(2): 37-48 

Coil, D., Wenderoth, M. P., Cunningham, M., & Dirks, C. (2010). Teaching the 

process of science: Faculty perceptions and an effective methodology. CBE 

Life Sciences Education, 9(4), 524–535. 

Campbell, E.T., 2004. Meeting practice challenges via a clinical decision-making 

course. Nurse Educator 29, 195–198. 

Chang, J., Kwan-Ling, N., Karen, K. L. M., Bosco, Y., & Lai-kuen, C. (2005). 

Students' view on the use of case method in China. Developments in Business 

Simulation and Experiential Learning, 32, 85–90. 

Coker, P. C. (2009). The effects of an experiential learning program on the clinical 

reasoning and critical thinking skills of occupational therapy students. 

Doctoral dissertation. Available from ProQuest UMI Dissertation Publishing 

database, ProQuest No. 3344517. 



37 

REFERENCES (Continue) 

 

Curriculum Development Council. (2004). English language education key learning 

area: English language curriculum guide (Primary 1-6). Hong Kong. 

Clark, D.J., Hott, J., (2001). Philosophy: a key to open the door to CT. Nurse 

Education 

Today. 21 (2), 171–178. 

Dressel, P. L., & Mayhew, L. B. (1954). General education: Explorations in 

evaluation. Washington, DC: American Council on Education.  

Dewey, J. (1910). How we think (1991 ed). Buffalo, NY: Prometheus Books. 

Davies, M. (2003). A cautionary note about the teaching of critical reasoning. 

Researchgate. 

https://www.researchgate.net/publication/228413328_A_cautionary_note_abo

ut_the_teaching_of_critical_reasoning  

Davies, M. (2011). Introduction to the special issue on critical thinking in higher 

education. Higher Education Research & Development. https://doi.org/10. 

1080/07294360.2011.562145  

Dwyer, C. R., Hogan, M. J., & Steward, I. (2011). The promotion of critical thinking 

skills through argument mapping. In C. P. Horvath, & J. M. Forte (Eds.). 

Critical thinking (pp. 97–122). New York: Nova Science. 

 Dwyer, C. R., Hogan, M. J., & Steward, I. (2012). An evaluation of argument 

mapping as a method of enhancing critical thinking performance in e-learning 

environments. DOI10.1007/s11409-012-9092-1 

 Duron, R., Limbach, B., & Waugh, W. (2006). Critical thinking framework for any 

discipline. International Journal of Teaching and Learning in Higher 

Education, 17(2),160–166.  

 Dowd, S.B., Davidhizar, R., 1999. Using case studies to teach clinical problem-

solving. Nurse Educator 24 (5), 42–46.  

 DeYoung, S., &DeYoung, S. (2003). Teaching strategies for nurse educators. Upper 

Saddle River, NJ: Prentice Hall Health.  

 Dredger, K. S., & Lehman, B. (2020). Dialogic multimodal paired presentations: 

Examining perspective. Virginia English Journal, 69(2), 8-17. 



38 

REFERENCES (Continue) 

 

Dressel, P. L., & Mayhew, L. B. (1954). General education: Explorations in 

evaluation. Washington, DC: American Council on Education. 

Dewey, J. (1910). How we think (1991 ed). Buffalo, NY: Prometheus Books. 

Elder, L. (1996). Critical thinking and emotional intelligence. Inquiry: Critical 

Thinking Across the Disciplines, 16(2), 35–49.  

 Elder, L. (1997). Critical thinking: The key to emotional intelligence. Journal of 

Developmental Education, 21(1), 40–42.  

 Ennis, R. H. (1962). A concept of critical thinking. Harvard Educational Review, 

32(1), 81–111.  

 Ennis, R. H. (1989). Critical thinking and subject specificity: Clarification and 

needed research. Educational Researcher, 18(3), 4–10.  

Fisher, A. (2001). Critical thinking. Cambridge, UK: Cambridge University Press.  

 Falkenberg, L., & Woiceshyn, J. (2008). Enhancing business ethics: Using cases to 

teach moral reasoning. Journal of Business Ethics, 79(3), 213–217.  

 Facione, P.A. (2006). Critical thinking: What it is and why it counts. Millbrae, CA: 

California Academic Press.  

 Facione, P.A. (2015). Critical thinking: What it is and why it counts (update). 

Millbrae, CA: California Academic Press.  

 Foundation for Young Australians (FYA) (2016). The new basics: Big data reveals 

the skills young people need for the New Work Order, Melbourne. 

http://www.fya.org.au/wp-content/uploads/2016/04/The-

New_Basics_Update_Web.pdf. 

 Glaser, E. M. (1942). An experiment in the development of critical thinking. 

Teachers College Record, 43(5), 409–410.  

Grupe, F.H., Jay, J.K., 2000. Incremental cases. College Teaching 48 (4), 123–128.  

 Goodin, H. I. J. (2005). The use of deliberative discussion as a teaching strategy to 

enhance the critical thinking abilities of freshman nursing students. Doctoral 

dissertation. ResearchGate. DOI:10.16997/jdd.81    

  

 



39 

REFERENCES (Continue) 

 

Gilboy, N., & Kane, D. (2004). Unfolding case based scenarios: A method of teaching 

and testing the critical thinking skills of newly licensed nurses. Journal of 

Emergency Nursing, 30(1), 83–85.  

 Gulzhaukhar, Kokebayeva. and Yerke, Kartabayeva. (2015). Application of Case-

technology for Development of Critical Thinking Ability of Students. Procedia 

- Social and Behavioral Sciences. 171. p284 – 288.Halpern, D. F. (1993). 

Assessing the effectiveness of critical thinking instruction. The Journal of 

General Education, 42(4), 238–254.  

 Halpern, D. F. (2001). Assessing the effectiveness of critical thinking instruction. The 

Journal of General Education, 50(4), 270–286.  

 Halpern, D. F. (2014). Thought and knowledge: An introduction to critical thinking 

(5th ed). NY: Psychology Press.  

 Herreid, C. F. (2011). Case study teaching. New Directions for Teaching and 

Learning, 2011(128), 31-40.  

 Herreid, C.F. (2011). Case Study Teaching. Special Issue: Evidence‐Based Teaching, 

2011(128), 31-40. doi.org/10.1002/tl.466.  

 Herreid, C.F., Schiller, N.A., - Herreid, K.F., &Wright, C. (2011). In case you are 

interested: Results of a survey of case study teachers. Journal of College 

Science Teaching, 40(4), 76-80. 

Kunselman, J.C., Johnson, K.A., 2004. Using the case method to facilitate learning. 

College Teaching 52 (3), 87–92.  

 Kuhn, D. (1991). The skills of argument. Cambridge: Cambridge University Press.  

 Kuhn, D. (1999). A developmental model of critical thinking. Educational 

Researcher, 28, 16–26.  

 Kosawanon, S., Rungamornrat, S., & Panbangpra, S. (2015). Effect of Case Study 

Teaching Method on Critical Thinking in Nursing Students. Nursing Science 

Journal of Thailand, 33(3), 99–108. Retrieved from https://he02.tci-

thaijo.org/index.php/ns/article/view/53202  

 

 



40 

REFERENCES (Continue) 

 

Kanokpermpoon, M. (2019). Thinking skills in practice: A case study of an English 

curriculum at a Thai University. Journal LEARN Journal: Language Education 

and Acquisition Research Network, 12(2), 49-63. 

Kinnear, L. C., & Ruggunan, S. (2019). Applying duoethnography to position 

researcher identity in management research. SA Journal of Human Resource 

Management, 17(1), 1-11.   

Kwangmuang, P., Jarutkamolpong, S., Sangboonraung, W., & Daungtod, S. (2021). 

The development of learning innovation to enhance higher order thinking 

skills for students in Thailand junior high schools. 

https://doi.org/10.1016/j.heliyon.2021.e07309 

Lipman, M. (1988). Critical thinking: What can it be? Educational Leadership, 46(1), 

38–43. 

Lashley, C. (1999). On making silk purses: Developing reflective practitioners in 

hospitality management education. International Journal of Contemporary 

Hospitality Management, 11(4), 180–185.  

Leenders, M.R., Mauffette-Leenders, L.A., Erskine, J.A., 2001. Writing Cases. 4th 

edition. Ivey Publishing, Ivey Business School.  

Lashley, C., & Barron, P. (2006). The learning style preferences of hospitality and 

tourism students: Observations from an international and cross-cultural study. 

International Journal of Hospitality Management, 25(4), 552–569. 

Li, L. (2016). Thinking skills and creativity in second language education: Where are 

we now? Thinking Skills and Creativity, 22, 267–272.  

Liaw, M. (2007). Content-based reading and writing for critical thinking skills in an 

EFL context. English Teaching & Learning, 31(2), 45–87.  

Li, L. (2011). Obstacles and opportunities for developing thinking through interaction 

in language classrooms. Thinking Skills and Creativity, 6(3), 146–158. 

 

 

 

 

https://doi.org/10.1016/j.heliyon.2021.e07309


41 

REFERENCES (Continue) 

 

Lin, M., Preston, A., Kharrufa, A., & Kong, Z. (2016). Making L2 learners’ reasoning 

skills visible: The potential of computer supported collaborative learning 

environments. Thinking Skills and Creativity, 22, 303–322.  

Learning for the 21st century: A report and MILE guide for 21st century skills. 

(2002). Eric. https://eric.ed.gov/?id=ED480035.  

Levine, M. (1994). Effective problem solving. Upper Saddler River, NJ: Prentice- 

Hall.  

Merseth, K. (1991a). The case for cases in teacher education. Washington, DC: 

American Association of Higher Education and the American Association of 

Colleges for Teacher Education. Google Scholar 

Merseth, K. (1991b, June). To write a case. Paper presented at James Madison 

University, Harrisonburg, VA. Google Scholar 

Merseth, K. (1991c). What the case method offers the teaching profession. Harvard 

Education Letter, 7(2), 6-7. Google Scholar 

Merseth, K. K. (1991). The early history of case-based instruction: Insights for 

teacher education today. Journal of Teacher Education, 42(4), 243-249  

Marin, L. M., & Halpern, D. F. (2011). Pedagogy for developing critical thinking in 

adolescents: Explicit instruction produces greatest gains. Thinking Skills and 

Creativity, 6(1), 1–13.  

Moore, T. (2011). Critical thinking and disciplinary thinking: A continuing debate. 

Higher Education Research & Development, 30(3), 261–274.  

Moore, T. (2014). Wittgenstein, Williams and the terminologies of higher education: 

A case study of the term ‘critical’. Journal of Academic Language & Learning, 

8(1), A95–A108.  

Mitchell, R., Myles, F., Johnston, B., & Ford, P. (2003). Criticality and the ‘Key 

skills’ agenda in undergraduate linguistics. University of southampton. Notes 

of talk given at subject centre for languages, linguistics and area studies 

seminar: ‘Key skills linguistics’. MayLondon: CILT. 

 

 



42 

REFERENCES (Continue) 

 

Macpherson, R., & Stanovich, K. E. (2007). Cognitive ability, thinking dispositions, 

and instructional set as predictors of critical thinking. Learning and Individual 

Differences, 17, 115–127. 

Mahdi, O.R., Nassar, I.A. &Almuslamani, H.A. I.(2020). The role of using case 

studies method in improving students; critical thinking skills in higher 

education. International Journal of Higher Education, 9(2), 297-308. 

http://doi.org/10.5430/ijhe.v9n2p297.  

McKeachie, W.J. (1999). McKeachie’s teaching tips: Strategies, research, and theory 

for college and university teachers. New York: Houghton Mifflin.  

Michelle, Schwartz. [6 January 2022]. Instructional Design and Research Strategist, 

for the Learning &Teaching Office. https://dokumen.tips/documents/flexible-

learning-strategies-by-michelle-schwartz-instructional-design-and-

research.html  

Merriam, S. B., & Tisdell, E. J. (2015). Qualitative Research: A Guide to Design and 

Implementation. San Francisco, CA: Wiley. 

Norman, G. R., & Schmidt, H. G. (2000). Effectiveness of problem based learning 

curricula: Theory, practice and paper darts. Medical Education, 34, 721–728.  

 National Institute of Education (1984). Involvement in learning: Realizing the 

potential of American higher education. Washington, DC: US Government 

Printing Office.  

 Nuttapong, Jotikasthira. Nutteera, Phakdeephirot. and Sutinee, Teeranoot. (2016). 

Thai Tourism and Hospitality Education: Current Conditions and Strategic 

Directions. Rangsit Journal of Educational Studies (RJES). 3 (2).   

 Niu, Lian. Linda, S. Behar-Horenstein. And Garvan, Cyndi W. (2014). Do 

instructional interventions influence college students’ critical thinking skills? 

A meta-analysis. Education Research Review. 9. 114-128.  

Norton, L., & Sliep, Y. (2018). A critical reflexive model: Working with life stories in 

health promotion education. South African Journal of Higher Education, 

32(3), 45-63. 

 



43 

REFERENCES (Continue) 

 

Paltridge, B., & Starfield, S. (2013). The handbook of English for specific purposes. 

DOI:10.1002/9781118339855 

Paul, R. (1993). Critical Thinking: How to Prepare Students for a Rapidly Changing 

World (1st ed.). California: Foundation for Critical Thinking, Santa Rosa.  

 Pithers, R. T., & Soden, R. (2000). Critical thinking in education: A review. 

Educational Research, 42(3), 237–249.  

 Paul, R. C. (1992). Critical thinking: What every person needs to survive in a rapidly 

changing world. Santa Rosa, CA: Foundation for Critical Thinking.  

 Phillips, F., & Mackintosh, B. (2011). Wiki art gallery Inc.: A case for critical 

thinking. Issues in Accounting Education, 26(3), 593–608.  

Paul, R. (2004). The state of critical thinking today. Retrieved from The Critical 

Thinking Community. Retrieved from 

http://www.criticalthinking.org/pages/the-state-of-critical-thinkingtoday/523.  

 Pica, T. (2000). Tradition and transition in English language teaching methodology. 

System, 29, 1–18.   

 Ploysangwal, W. (2018). An Assessment of Critical Thinking Skills of Thai 

Undergraduate Students in Private Thai Universities in Bangkok through an 

Analytical and Critical Reading Test. วารสารวิชาการ มหาวิทยาลัยหอการค้าไทย 

มนุษย์ศาสตร์และสังคมศาสตร์, 38(3), 75-91.Popil, I. (2011). Promotion of critical 

thinking by using case studies as teaching method. Nurse Education Today, 

31(2), 204-207. http://doi.org/10.1016/j.nedt.2010.06.002 

Ramanathan, V., & Kaplan, R. B. (1996). Some problematic "channels" in the 

teaching of critical thinking in current L1 composition textbooks: Implications 

for L2 student writers. Issues in Applied Linguistics, 7(2), 225–249. Retrieved 

from http://escholarship.org/uc/item/8bn658q0.  

 Richard, P. & Elder, L. (2008). The Thinker's Guide to The Nature And  

Functions of Critical & Creative Thinking. Dillon Beach, CA:  

Foundation for Critical Thinking. pp. 323- 325. 

 

http://dx.doi.org/10.1002/9781118339855
http://doi.org/10.1016/j.nedt.2010.06.002


44 

REFERENCES (Continue) 

 

Ramanathan, V., & Kaplan, R. (1996a). Audience and voice in current L1 

composition tests: Some implications for ESL student writers. Journal of 

Second Language Writing, 5, 21-33. 

Ramanathan, V., & Kaplan, R. (1996b). Some problematic "channels" in the teaching 

of critical thinking in current LI composition textbooks: Implications for L2 

student-writers. Issues in Applied Linguistics, 7, 225-249 

Roy, S., & Banerjee, P. (2012). Understanding students' experience of transition from 

lecture mode to case-based teaching in a management school in India. Journal 

of Educational Change, 13(4), 487–509.  

Richardson, B. (1993). Why we need to teach crisis management and to use case 

studies to do it. Management Education and Development, 24(2), 138–148.  

Richard, P. and Elder, L. (2007). A Guide for Educators to Critical Thinking 

Competency Standards: Standards, Principles, Performance Indicators, and 

Outcomes with a Critical Thinking Master Rubric. 

https://www.criticalthinking.org/files/SAM_Comp%20Stand_07opt.pdf  

Ritchie J. and Lewis J., Qualitative Research Practice: A Guide for Social Science 

Students and Researchers (California: Sage, 2003) 77-108.  

Scriven, M. & Paul, R. (2013). Defining critical thinking. Retrieved December 29, 

2021, from http://www.criticalthinking.org/pages/defining-critical-

thinking/410 confirmatory study. College Student Journal, 38(3), 482–493. 

Stanovich, K. E., & West, R. F. (2008). On the failure of cognitive ability to predict 

myside and one-sided thinking biases. Thinking & Reasoning, 14(2), 129–167.  

 Sternberg, R. J. (1990). Thinking styles: Keys to understanding student performance. 

Phi Delta Kappan, 71(5), 366–371.  

 Sternberg, R. J. (1986). Handbook of intelligence. New York: Cambridge University 

Press.  

 Shim, W., & Walczak, K. K. (2012). The impact of faculty teaching practices on the 

development of students’ critical thinking skills. International Journal of 

Teaching and Learning in Higher Education, 24, 16–30. 

 



45 

REFERENCES (Continue) 

 

Sudzina, M.R. (Ed.), 1999. Case Study Applications for Teacher Education: Cases of 

Teaching and Learning in the Content Areas. Allyn and Bacon, Boston.  

 Schmidt, H. G. (1983). Problem based learning: Rationale and description. Medical 

Education, 17, 11–16.  

 Salovey, P., & Sluyter, D. J. (1997). Emotional development and emotional 

intelligence. New York: BasicBooks.  

 Sanavi, R. V., & Tarighat, S. (2014). Critical thinking and speaking proficiency: A 

mixed-method study. Theory and Practice in Language Studies, 4(1), 79–87.  

 Soufi, N.E. & See, B.H. (2019). “Does explicit teaching of critical thinking improve 

critical thinking skills of English language learners in higher education? A 

critical review of causal Evidence”. shorturl.at/bBQUW  

Saldana,J. (2014). Coding and analysis strategies. In P. Leavy & J. Saldana (Eds.), 

The  

Oxford Handbook of Qualitative Research (pp. 581–685). Oxford University 

Press. 

Saldana. (2014). Business Research Methods (12th ed.). The United States of America: 

McGraw-Hill/Irwin. 

Thomas, L., 2009. From Experience to Meaning: The Critical Skills Program. Phi 

Delta Kappan. http://search.ebscohost.com. 

The European Higher Education Area (2012). Bologna process implementation 

report. 

http://www.ehea.info/media.ehea.info/file/2012_Bucharest/79/5/Bologna_Proc

ess_Implementation_Report_607795.pdf.  

Tasci, Asli D.A., Wei, Wei. and Milman, Ady. 2020. "Uses and misuses of the case 

study method," Annals of Tourism Research, Elsevier, vol. 82(C).  

Urde, M., Greyser, S. A., & Balmer, J. M. (2007). Corporate brands with a heritage. 

Journal of Brand Management, 15(1), 4–19.  

 

 

http://search.ebscohost.com/


46 

REFERENCES (Continue) 

 

Van Laar, E., Van Deursen, A. J., Van Dijk, J. A., & De Haan, J. (2017). The relation 

between 21st-century skills and digital skills: A systematic literature review. 

Computers in Human Behavior, 72, 577–588. 

Woodside, A. G. (2016). Case study research: Core skill sets in using 15 genres. 

Emerald Group Publishing Limited.  

Woodside, A. G., & Wilson, E. J. (2003). Case study research methods for theory 

building. Journal of Business & Industrial Marketing, 18(6/7), 493–508.  

Walker, S. E. (2003). Active learning strategies to promote critical thinking. Journal 

of Athletic Training, 38(3), 263–367.  

Wang, Y., & Henderson, F. (2014). Teaching content through Moodle to facilitate 

students’ critical thinking in academic reading. Asian EFL Journal, 16(3), 7–

40.  

Wu, W. C. V., Marek, M., & Chen, N. S. (2013). Assessing cultural awareness and 

linguistic competency of EFL learners in a CMC-based active learning 

context. System, 41(3), 515–528.  

Widaiandari, L.A.& Rehanna, I.W. (2021). Students’ Critical thinking in case-study 

based learning. The 4th International Conference on Mathematics and Science 

Education (ICoMSE) 2020, 2230(1). https://doi.org/10.1063/5.0043204  

Weijun, Liang. and Dennis, Fung. (2021). Fostering critical thinking in English-as-a-

second-language classrooms: Challenges and opportunities. Studies in 

Education, 17(2). p255-270.  

Yin, R. K. (2013). Case study research: Design and methods (5th ed.). London: Sage 

Publications.  

Yang, Y. C., Newby, T., & Bill, R. (2008). Facilitating interactions through structured 

web-based bulletin boards: A quasi-experimental study on promoting learners’ 

critical thinking skills. Computers & Education, 50, 1572–1585. 

http://dx.doi.org/10.1016/j.compedu.2007.04.006.   

 

 



47 

REFERENCES (Continue) 

 

Yang, Ya-Ting. Chuang, Ya-Chin. Li, Lung-Yu. and Tseng, Shin-Shang. (2013). A 

blended learning environment for individualized English listening and 

speaking integrating critical thinking. Computers and Education. 63. p285–

305.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

APPENDIX 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 



49 

Excerpts from interview transcriptions in Thai, accompanied by English 

translations 

 

Participants การเรียนการสอนโดยใช้
เหตุการณ์ตวัอย่าง สามารถท าให้

นักศึกษาคดิเชิงวพิากษ์ได้
หรือไม่ 

Can teaching and learning using 
case studies enable students to 

think critically?" 

ยกตวัอย่างปัญหาทีเ่กดิขึน้ 

Provide issue examples  

แก้ไขปัญหาทีเ่กดิขึน้อย่างไร 

How did you handle issues?  

A  คิดวา่ท าใหเ้ราสามารถคิด แกไ้ข
ปัญหาท่ีเหตุการณ์ ท่ีเราไม่เคย
คิดวา่ มนัจะเกิดข้ึนได ้ 

โรงแรมเราเป็นโรงแรม
ขนาด เลก็ไม่มี staff รออยู่
หลงั 10 pm  แลว้แต่ทนัใด
นั้นเองน ้ าเกิดไม่ไหล ตอน  
11.30  pm และ เรา พกัอยู่
ใกล้ๆ   และยงัไม่ไดก้ลบั
บา้น   

รีบ ไปแก้ไขในจุดนั้ นท่ีน ้ า
ไม่ ไหลขอโทษแขกแบบว่า  
พยายาม แสดงออกให้แขกรู้
ว่า เราใส่ใจ  แล้วก็พยายาม
แกไ้ขอยา่งเตม็ท่ี  ถึงแมว้า่เรา
จะออกเวรของ เรา แลว้  

 

 Yes, case studies have proven 
effective in addressing 
unforeseen issues by providing 
real-world examples and in-
depth analysis. 

Our hotel is small in size, 
and there is no staff 
available after 10 pm. One 
night, there was a water 
shortage, and I was not on 
shift; fortunately, I lived 
nearby. 

I quickly rushed to the 
scene, offered a sincere 
apology to the customer for 
the inconvenience, and 
promptly resolved the issue. 

B คิดวา่ไดเ้พราะวา่เหตุการณ์ต่างๆ 
ท่ี เกิด ข้ึนมัน ก็จะวนซ ้ าๆ  มัน
อาจจะมาต่างรูปแบบกันแต่ว่า
สุดท้ายแล้วมัน ก็จะ  สามารถ
เอาเคสมาเปรียบเทียบกนัได ้  

 

รูปหอ้งท่ีแขกนอนไม่ตรง
ปกดูเตียงก็ไม่น่าผา้ปูดูไม่
น่ิมเท่าในรูป  สี ของผนงัก็
ไม่สวา่งเท่าในรูป 

ขอโทษอีกคร้ังท่ีท าใหเ้ขาใจ
ผิดใน  brochure อาจจะใส่ 
รายละเอียด เอาไวไ้ม่ครบวา่
มนั คือ รูปเพื่อการโฆษณา
มนัเป็นท่ี การจดัหอ้งดว้ย ก็
ตอ้งขอโทษ เขาอีกรอบ 

 I think yes because various 
events that happen tend to 
repeat themselves. They may 

The bedroom did not look 
like the one shown on the 
hotel's website or in the 

We needed to apologize and 
explain that the pictures in 
the hotel brochures or on the 
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come in different forms, but in 
the end, you can compare cases 
with each other. 

brochure. The wallpaper 
was not as bright as 
shown in the pictures too.  

website were for marketing 
purposes only. There might 
have been some differences. 

C คิดวา่ได ้เน่ืองจากวา่ ท าใหเ้ม่ือ
เรา ไปเจอกบัสถานการณ์จริง  
เราก็จะ สามารถนึกถึง
สถานการณ์ท่ีเราเรียน มาได ้  

เน่ืองจากสถานการณ์โควดิ 
ท าใหโ้รงแรมตอ้ง reduce  
working shift ลดการ 
ท างานเหลือแค่เชา้กบับ่าย  
เพราะฉะนั้นเวลา staff ทั้ง 
โรงแรมท างานจะเป็น 
ตั้งแต่  7 am –  10 pm 
หลงัจาก  10 pm จะ ไม่มี 
staff  available   

มีการติดป้ายบ่งบอกขอ้มูล
ก่อนท่ี แขกจะเขา้พกัให้
เรียบร้อยวา่  โรงแรมจะมี
ปัญหาเร่ืองอะไร บา้ง เช่น 
ตอนไหน เวลา ท่ี พนกังาน 
จะไม่อยู ่และเม่ือใดท่ี น ้า
ของโรงแรมจะไม่ไหลตอ้งมี 
ป้าย แลว้ก็ใหข้อ้มูลแขกให ้
เรียบร้อยก่อนท่ีแขกจะเขา้
พกั  เพื่อใหแ้ขกยอมรับเทอม
น้ี   

 I believe so. When we 
encounter real issues at the 
hotel, we can draw upon what 
we've learned in the classroom 
and apply it to the problems in 
front of us.  

Due to COVID-19, the 
hotel's operating hours 
have been reduced to 7 am 
to 10 pm, with no staff 
available after 10 pm. 

We needed to ensure that 
customers were informed of 
these issues. For instance, 
signs or notices would be in 
place to make them aware of 
situations such as staff 
unavailability or water 
shortages. 

D คิดว่าท าให้เรามีความคิดท่ีเป็น 
ขั้นตอนควรเร่ิมจากอะไรก่อน
เป็น อนัดบัแรกเพื่อท่ีจะไดเ้ขา้ใจ
ลูกคา้ มากข้ึนดว้ย   

 

มี customer คนนึงเขา ถาม
ค าถามอะไรก็ไม่รู้ซ่ึงเรา 
ฟังไม่ออกเรารู้วา่เขา
พยายาม จะถาม พยายาม
จะพดูอะไร แต่มนัไม่ใช่
ภาษาองักฤษมนั อาจจะ
เป็นภาษามลาย ูหรือ ภาษา
ถ่ินเขาท่ีเราไม่เขา้ใจ   

ถา้สมมติเขาฟังไม่ออกจริงๆ 
ก็ จะใชแ้อพแปลภาษาใหเ้ขา
พิมพ ์หรือวา่ใหเ้ขาพดูใส่แอ
พแปล ภาษา จากนั้น แอพก็
จะแปล ภาษาออกมาไดใ้ห้
ส่ือสารกนั ผา่นทางแอพ
เพื่อใหเ้ขาไดข้อ้มูล เบ่ืองตน้ 

 Yes, I believe so because case 
studies help us organize our 
thoughts into actionable steps 

There was a customer 
trying to communicate 
with us in a language we 

If customers cannot 
communicate effectively in 
English, I use a translation 
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for problem-solving, which in 
turn allows us to gain a better 
understanding of our customers. 

did not understand at all. application, asking them to 
speak into the app for 
English translation. This is 
an effective way to address 
the issue. 

E case study มันเป็นส่ิงท่ี เกิดข้ึน 
แล้วน ามาให้คนศึกษาต่อให้ รู้ 
ขั้นตอนก็เห็นด้วยว่า case study 
มนัมีความจ าเป็นมาก   

บอกวา่ไม่มีคนไปท าความ
สะอาดหอ้งเขาใหเ้ลย เขา 
อยากจะเปล่ียนหอ้ง
อยากจะ ยา้ยหอ้งเพราะวา่
เขาเป็นคน แพฝุ้่ น ผูจ้ดัการ 
ดนั ไป เจอวา่  ลูกคา้ ไป 
แขวน ป้าย“DND”  do  not  
disturb  ไว ้ท่ี ประตู  ท าให ้
ไม่ มี ใคร ไป  clean  the  
room  ให ้เขา ได ้  

พยายามท าใหลู้กคา้ใจเยน็
ก่อน  แลว้ก็รับฟังปัญหาเขา
วา่ หอ้ง เขา ท่ีไม่มีการท า
ความสะอาด  เพราะวา่เขาไป
แขวนป้ายไว ้ท าใหพ้นกังาน
ไม่เขา้ไปยุง่ในหอ้ง นั้นใน
เม่ือแขกอยากจะเปล่ียน หอ้ง
เราก็จะเปล่ียนหอ้งให ้และ 
ในการเปล่ียนหอ้งเราก็จะพดู 
เสริมใหแ้ขกวา่ป้ายท่ีแขก
น าไป แขวนไวม้นัมี
ความหมายวา่อะไร  เพื่อ
ป้องกนัไม่ใหเ้กิดเหตุการณ์ 
แบบน้ีซ ้ าอีก  

 

 The case studies were based on 
real-life situations, making 
them valuable for practical 
application by others. 

The customers 
complained that their 
room wasn't cleaned and 
requested a room change. 
However, the manager 
found out that they had 
placed a 'DND' (Do Not 
Disturb) sign on the door. 
That means the 
housekeeping staff were 
not able to enter and 
clean. 

We willingly listened to the 
customers' complaints and 
tried to explain that there 
might have been a 
misunderstanding due to the 
misplaced 'DND' (Do Not 
Disturb) sign on the door. If 
they still insisted on 
changing the room, we 
accommodated their request 
while gently reminding 
them to place the sign 
correctly.  
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Categories and Themes of Discussion 

 

EXPLANATION ABILITY  

Remembering  

• RECALLING THE CASES WHEN WE STUDIED AND APPLYING TO 

THE REAL SITUATION  

 

Understanding  

• ILLUSTRATING EXAMPLE OF HOW STAFF’S WORKING TIME WAS 

REDUCED 

• EXPLAINING TO GUESTS WHY THE WATER WAS NOT RUNNING  

• TRYING TO EXPLAIN TO CUSTOMERS THAT THEY MAY VISIT 

THE HOTEL IN A WRONG SEASON. 

• EXPLAINING THAT CUSTOMERS HANGING ‘DO NOT DISTURB’ 

TAG, SO NO HOUSEKEEPING SERVICE WAS PROVIDED THAT DAY.  

 

 ANALYSIS AND APPLICATION ABILITIES 

Applying 

• APPLYING FOR FUTURE REFERENCES  

• APPLYING SOLUTIONS TO DIFFERENT ISSUES AND CHALLENGES  

• BEING ABLE TO DEVELOP OUR SOLUTION THINKING SKILLS, SO 

WE CAN UNDERSTAND OUR CUSTOMERS BETTER.  

• BEING ABLE TO APPLY THINK CRITICALLY  

Analyzing 

• INSPECTING OUR CURRENT ROOMS WHETHER THEY WERE THE 

ONES WHICH LOOKED LIKE IN THE ADVERTISEMENT OR NOT  

• SOLVING UNEXPECTED PROBLEMS 

• TRING TO COMMUNICATE IN ENGLISH FIRST, BUT IF NOT 

WORKING, SOLVING THE PROBLEMS BY USING TRANSLATION 

APPLICATIONS.  
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ASSESSMENT AND CONSTRUCTION ABILITIES 

Evaluating  

• CUSTOMERS COMPLAINING THAT THE PICTURES IN THE HOTEL 

WERE NOT THE SAME WHEN VISITING THE HOTEL ONSITE AND NOW WE 

NEEDED TO EVALUATE THIS SITUATION AND COME UP SOLUTIONS TO 

THIS ISSUE. 

• CONCLUDING THAT THIS WAS OUR HOTEL FAULT, SO WE 

NEEDED TO APOLOGIZE TO THE CUSTOMERS FIRST. 

• RECOMMENDING ANOTHER HIGHER RATE IF THE CUSTOMERS 

WOULD LIKE TO HAVE THE ROOM WITH BETTER FACILITIES AND 

AMENITIES. 

• AGREEING THAT CASE STUDIES ARE IMPORTANT TO HELP 

SOLVE ISSUES IN THE FUTURE. 

 

Creating 

• BEING A MANAGER NEEDS TO PLAN FOR EMERGENCY SUCH AS 

LEAVE A MOBILE NUMBER SO THE CUSTOMERS CAN CALL ANYTIME IN 

CASE OF EMERGENCY. 

• COMPILING CUSTOMERS’ COMPLAINTS TO IMPROVE THE HOTEL 

SERVICE IN THE FUTURE. 

• PLANNING TO ALLOCATE HOTEL STAFF CAREFULLY WHEN 

THERE WAS A STAFF SHORTAGE. 

• PLANNING TO HAVE INTERPRETER STAND BY IF THERE IS THIS 

ISSUE AGAIN. 
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Interview Transcriptions in Original Language (Thai) 

 

Student A 
เรียนอยูช่ั้นปีท่ี 4 วิทยาลยัการท่องเท่ียวและการบริการ สาขา การจดัการโรงแรมและภตัตคาร 
1.  นักศึกษาคดิว่า การเรียนการสอนโดยใช้เหตุการณ์ตัวอย่าง สามารถท าให้นักศึกษาคดิเชิงวพิากษ์ได้หรือไม่ อย่างไร 
 คิดว่าท าให้เราสามารถคิดแก้ไขปัญหาท่ี เหตุการณ์ท่ีเราไม่เคยคิดว่ามนัจะเกิดข้ึนได้ค่ะ ท  าให้เราหาวิธีแก้ไขปัญหาท่ี
อาจารยไ์ดย้กตวัอยา่งมาให้ เพ่ือเป็นเคสตวัอยา่งจะไดน้ าไปใชใ้นอนาคต 
2. อธิบายขั้นตอนการแก้ไขปัญหาที่เกดิขึน้อย่างไร 
 ส่วนใหญ่แขกผูมี้เกรียติของเราเขา้พกัจะ complain บอกวา่ สมมติวา่ตอนน้ี โควิด 19 แลว้ staff แน่นอน จะลดเวลาการ
ท างานหรือว่าจะเพ่ิมขยายเวลาของเรา สมมติว่า ให้เราเข้ากะต่าง ๆ โดยตั้งแต่ 7 am – 10 pm แล้วหลังจากนั้นท่ีโรงแรม โดย
โรงแรมเราเป็นโรงแรมขนาดเล็ก ไม่มี staff รออยูห่ลงั 10 pm แลว้ แต่ทนัใดนั้นเอง น ้ าเกิดไม่ไหล ตอน 11.30 pm และเราพกัอยู่
ใกล ้ๆ และยงัไม่ไดก้ลบับา้น เราจะท าอยา่งไรกบัเหตุการณ์น้ี ถา้เกิดเราบงัเอิญเดินมาเจอแขกพอดี แต่วา่มนัออกเวรของเราแลว้ จะท า
อยา่งไร 
 กล่าวขอโทษแขก แลว้ก็ถามถึงเหตุการณ์ประมาณว่าน ้ าไม่ไหลตั้งแต่ตอนไหน หรือว่าเกิดเหตุการณ์นั้นเม่ือไหร่ แล้วก็
พยายามอธิบายแขกวา่ ท  าไมถึงเกิดเหตุการณ์นั้น แลว้ก็จะรีบไปแกไ้ขในจุดนั้นท่ีน ้ าไม่ไหล ขอโทษแขกแบบว่า พยายามแสดงออก
ให้แขกรู้วา่ เราใส่ใจ แลว้ก็พยายามแกไ้ขอยา่งเตม็ท่ี ถึงแมว้า่ เราจะออกเวรของเราแลว้ 
Student B 
เรียนอยูช่ั้นปีท่ี 3 วิทยาลยัการท่องเท่ียวและการบริการ สาขา การจดัการโรงแรมและภตัตคาร 
1.  นักศึกษาคดิว่า การเรียนการสอนโดยใช้เหตุการณ์ตัวอย่าง สามารถท าให้นักศึกษาคดิเชิงวพิากษ์ได้หรือไม่ อย่างไร 
 คิดว่าได้ เพราะว่าเหตุการณ์ต่าง ๆ ท่ีเกิดข้ึน มนัก็จะวนซ ้ า ๆ มนัอาจจะมาต่างรูปแบบกนั แต่ว่าสุดทา้ยแลว้ เหตุผลท่ีว่า

จะตอ้งแกห้รืออะไร มนัก็จะอยูค่ลา้ย ๆ กนั มนัก็จะสามารถเอาเคสมาเปรียบเทียบกนักนัได ้มนัอาจจะไม่เหมือนกนัเลย 100 % แต่
มนัอาจจะน ามาเป็นตวัอยา่ง คิดแกไ้ขไดแ้บบคลา้ย ๆ กนั 
2. อธิบายขั้นตอนการแก้ไขปัญหาที่เกดิขึน้อย่างไร 
 เหตุการณ์น้ีเป็นเหตุการณ์การท่ีเจอบ่อยมาก แขกจะ complain บอกวา่ รูปห้องท่ีแขกนอนไม่ตรงปก ดูเตียงก็ไม่น่า ผา้ปู
ดูไม่น่ิมเท่าในรูป สีของผนงัก็ไม่สวา่งเท่าในรูป หรือแมก้ระทั้งวา่ เขาบอกวา่ ไม่ตรงปก ไม่ตรงกบัใน brochure เม่ือดูแลว้ แขกก็เอา 
brochure มาให้ดู ใน brochure เป็นฟ้าใส สมมติโรงแรมเราอยู่ติดทะเล เป็นท้องฟ้าใส แต่ขา้งนอกตอนน้ี ฟ้าหม่น แขกก็เลย 
complain วา่โรงแรมเราไม่ตรงปก ในฐานะ hotel staff ท่ีแขกมา complain แลว้ จะท าอยา่งไรกบัค  า complain น้ี 
 อยา่งแรกเลย โรงแรมเราผิดเองจริง ๆ ถา้เขามาแลว้ ดูแลว้มนัไม่เหมือน มนัไม่ใช่ มนัไม่นุ่มเหมือนในท่ีโฆษณา เราก็ตอ้ง
ขอโทษเขาก่อน อนัดบัท่ี 2 ในส่ิงท่ีเขาตอ้งการ ว่าในห้องนั้น มนัไม่ตรงปกใช่ไหม หรือคุณตอ้งการห้องแบบไหน ถ้าเขาบอกว่า 
ตอ้งการห้องท่ีตรงปก ตอ้งการห้องท่ีแบบดูนุ่ม เราก็ตอ้งยอ้นกลบัมาว่า โรงแรมเราเปิดมานานมากหรือยงั ของเก่าหรือเปล่า หรือว่า
การจดัห้องของแม่บา้น หรืออุปกรณ์บางอยา่งอาจจะไม่ใหม่เหมือนในรูป เพ่ือการโฆษณา เราก็ตอ้งบอก พยายามอธิบายมนัเป็นยงัไง 

ถา้สมมติว่าเขามาในตอนท่ีทอ้งฟ้าปิด เขาอาจจะมาผิดฤดูของเรา หรืออาจจะไม่ใช่ช่วง high season ท่ีว่าทอ้งฟ้าเปิดโล่ง เขาอาจจะ
มาเท่ียวทะเลตอนหน้าฝน ต่อไปก็ตอ้งขอโทษว่า มนัไม่ตรงปกอยา่งท่ีเขาตอ้งการจริง ๆ เราก็พยายามแกไ้ขจริง ๆ เราก็ตอ้งขอโทษ
เขา  
 Step ท่ี 2 ก็จะประมาณวา่ ท่ีน่ีมนัจะมีช่วง season ในการท่องเท่ียวอยู ่แต่ไม่แน่วา่ ท่ีเขายื่น brochure มาให้ เขาดูฤดูผิด
หรือเปล่า หรือเขาไม่ไดอ่้านวา่ใน brochure มนัมีเขียนเอาไวว้่า รูปเพ่ือการโฆษณา เราก็ตอ้งอธิบายให้เขาเขา้ใจ แลว้ต่อไปก็คือ ถา้
แขกตอ้งการห้องท่ีตรงปก ตอ้งการเตียงนุ่ม ๆ เหมือนแบท่ีเขาจะเห็น แต่พอมาจริง ๆ แลว้มนัอาจจะไม่นุ่มเท่า เราก็จะบอกเขาว่า ท่ีน่ี

มนัเป็นแบบน้ี แต่ถา้อยากไดเ้ตียงท่ีนุ่มกวา่น้ี ก็จะเพ่ิมเรท แลว้ก็ขอโทษอีกคร้ังท่ีท  าให้เขาใจผิด ใน brochure อาจจะใส่รายละเอียด
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เอาไวไ้ม่ครบ วา่มนัคือรูปเพ่ือการโฆษณา มนัเป็นท่ีการจดัห้องดว้ย ก็ตอ้งขอโทษเขาอีกรอบ 
Student C 
วิทยาลยัการท่องเท่ียว บริการ และกีฬา 
1.  นักศึกษาคดิว่า การเรียนการสอนโดยใช้เหตุการณ์ตัวอย่าง สามารถท าให้นักศึกษาคดิเชิงวพิากษ์ได้หรือไม่ อย่างไร 
 คิดว่าได ้เน่ืองจากว่า ท  าให้เม่ือเราไปเจอกบัสถานการณ์จริง เราก็จะสามารถนึกถึงสถานการณ์ท่ีเราเรียนมาได ้อยา่งเช่น 

ถา้เราไดรั้บ complain จากแขก เราก็จะใช ้4-5 ขั้นตอนในการรับมือกบัการ complain ของแขก ซ่ึงก็จะลดการ panic ในตวัเราได้
ดว้ย 
 2. อธิบายขั้นตอนการแก้ไขปัญหาที่เกดิขึน้อย่างไร 
 สมมติว่า เราเป็น manager ท่ีโรงแรมแห่งหน่ึง แต่เน่ืองจากสถานการณ์โควิด ท าให้โรงแรมตอ้ง reduce working 
shift ลดกะการท างานเหลือแค่เช้ากบับ่าย เพราะฉะนั้นเวลา staff ทั้งโรงแรมท างานจะเป็นตั้งแต่ 7 am – 10 pm หลงัจาก 10 pm 
จะไม่มี staff available อยูท่ี่โรงแรม แต่ใด ๆ เน่ืองจากเราเป็นผูจ้ดัการ เราก็ตอ้งทิ้งเบอร์ไว ้11.30 pm น ้าเกิดไม่ไหล แลว้แขกโทร
มาหาเรา แต่เราอยูบ่า้น ในฐานะท่ีเราเป็นผูจ้ดัการ อธิบาย step วา่ เราจะมีวิธีการแกปั้ญหายงัไง 
 อยา่งแรกเราตอ้งรับฝังความคิดเห็นของแขกก่อน แลว้ก็น าขอ้ติเตียนของแขกไปใช้ในการปรับปรุงโรงแรม ซ่ึงแน่นอน
เราก็ตอ้งขอโทษแขกดว้ย ก็มีการติดป้ายบ่งบอกขอ้มูลก่อนท่ีแขกจะเขา้พกัให้เรียบร้อยวา่ โรงแรมจะมีปัญหาเร่ืองอะไรบา้งเช่น ตอน
ไหน เวลาท่ีพนกังานจะไม่อยู ่และเม่ือใดท่ีน ้าของโรงแรมจะไม่ไหล ตอ้งมีป้าย แลว้ก็ให้ขอ้มูลแขกให้เรียบร้อยก่อนท่ีแขกจะเขา้พกั 
เพ่ือให้แขกยอมรับเทอมน้ี เพ่ือท่ีจะไดเ้ขา้พกัแลว้ไม่มีปัญหากบัตวัโรงแรม 
 กล่าวขอโทษตวัแขกก่อน แล้วหลังจากนั้นเราก็จะหาวิธีแก้ปัญหา โดยการท่ีเราจะต้องโทรไป เร่ืองของน ้ าไม่ไหล 
โรงแรมจะตอ้งมีระบบการส ารองน ้ าไวใ้ช้อยู่แล้ว แต่ว่าส่วนของพนักงาน เราจะตอ้งแบ่งพนักงานไวใ้ห้มีพนักงงานคอยรับมือ
สถานการณ์ของโรงแรม โดยการแบ่งพนกังานไวเ้ป็นช่วง เป็นกะ เน่ืองจากพนกังานของเราลดลง เราเลยตอ้งแบ่งพนักงงานไวเ้ป็น

กะ ๆ แทน ในช่วงท่ีไม่มีพนกังานอยู ่เราก็ตอ้งหาคนมาแทนในช่วงนั้น เป็นคน Stand by รอ 
Students D 
เรียนอยูช่ั้นปีท่ี 2 วิทยาลยัการท่องเท่ียวและการบริการ สาขา การจดัการโรงแรมและภตัตาคาร 
1.  นักศึกษาคดิว่า การเรียนการสอนโดยใช้เหตุการณ์ตัวอย่าง สามารถท าให้นักศึกษาคดิเชิงวพิากษ์ได้หรือไม่ อย่างไร 
 คิดว่าท าให้เรามีความคิดท่ีเป็นขั้นตอน ควรเร่ิมจากอะไรก่อนเป็นอนัดบัแรก เพ่ือท่ีจะไดเ้ขา้ใจลูกคา้มากข้ึนด้วย คิดว่า
ช่วยได ้
2. อธิบายขั้นตอนการแก้ไขปัญหาที่เกดิขึน้อย่างไร 
 เราไป Giving a presentation ในงาน hotel expo ท่ีประเทศมาเลเซีย ในขณะท่ีเราก าลงัพรีเซ้นท์อยู ่on the state มี 
customer คนนึง เขาถามค าถามอะไรก็ไม่รู้ ซ่ึงเราฟังไม่ออก เรารู้วา่เขาพยายามจะถาม พยายามจะพดูอะไรแต่มนัไม่ใช่ภาษาองักฤษ 
มนัอาจจะเป็นภาษามลายหูรือภาษาถ่ินเขาท่ีเราไม่เขา้ใจ แต่ท่าทางของ customer แสดงให้เราเห็นวา่ เขาอยากจะไดค้  าตอบ ณ ตอน
นั้นเลย แล้วก็เร่ิมโกรธแล้ว เราคิดว่ามนัไม่ใช่หน้าท่ีเราแล้ว เรา handle ไม่ได้แล้ว แต่ตรงนั้น supervisor ก็ไม่ได้อยู่กบัเรา จะ
แกปั้ญหาอยา่งไร 
 ขั้นตอนท่ี 1 จะพยายามส่ือสารกบัเขาด้วยภาษาสากลก่อน ถ้าสมมติเขาฟังไม่ออกจริง ๆ ก็จะใช้แอพแปลภาษา ให้เขา
พิมพห์รือวา่ให้เขาพดูใส่แอพแปลภาษา จากนั้นแอพก็จะแปลภาษาออกมาได ้ให้ส่ือสารกนัผา่นทางแอพ เพ่ือให้เขาไดข้อ้มูลเบ่ืองตน้
ไปก่อน ถา้เขาเร่ิมโกรธ เราก็ตอ้งท าความเขา้ใจเขาอยา่งลึกซ้ึง วา่เราเขา้ใจเขาแต่เราไม่สามารถส่ือสารกบัเขาได ้เราเลยตอ้งใชวิ้ธีน้ีไป
ก่อน 
 ใชภ้าษาสากล ก็คือใชภ้าษาองักฤษ ท่ีส่วนมากคนทัว่โลกเขาใชส่ื้อสารกนั 
 ถา้ต่อไปมีปัญหาแบบน้ีเกิดข้ึนอีก ก็จะเตรียมล่ามไว ้ในการแกปั้ญหา 
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Student E 

เรียนอยูช่ั้นปีท่ี 2 วิทยาลยัการท่องเท่ียว การบริการ และการกีฬา สาขา การจดัการโรงแรมและภตัตคาร 
1.  นักศึกษาคดิว่า การเรียนการสอนโดยใช้เหตุการณ์ตัวอย่าง สามารถท าให้นักศึกษาคดิเชิงวพิากษ์ได้หรือไม่ อย่างไร 
 Case study สามารถน าไปใช้ในเร่ือง critical thinking การคิดเป็นขั้นเป็นตอนได้ case study มนัเป็นส่ิงท่ีเกิดข้ึน
แลว้น ามาให้คนศึกษาต่อ ให้รู้ข ั้นตอน ก็คิดวา่ case study มนัมีความจ าเป็นมาก คิดวา่ช่วยได ้
2. อธิบายขั้นตอนการแก้ไขปัญหาที่เกดิขึน้อย่างไร 
 สมมติว่าเราเป็น manager แลว้ customer จองห้องเป็นเวลา 3 วนั 2 คืน เช้าวนัถดัมา customer มาโวยวาย อยากจะคุย
กบัผูจ้ดัการ แลว้เขาก็ inform กบัตวัผูจ้ดัการ ซ่ึงก็คือตวัเรา บอกวา่ไม่มีคนไปท าความสะอาดห้องเขาให้เลย เขาอยากจะเปล่ียนห้อง 
อยากจะยา้ยห้อง เพราะวา่เขาเป็นคนแพฝุ้่ น ผูจ้ดัการดนัไปเจอ find out วา่ ลูกคา้ไปแขวนป้าย “DND” do not disturb ไวท่ี้ประตู 
ท  าให้ไม่มีใครไป clean the room ให้เขาได ้แต่ในเม่ือลูกคา้มาโวยวายแลว้ เราจะท าอยา่งไร 
 วิธีการแกปั้ญหาแรก พยายามท าให้ลูกคา้ใจเยน็ก่อน แลว้ก็รับฟังปัญหาเขาว่า ห้องเขาท่ีไม่มีการท าความสะอาด เพราะว่า

เขาไปแขวนป้ายไว ้ท  าให้พนกังงานไม่เขา้ไปยุง่ในห้องนั้น พอมีแขกมา request ก็รับฟังปัญหาเขาก่อน และพยายามท าให้เขาใจเยน็ 
ในเม่ือเหตุการณ์มนัเกิดข้ึนแลว้ โดยแขกแขวนป้ายไปแลว้ คือพนักงงานเขา้ไปไม่ได้ เขาก็บ่นเร่ืองความสะอาดของห้อง อยากจะ

เปล่ียนห้อง ทางเราก็จะเปล่ียนให้ ถา้เกิดวา่เราแจง้ให้ housekeeping ข้ึนไปจดัการตอนน้ี ก็ยงัไม่มีหลกัประกนัวา่ แขกจะพอใจไหม 
เพราะในเม่ือแขกเขาโวยวายมาแลว้ request ในแง่ลบไปแลว้ว่า ห้องไม่ไดรั้บการดูแล ทางท่ีดีก็คือ ในเม่ือแขกอยากจะเปล่ียนห้อง 
เราก็จะเปล่ียนห้องให้ และในการเปล่ียนห้องเราก็จะพูดเสริมให้แขกว่า ป้ายท่ีแขกน าไปแขวนไว ้มนัมีความหมายว่าอะไร เพ่ือ
ป้องกนัไม่ให้เกิดเหตุการณ์แบบน้ีซ ้าอีก 
ความคดิเห็นเพิม่เติม 
หลงัจากการจดัการเรียนการสอนโดยใช้กรณีตวัอยา่ง (case) มาเป็นระยะเวลา 1 ภาคเรียน ท่านคิดว่าท่านมีความสามารถในการคิด
เชิงวิพากษ ์(critical thinking) เพ่ิมข้ึนหรือไม่ อยา่งไร กรุณาอธิบายหรือยกตวัอยา่ง 

- เพิ่มข้ึนเพราะไดพู้ดภาษาทุกอาทิตยใ์นการเรียนและพรีเซน้ท ์

- มีเพิ่มข้ึน เพราะไดรั้บการเรียนรู้เพิ่มมา 

- ไดม้ากข้ึน แต่ไม่ไดช่้วยทั้งหมด 

- เพิ่มข้ึนจากการน าความรู้ทั้งหมดมารวมและคิดใหถ่ี้ถว้น เพื่อน าไปใชค้วบคู่กบัไหวพริบ 

- มีเพิ่มข้ึน ในชีวติประจ าวนั 
- I think real situation, practice real professional 
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