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ABSTRACT
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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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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



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.



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?



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



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



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



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, 1., 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



(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



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, | 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 andF.

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 (I0C) 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, | 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, | 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, | 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, | 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.



3.7 Time Frame

17

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

Age Amounts
19 1
20 7
21 4
22 5
23 3
24 2

Table 4.3 The study year of the participants

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 Level of
in Hotel Business will enhance your ability ... Agreement
to communicate over the phone and deal with unexpected
1 | situations? 441
to respond to customer requests and deal with unexpected
2 | situations? 4.45
3 | to deal with complaints and unexpected situations? 441
4 | to write short messages and deal with unexpected situations? 4.45
5 | to write e-mails and deal with unexpected situations? 441
6 | to make requests and deal with unexpected situations? 4.45
7 | to describe routines and deal with unexpected situations? 4.55
to present products or projects in hotel businesses and deal
with unexpected situations? 4.27
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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Do you believe that the cases covered in Advanced Communication
in Hotel Business will enhance your ability ...

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

2

us.

These two guotations 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 | was not on shift; fortunately, | 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.”



25

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.



27

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.



Table 5.1 Explanation Ability
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Bloom’s revised Verbs Examples
taxonomy
Remembering Recall RECALLING THE CASES WHEN WE
Level STUDIED AND APPLYING TO THE REAL
S I T U A T | O N
Understanding Ilustrate, ILLUSTRATING EXAMPLE OF HOW
Level explain 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.
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Table 5.2 Analysis and Application Abilities

Bloom's Verbs Examples
revised
taxonomy
Applying apply, APPLYING FOR FUTURE REFERENCES
Level develop 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
Level inspect, WHETHER THEY WERE THE ONES WHICH
solve 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 Verbs Examples
revised
taxonomy
Evaluating apply, APPLYING FOR FUTURE REFERENCES
Level develop 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 INSPECTING OUR CURRENT ROOMS
inspect, WHETHER THEY WERE THE ONES WHICH
solve 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.
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Excerpts from interview transcriptions in Thai, accompanied by English
translations

v

. . = v U \ :; a :8’ d‘ a 1
Participants msisaumsaoulagly gnimeeatlymiifatu | udlvilfymiifatuedidls
d o \ o Y
HANITAUMIBYN aansamlv Provide issue examples How did you handle issues?
U R a a a ) ¥V
Hﬂﬂﬂ%ﬂﬂﬂl‘lﬁ\‘nw1ﬂ}l‘1ﬂ
el
Can teaching and learning using
case studies enable students to
think critically?"
Aa 1 o a I = 2 473
A Aadiliisaunsoda udly | Tsaususuilulsausy 5o Tdud Ty Tugauii
A S A 1 < = ] [} J
Jymnmgmsal s liae | vwaan 10l saffsoeg | 14 Tvave Tnsuvnuunan
a 1 o a X Y v Y ' v Y Y
AN umzmmu"lﬂ 1ol 10 pm umgmmu% W11 l!ﬁﬂ\if)ﬁlﬂiﬁlﬂﬂg
2’, %} a ] 1 1 Yy
ummmmﬂ"lu‘lm AU | Liflﬁﬂﬁl UaINWa1e1uy
@ 1 1 3 A = 91
11.30 pm Lag 131 nnoy uﬁ"lm@ﬂmmﬂ DILNINUIN
1nde vagdalilandy | azeenisved 151 udd
9
U
Yes, case studies have proven Our hotel is small in size, | [ quickly rushed to the
effective in addressing and there is no staff scene, offered a sincere
unforeseen issues by providing | available after 10 pm. One | apology to the customer for
real-world examples and in- night, there was a water the inconvenience, and
depth analysis. shortage, and I wasnot on | promptly resolved the issue.
shift; fortunately, I lived
nearby.
H F H
B givesnunuenliase | velnpdnaisnishldianls

a 1 d 1
Aan ldmsiziungmsainieg
A a X v & 2 o
MmnavulufIzINGI 1y
9199z u1A U Ui UL
9 Y o I
ganieudriunee 91130

uaaufSeuneunu'ld

Unqidead laiviin)gla
) ' = v g
Hwmlugl) & veamnisn

Tuanamlugy

ﬁﬂﬂlu brochure mmﬂd
s1azea 113 liasun
w A A

1 Ao guimems Tuyan
v & o v Y v <
Juidlun msvariosnre n

Y =
#0910 INY 1V1DNTOU

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.
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[ 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.

a 1 o Y =\ a d‘ 3
Aanm s iauaa il u
Y v
TuaauasisuIIne: lsneu
] v o §

5y duduusaivenae Il

v )
gﬂﬂ1 HINUVUAY

5] =3

4 customer AUUUYT DY
° URPA
mowoz lsnTuivas
Wa'lweonsiyiuan
WO DT0 I WY
ez ls uasilily
NMBIVINYHIU 01992

< A
Aunyuaiy ¥3e 7w

A A ]
s liwnla

Y a [ A
Hauuamialiesnasan
<
A a2 len)anu 1dian
a Jd A U Y 1
W vsenIdyaldue
v
1Y I
wda A1E7 910 LA
azuila mureonu 1ald
FOEIAU HIUNIILON

A g 9 v A g
ol lddoya ioadn

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.
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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

e RECALLING THE CASES WHEN WE STUDIED AND APPLYING TO
THE REAL SITUATION

Understanding

o ILLUSTRATING EXAMPLE OF HOW STAFF’S WORKING TIME WAS
REDUCED

e EXPLAINING TO GUESTS WHY THE WATER WAS NOT RUNNING

e TRYING TO EXPLAIN TO CUSTOMERS THAT THEY MAY VISIT
THE HOTEL IN A WRONG SEASON.

e EXPLAINING THAT CUSTOMERS HANGING ‘DO NOT DISTURB’
TAG, SO NO HOUSEKEEPING SERVICE WAS PROVIDED THAT DAY.

ANALYSIS AND APPLICATION ABILITIES
Applying

o APPLYING FOR FUTURE REFERENCES

e APPLYING SOLUTIONS TO DIFFERENT ISSUES AND CHALLENGES

e BEING ABLE TO.DEVELOP OUR SOLUTION THINKING SKILLS, SO
WE CAN UNDERSTAND OUR CUSTOMERS BETTER.

e BEING ABLE TO APPLY THINK CRITICALLY
Analyzing

¢ INSPECTING OUR CURRENT ROOMS WHETHER THEY WERE THE
ONES WHICH LOOKED LIKE IN THE ADVERTISEMENT OR NOT

e 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

e 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.

e CONCLUDING THAT THIS WAS OUR HOTEL FAULT, SO WE
NEEDED TO APOLOGIZE TO THE CUSTOMERS FIRST.

e RECOMMENDING ANOTHER HIGHER RATE IF THE CUSTOMERS
WOULD LIKE TO HAVE THE ROOM WITH BETTER FACILITIES AND
AMENITIES.

e AGREEING THAT CASE STUDIES ARE IMPORTANT TO HELP
SOLVE ISSUES IN THE FUTURE.

Creating

e BEING A MANAGER NEEDS TO PLAN FOR EMERGENCY SUCH AS
LEAVE A MOBILE NUMBER SO THE CUSTOMERS CAN CALL ANYTIME IN
CASE OF EMERGENCY.

e COMPILING CUSTOMERS’ COMPLAINTS TO IMPROVE THE HOTEL
SERVICE IN THE FUTURE.

e PLANNING TO ALLOCATE HOTEL STAFF CAREFULLY WHEN
THERE WAS A STAFF SHORTAGE.

e PLANNING TO HAVE INTERPRETER STAND BY IF THERE IS THIS
ISSUE AGAIN.
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Interview Transcriptions in Original Language (Thai)
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