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CHAPTER ONE 

INTRODUCTION 

Background to the study 

This study was set within a college in The Higher Colleges of 

Technology (HCT), a national system of eleven Federal Government funded 

vocational colleges located in the United Arab Emirates (UAE). The UAE is 

located in the Middle East region as shown in Figure 1. The colleges are 

distributed throughout the Emirates as shown in Figure 2. Over twelve 

thousand UAE men and women attend the HCT colleges. The college 

in which this study takes place is Fujairah Women's College (FWC), located 

in the Eastern UAE emirate ofFujairah and in the coastal city ofFujairah. 

Six hundred UAE women attend full-time academic programs at FWC. 

Figure 1 The UAE in the world context 
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UNITED ARAB EMIRATES 

COLLEGE LOCATIOHS ACROSS THE UAE 

Figure 2 HCT College locations within the UAE 

The HCT's Charter 

Established in 1988, the HCT's charter is to develop graduates who 

demonstrate effective skills and attitudes about work in the local as well as 

the international context. The HCT's Mission Statement is: 

Graduates of the colleges will have the linguistic ability to 
function effectively in an international environment; the 
technical skills to operate in an increasingly complex 
technological world; the intellectual capacity to adapt to 
constant change; and the leadership potential to make the 
fullest possible contribution to the development of the 
community for the good of all its people 
(http://www.hct.ac.ae/ about/mission.html). 

The Chancellor of the HCT, His Excellency Sheikh Nahayan (HESN), has 

publicly stated his view of the overarching aims of the HCT in his welcome 

message (http://www.hct.ac.ae/about/chancellors_ welcome.html) on the 

HCT Web site, some of which appears in Figure 3 on page 13. 
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Figure 3 

,, We strive to develop graduates 

who are prepared for the future, 
ready for the changing needs of 

the workplace, and trained for a 
l'fe of ongoing learning and 
professional success. ,, 
HIS EXCELLENCY, SHEIKH NAHAYAN MABARAK 
AL NAHAYAN 

Welcome Message from HESN 

Key elements in the HCT Mission Statement, as well as views publicly 

expressed by HESN, are that graduates of the HCT should be able to handle 

the changing demands of the workplace and be able to work effectively 

with others. This clearly implies that HCT graduates must be able to interact 

effectively with others. Such elements assume importance in most if not all 

vocational learning programs undertaken at the HCT. 

The Colleges and their students 

Entrants to the HCT comprise UAE national high school graduates whom 

have successfully completed high school and have also attained a minimum 

age of seventeen years. Separate colleges exist for male and female students 

as segregation of the sexes is an important social norm in the context of both 

the UAE and the Middle East Arab countries in general. The language of 

instruction used in the HCT is English, which for most students is their 

second language behind native Arabic. 
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Each college is physically well resourced and has numerous multimedia 

teaching laboratories, and FWC is no exception. In the context of this study 

it should be noted that the tenn multimedia refers not only to the use of still 

photos, movie segments or audio voice segments, but also to the purposeful 

design and application of educational computcr·bascd multimedia applied so 

that students experience aspects of their course content that they would 

otherwise not be able to experience. This type .of education technology 

suppons a come~iOne of the HCT effons, namely to assist students. to 

develop effective ethics, practices, and attitudes toward work and .,.,.prking 

with others, and is being progressively integrated into all of the programs, 

Academic program! 

The academic program areas encompass Business, Information Technology 

and Engineering Technology, and most programs comprise Certificate, 

Diploma, Higher-Diploma and Bachelor qualification. FWC offers most HCT 

progrwns in common with all other HCT colleges with the exception of those 

in the Engineering arcn as these programs arc offered only to male students. 

Significance oftbe study 

Given that most Arab s\lltes in the region appear to exhibit cultural 
' norms and .J.ttitudfs similar to those exhibited in the UAE, it is reasonable to 

extrapolate the local education need at least to other places or areas in the 

Middle East Gulf region, The popular press in the UAE, such as ihc Gulf 
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News and the Khaleej Times, constantly provide artieles and editorials that 

espouse the need for education institutions such as the Government funded 

UAE University, Zayed University and the HCT, to prepare graduates for 

work in the international arena. Wherever there exists a need to educate 

students about attitudes different from theirs, there also exists a need for 

research into how this may be accomplished effectively. We also need to 

know the role of computer technology in bringing about this change because 

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

Preparing students for work 

Since its inception in 1988, and at the insistence ofHESN, the HCT has. 

striven to prepare its gradwttes for entry into intemationaJ work. A key 

concern is that each and every student must develop a set of effective, 

Western style.work related attitudes. In some HCT programs there ex.ist 

specific subjects that attempt to meet this concern by developing attitudes 

such as: earning to work on time every time; working well with people from 

olher cultures and backgrounds; accepting orders; and effectively interacting 

and communicating with customers. 

The Computer Information Processing program 

One particularly popular and well subsc1ibed vocational program is the 

Computer Information Processing (CIP) Certificate program that produces 

computer technicians or technical assistants. 
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Figure 4 shows the structure of the CIP program. A second year component 

of this three year program is the Computer Helpdesk course which was 

designed und developed in 1997 by the author. This course provides students 

with an opportunity to develop effective customer·service attitudes and 

behaviour und has multiple aims including developing work·based language 

and communication skills, fostering teamwork in a vocational context, 

developing tewn-based problem-solving skills and involving students in 

monitoring tbeir perfonnance. 

In the CIP program however, tbe focus is heavily weighted toward what one 

could describe as pure IT skill development where students are trained to 

become skilled and effettive IT end-user support persons, albeit at junior 

levels. 
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Curriculum Credits Periods Total 
perWeel<" Periods 

Year 1 - Seneter 1 
BUS 1100 Basic Learn111g and Information Skills 2 2 32 
CARE 1100 Career Orientation I 2 2 32 
COIVIP 1100 Basic Complier Skills 4 4 64 
ENGL 1116 Engtish SkNls I 12 12 192 
MATH 1100 Basic Numeracy 5 5 80 

25 
Year 1 - Seneter 2 
COIVIP 1200 Computer Literacy SkUls 4 4 60 to 64 
ENOLl216 English Skijls 11 9 10 150 to 160 
MATH 1200 Practical Mathematics 3 3 45 to 48 
PROJ 1200 Pro1ect 1 

And 2 of the followinR : 
BUSI 1200 Introduction to Works kills 4 4 60 to 64 
BUSI 1210 Business Basics 4 4 60 to 64 
GENS 1200 General Sk1Ns I: EngUsh 4 4 60 to 64 
GENS 1210 Oen era I Skiffs II : M alhematics/Cornputer 4 4 60 to 64 
HLTHl200 Introduction to Human Life Science 4 4 60 to 64 
HLTH1210 Introduction to Health 4 4 60 to 64 

25 
Year 2 - Seneter 3 
CIPR2102 Software Applications 7 7 112 
CIPR2104 Hardware and PC Confiauration 5 5 80 
CIPR2106 lntroduct10n to the Internet 3 3 48 
ENGL2116 English SkHls 111 10 10 160 

25 
Year 2 - Senater 4 
CIPR2202 Introduction to NetworkinQ (12 weeks) 3 48 
aJIRnM Wcrnalon Tm:hmlam, Saa,ut (12 _... 3 • CIPR2206 Database Appl1cat1ons (12 weeks) 5 84 
ENGL2212 EnQNSh Skills IV (12 weeks) 7.5 120 

WORK2208 Work Experience (Information Processing) 
4 (Hun weeks) 

Figure 4 Structure of the CIP Certificate program 

The need for effective customer service training 

In the CIP program there appears to be little content that provides a definite 

model of effective customer interaction, yet it is in the CIP program that the 

author considers a real need exists to develop effective customer service 

attitude and practices. If there was ever a profession that relied upon effective 

interpersonal communication then it is that of the computer service person. 
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The Computer Helpdesk course 

The one subject within the CIP Certificate program that addre~ses affective 

elements is the Computer Helpdesk course. The anitudinal elements of 

empnthy and effective interpersonal communication, for CJU!mple, were 

deliberately included in this course based upon the author's experience of the 

typical role of the oomputer service technician. Interestingly, the CIP 

Program team, a body which determines the aims and structure of the 

program and the courses within it, ha.s been pursuing the reduction or even 

elimination of all overt affective elements in favor of competency· based 

technical elements. 

The most important issue for the CIP Program Team however, given its 

charter of structuring the program, is that it needs conc'rete data upon which 

to base future decisions about the structure of the Computer Helpdesk course, 

and this study is designed to provide specific data that can be used. 

Her support for The Computer Helpdesk course 

The HCT funded the development of the Computer Helpdesk course in 1996. 

The author designed and developed the course into a working form that wa.s 

taught throughout the HCT system wherever the CIP program was active. 

During 1996 the type of courses developed for the system almost invariably 

constituted a 'traditional' paper-based format so this author created a student 

workbook, a teacher resource kit and assessment exercises and tasks in paper-

based form. One departure from this traditional format of learning resource 
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however, was the subsequent development in 1997 of an accompanying 

computer simulation program for Computer Helpdesk students. During 1997 

the HCT decided to move its course material and teaching methnds into a 

··predominantly computer-based medium, and part of the institutional 

commitment to this encompassed the skilling of teachers in computer 

technology and the development of computer-based and online learning 

material. A CD-ROM based learning aid designed for The Computer 

Helpdesk course was the result of this HCT support. 

The HCT funded the design and development of the Virtual Workplace 

learning simulation program tu1der its ongoing professional development 

(PD) program for HCTteachers. The funding in reality served two purposes, 

namely to enable the project participants to develop skills in multimedia 

material design and development and to produce a multimedia product that 

could aid CIP students, especially female students, to develop effective 

customer service attitudes by experiencing customer service interaction in a 

non-threatening face-to-face simulation, The cost of the development of The 

Computer Helpdesk course was $3,000AUD whilst the cost of development 

of the Virtual Workplace simulation was $8,000AUD which indicates that 

multimedia material is more expensive to develop than paper-based academic 

courses. These sums are significant in the context of tight HCT budgets and 

indicate the degree of importance that was placed upon development of both 

the course, the learning aid and the skill of teachers in the area of technology. 
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It is important for the CIP Program Team to know whether the Computer 

Helpdesk course develops effective attitudes, as this knowledge will infonn 

the further refinement of the academic structure of the program and may 

even justify retaining or indeed strengthening the teaching of affective 

domain elements. It may also indicate whether the overarching aims of the 

HCT, as set down in its Mission Statement and in public statements by HESN 

are being met. 

Purpose or the study 

This study sought to detennine whether undertaking the Computer 

Helpdesk course results in a change of attitude about customer service in 

thirty-four female students undertaking the CIP Certificate program at FWC. 

Resean:h question 

The primary question is does the HCT Computer Helpdesk course 

change the customer service attflude o[UAEfomale subjects? A secondary 

question is does the Virtual Worlrplace simulation program assist this 

change? 
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Conclusion 

This study so1~ght to determine jf a change in customer service attitude 

occurs as a-result of undertaking the Computer Helpdesk Course. 

The data Obtained from the study may inform future refinement of the CIP 

vocational program by the CIP Program Team, ond may also determiile 

whether the Computer Helpdesk course should retain its affective domain 

elements. 
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CHAPTER TWO 

THE COMPUTER HELPDESK COURSE 

Introduction 

In this chapter the historical baCkground of the Computer Helpdesk 

course is discussed. The different versions or iterations of the course are 

presented along with their timeftames, and the structure of the course in its 

present form is shown. The historical account is important for it explains why 

the Computer Helpdesk course exists in its current form. 

Initial development oUbe course 

in 1995, the HCT requested the author to develop the Computer Helpdesk 

vocational training course. The paper-based Course content, learning aids, 

teachers notes and student workbook were all developed by the author and 

represented a traditional form of vocational course material and sequencing. 

Emphasis was placed on incorporating affective-domain enabling content and 

student activities as a result of the author's twenty years ofprofes~iimal 

experience in the field of computer servicing. The course was impli:mented 

1hroughout the HCT male and female colleges in 1996. 
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Versions oftbe Computer Helpdesk course 

In its first incarnation, the Computer Helpdesk course fonned an 8-weelc, 

5 x 45-minute periods-per-week course comprising six chapters or, units. The 

first four chapters laid the theoretical foundation of problem identification, 

analysis and solving leading up to the ftnal two chapters that covered the 

handling ohelpdesk calls. Numerons opportunities for role-playing exercises 

were provided throughout the course so that students coul~ develop affective 

domain aspects and practice effective customer service techniques. Table I 

shows the chapters within the course at that time. 

Table 1 

Chapter structure of tbe original Computer Help desk course 

Cba ter 
1 
2 
3 
4 
5 
6 

Title 
Functions of a Computer Help Desk Operation 
The Problem-Solving Cycle 
Problem Solving Techniques and Tools 
Resolving Software and Hardware Probl'.mls 
Handling Customer Problem Calls (A) 
Handling Customer Problem Calls (B) 

The 1996, 1997 and (early) 1998 offerings of the course were given the 

course code ofCOMP244S, and was always offered in year2 ·final tenn 

of the CIP program. The course, at the author's insistence, was scheduled 

to complete just before students went out into the workforce on their 

workplace experience course as it was believed that the skills learned 

and the practices developed could potentially assist students during 

their work placement experience. 
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Table 2 shows how the 1998 revised version of the Computer Helpdesk 

course integrated within the CIP Certificate structure at that time, It is worth 

noting that this version of the course was rescheduled to be undertaken 

by subjeclll after they completed their workplace experience. 

Table2 

1998 CIP Program Matrix- year2, term 8 

Timeframe 
Year2-Term8 

Course Code 
COMP2442 
COMP24<W 
COMP2446 
ENGL2404 
ENGL2406 
WORK2464 

Course Name 
lfe.lpJ).MkJ 
~~!pJ~~-~~I.l 
Business Software Project 
English for Computing IV 
General English Skills IV 
Work Placement: CIPR 

The content of the course remained the same between 1996 and 1998, 

however in 1998 the emphasis on the affective domain aspects and exercises 

decreased as a result of decisions made by the CIP Progr8m Team. The single 

course was split into two halves, each half being given a separate course code 

and name resulting in the designations COMP2442, COMP2444, and Help 

Desk I, Help Desk Il re~pectively. Table 3 shows the learning outcomes or 

objectives ... fthis two-course set, It is interesting that the HCT course 

catalogue fo~ 1998 stated "The two help desk courses nm in conjunction with 

each other over a 4 to 5 week period (10 hours per week). The course content 

is best taught as one course and it is highly recommended that the same 

instructor teach both courses" (HCT, 1998), 
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Table3 

Computer Helpdesk dual-eourse objectives 

Help Desk I goals 
Describe the function ofa computer help 
desk opemtion 

Help Desk 1I goals 
Develop help desk skills 

Develop problem solving techniques Produce documented solutioas to 
simple problems 

Respond to problems as a help desk Practice solving simple problems 
o tor 

In 2001 the 1998 version of the Helpdesk course was changed back to a 

single course with a new course code and name of CIPR2204 and 

Infonnation Technology Support respectively. Table 4 shows hOw this 

course was integrated within the current CIP Certificate structure. 

The emphasis of the course once again changed due to the wishes of the 

CIP Program Team and this time most of the afflictive ~omain aspects and 

exercises were removed in favor of competency-based style technical tasks. 

The timing of conduct of the cour:se remained the same as thnt from 1998, but 

in 2001 the academic year for CIP changed from four terms to two semesters. 

Table4 

2001 CIP Program Matrix - year 2, semester 4 

Timefrwne Course Code 
Yw2- Semester4 CIPR2202 

CIPR22o:t'·,_;:; 
CIPR2206 
ENGL2212 
WORK2208 

Course name 
Introduction to Networking 
lnfoi'inatioj·Teehii0Jogji.iSUpPDrt 
Database Applications 
English Skills IV 
Work Experience 
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The single, constant element in all versions of the course from 1998 is the 

availability of an associated course multimedia simulation learning aid called 

The Virtual Workplace. DeveloJ):ed. by this author, the learning aid integrates 

with the chapters and goals of the course and emphasizes the affective 

domain aspect of interpersonal communication required When solving 

customer problems. 

Use of The Virtual Workplace learning aid, however, is the choice of the 

individual course teacher, and few Computer Helpdesk teachers have 

appeared to use the learning aid. 

Conclusion 

In this chapter we have seen that The Computer Helpdesk course was 

developed by the author for use in the CIP program. Initially, numerous 

opportunities for development of customer service attitude were embedded 

within the course, however modification to the structure and content of the 

course between 1998 and the present has resulted in many opportunities 

being replaced with exercises designed to develop competency in computing. 

In 1997, a computer based multimedia program called The Virtual Workplacc 

was developed for use with The Computer Helpdesk course. This computer 

program models effective customer service and attitude, ~d provides many 

opportunities for learners to piuctice customer service interaction. 
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CHAPTER THREE 

THE VIRTUAL WORKPLACE LEARNING AID 

Introduction 

This chapter describes the design philosophy and the structure of The 

_Virtual Workplace simulatio~ computer program, and addresses the usage of 

the product that is designed to support The Computer Hclpdcsk course. 

DI'Sign 

Integr.ttion of the content sections of the simulation with the chapters and 

themes of the vocational coUrse is necessary so that the simulation program is 

a beneficial and rewarding learning experience for students. The themes and 

menu selections in the sin1ulation were designed to match the Computer 

Helpdcsk course chapters as they appeared between 1996 and 1998 and are: 

• Functions of a Computer Help Desk operation; 

• The Problem Solving Cycle; 

• Problem Solving Techniques and Tools; 

• Resolving Software and Hardware Problems; 

• Handling Standard Customer Problem Calls; and 

• Handling Difficult Customer Problem Calls, 
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Using the simulation 

Subjects undertake the simulation mainly in conjunction with Chapter Five 

and Chapter Six of the Computer Helpdesk course. However material and 

exercises for the other chapters were also embedded. When the simulation 

starts, the title screen appears and is followed almost immediately by an 

accompanying voiceover which briefly explains the purpose of the program. 

When the voiceover finishes, the main menu screen appears. Figure 5 shows 

the main menu screen, which provides multiple content areas that can be 

selected and undertaken in any order that the student desires. 

Figure 5 The Virtual Workplace menu screen 

Students select from seven menu items, with each menu item using text, as 

well as a graphic, to indicate what it represents. The menu items are titled 

introduction, communication, videophone call, teamwork, problem solving, 

helpdesk and internet. 
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----- - --------------

The menu item or selection titled videophone call forms the core of the 

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

concepts covered in chapters one through four of The Computer Helpdesk 

course. The videophone call section encompasses all the content and 

objectives in Chapter Five and Chapter Six of the course. 

Setting the !cene 

In support of the Computer Helpdesk course objectives, the simulation 

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

by that of a computer help desk operator, When students start lhe simulation 

they entn a microworld (refer to the Literature Review section of this thesis 

fo~ details about microworlds, pp. 56-59) ofn customer service helpdesk 

where they asswne the role of the helpdesk operator. 

Six specific pedagogical principles informed the design of the simulation: 

• Collaborative Learning; 

• Adaptive Learning; 

• Complexity; 

• Ludic Learning (left and right brain function); 

• Flexible Learning; and 

• Fonnative and Summative Assessment. 

28 



Not withstanding that students using the simulation need careful guidance 

and support from teachers, a significant element ofleamer control is 

incorpomted or embedded within the simulation, Reeves (1997) proffered 

that whilst conventional wisdom suggests that learner control makes 

Computer-Based Education (CBE) more effective through individualising 

instruction and making it more motivating, numerous studies have not 

determined this. An important difference between conventional computer-

assisted instruction (CA!) and multimedia is the sequencing of the instruction 

and information (Oliver, 1994), and it is believed that learners have greater 

control with multimedia materials, and that their choices are typically non-

lineer in fashion. These elements combine to result in greater user motivation. 

Whilst this non-linear control may result in a haph11Z81'd approach by learners, 

this type or'control is one of multimedia's key charecteristics and strengths if 

it is designed appropriately, and The Virtual Workplace design incorpomtes 

this view. 

The simulation presents a videophone based computer problem call from a 

computer helpdesk customer. The customer's face appears full-screen and 

his voice comes through the attached computer speakers requesting help 

and providing feedback as and when appropriate, The customer's feedback 

couples with the responses from the subject's "manager", a person previously 

identified to the student during the simulation, This feedback takes the 

form of audio, visual, and combined audio-visual responses. With some 

feedback there is delibemte exaggemtion of the caller's facial expressions 

and voice intonation in order tO provide an element of humour to promote 
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the level of student enjoyment. This feedback provides a means of modelling 

desired student behaviour, as well as reinforcing appropriate affective-domain 

attributes. This supports the view that "student attention during the repetitive 

use of modelling could be enhanced by using teaching aids and methods 

which stimulates a variety of senses" (Field, 1991 ). 

Structure of the simulation 

The structure of the videophone call experience is a multi-path, multi-level, 

multi-choice schema as shown in Figure 6. Students' answers at each 

level of the discourse determines the path that will be followed. The paths 

are appropriate, ambiguous and inappropriate. When the student 

proceeds far enough down a particular pathway, they are effectively locked 

in and cannot alter the outcome. The problem can only be resolved by 

exiting the call via the appropriate pathway. Any other exit will result in 

no problem resolution and varying degrees of approval or disapproval. 

introduction communication teamwork internet helpdetk problem solving 

appropriate inappropriate 

evaluation 

Figure 6 Basic design structure of The Virtual Workplace 
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Conclusion 

In this chapter it was set:n that a computer multimedia software program 

called The Virtual Workplace was designed to integrate with the content and 

sequencing of The Computer Helpdesk course. The program-emphasised two 

of the six chapter in the course, however material for the other four chapters 

in the course was also included. 

The program primarily simulates a customer making a service request via a 

videophone call, and the learner must respond accordingly. The videophone 

call section ofthe_program is designed with three pathways which learners 

cwt proceed along. Only ~ne of the pathways is appropriate and provides for 

a successful outcome to the Jeal.ner. 
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CHAPTER FOUR 

REVIEW OF LITERATURE 

Introduction 

This chapter discusses the literature relevant to attitude in general, 

customer service attitude specifically, attitude and constructivism, captology. 

and the use of computer-based simulation programs. Methods for detennining 

attitude, including the use of computers are discussed and previous studies 

that determined attitude are overviewed. The chapter concludes with a 

summary of the chapter's findings, 

The purpose of the study was to detennine if attitude about customer service 

changed when female CIP students interacted with a purpose designed 

vocational training course augmented by a purpose designed computer-based 

simulation program. 

The use of a course purposely designed to prepare subjects for working in a 

computer customer service role, called The Computer Helpdesk, with a 

computer program purposely designed to influence attitude in the specific 

area of customer service, called The Virtual Workplace, is core to this study, 
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Aspects about attitude, the determination of attitude, and educational 

constructivism are integral to both the vocational course and the learning aid. 

Attitude 

To study any change in attitude one must first gain an appreciation of 

what constitutes attitude, and then decide how one might determine-attitude. 

One definition states that -an attitude is defined as a "combination of concepts 

and information combined with a judgment that results in an emotional 

response that affects behaviolll"" (Wlodkowski, 1985), Concepts and 

information don't just simply appear in the minds of people, they must go 

through some form of cognitivt process of both recognition and assimilation. 

Anoth~r definition states that attitude is a predisposition to classify objects 

and events and to react to them with consistency (Encyclopaedia Brittanica, 

2000). 

The classification of objects and events, and the subsequent reaction also 

suggest a degree of cognitive process within a person. If one accepts that 

attitudes are a developed predisposition resulting in a consistent response to 

specific situations (Fishbein and Ajzen, 1975), they can potentially then be 

modified or changed. 

Attitude and Social Interaction 

There are numerous theories on how attitudes are formed or changed, some of 

these include, but are not limited, to cognitive dissonance, attribution, 
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expec\llncy-value and consistency {Fishbein et al, 1975). But a valid attitude 

of any sort about customer service, whether it is either positive or negative, 

demands a social tlxperience base with which to work since customer service 

is a form of social interaction. This is perhaps a reasonable premise because 
' 

of the human inter,lCtion and communication demanded by the process of 
" 

interpersonal corru;·lti.lli.~ation that takes place. Logically, one's experience 

must inform attitude, because attitude is a composite comprising internal 

beliefs, pre-dispositions and learned behaviour, things which equate to and 

are heavily influenced or infonned by personal experie11ce, 

The use of Bandura's Social Learning theory (Bandura, 1993) may be 

appropriate when learning about attitude, as toO might Hull's Drive Reduction 

theory (Hull, 1943). Social Learning theory for exwnple encompasses 

situational influences that influence behaviour and attitude, Attitude has 

traditionally been considered difficult to assess directly and research suggests 

that assessing behaviour, which is most likely the indirect outcome of 

attitude, is easier. 

The Social Learning theory (Bandura, 1993) relies heavily on the observing 

and modelling of behaviour and spans both cognitive and behavioural 

frameworks but the connection between attitude and behaviour is a 

challenging area of research. Even though definitions of attitude commonly 

refer to behaviour or the intention to behave, the proof of such a connection is 

considered tenuous. 
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Fishbein and Ajzen (1975) discussed the link between attitudes, intent and 

behaviour, but also claimed that attitudes alone are not good predictors of 

behaviour. With. arela~onship between personal interaction and a person's 

beliefs and behaviour, and consequences of behaviour or attitude, it could be 

stated that rewarding consequences affects personal attitude (Zimbaido, 

Ebbeson, & Maslach. 1977). A positive experience of customer service 

therefore should itlform or shape n person•S' attitude differently than a 

negative experience would. The concept of rewarding appropriate attitude or 

behaviour appears also in Hull's Drive Reduction theory (HulJ, 1943) where 
" ,,,. 

the end-result of a positive reward for an approJJriate behaviour reinforces the 

appropriate behaviour- the stimulus (S) operates on the organism <0) causing 

a resulting action or outcome (R) which is rewarded and subsequently 

reinforced. Hull's Drive Theory confonns to a behaviourist view of attitude. 

Attitude and Cognition 

;-One could also suggest that a study assessiri'g subject's attitude requires 
> ' 

those subjects to be cognisant of their own attitudes and how their attitudes 

align with those required for the world of international work. This alignment 

with international work accords with the Mission Statement of the HCT, and 

a cognitive element ofattitude appears in most definitions ofattitude.where 

attitudes are seen to be the result of learning from a variety of sources 

(Hergert, 1997). This cognitive, as opposed to behaviourist view, appears 

to demand that students must demonstrate metacognition, or higher.:-

order thinking, therefore it is logical to suggest that whichever multimedia 
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