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

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

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

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

: " Significance of the study

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

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



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

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

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

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

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

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

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

and communicating with customers.

The Computer Information Processing program

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

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

momlonnq theu' perfonnance

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

levels.
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The Cumputer Helpdesk course

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

(echmeul e]ements

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

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

HC!‘ support for The Computer Helpdesk course -

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

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

17



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

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

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

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

technology and the development of computer-based and online Iearmng

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

- Helpdesk course was the result of this HCT support.

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

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

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

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

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

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

are bemg met.

f_ﬁmnse of f__he study__._

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

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

‘Research question

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

cﬁénge?
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Conclusi&n

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

owurs asd rcsult nfundertakmg the Computer Helpdesk Course

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

e]ements
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CHAPTER TWO

THE COMPUTER HELPDESK COURSE

lut_"i'odno.ti_on _

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

Lhc Computcr Hclpdesk courso exlsts m its currcnt fcrm

Initial dcvelopmcnt of the course .'

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

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

1hroughout thc HCT ma]c ond fema]e collcges in 1996
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Versions of the Computer Helpdesk course

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

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

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

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

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

were provided Lhroughout the course 50 that students could develop affective

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

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

Table 1

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

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

SRR

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

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

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

. Table2

1998 CIP Program Matrix - year2, term 8

Tinieﬁ'ame . Course Code Course Name

COMP 2444 Help Degk 11

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

Year2 -Term8 COMP 2442 Help Desk I

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

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

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

. instructor teach both cou:ses" (HC_'_I', 1998_).
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Table 3

Computer Helpdﬂk dual-course ubjectwes

Help Desk I poals Help Desk IF goals

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

- Develop prublem solving techniques Produce documented soluticns to

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

' operator

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

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

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

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

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

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

ENGL 2212 English Skills IV
WORK 2208 Work Experience
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The ﬁiﬁg]e, constant element in all versions of the course.'from 1998 is the
avmlabnl:ty of an assccmtcd course multimedia mmulatmn learmng aid called
'I‘hc Vlrtual Workplace. Devcloped by this author, the Ieammg aid 1n(cgrates
with the chapters and goals of the course and emphasizes the affective
domain agpect of i_r_lteq:crsoni_ﬂ communication rcquired'_\;r'l_i_e.n solving

customer problems,

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

appeared to use the Iea.rmng md

Conclusion

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

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

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

opportumtles for learners to pmcnce customer service mtcrncllon
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CHAPTER THREE

. THE VIRTUAL WORKPLACE LEARNING AID

. Introduction

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

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

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

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

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

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

. ‘s _The Problem Solving Cyé(é_;’ _

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

. Resolving Software and Hardwa:c Problems;

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

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

cuncepts covered in chapters one through four of The Computer Helpdesk

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

objectives in Chapter Five and Chapter Six of the course.

Setting the s't.:ene

In support of the Computer Helpdesk course objectives, the simulation

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

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

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

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

whete they assume the role of the helpdesk operator.

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

Cullaborﬂ.tiyc' Learning;

Adaptive Leéﬁiing;

Complexity; - _

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

Flexible Leaming; and

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

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

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

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

* thisview.

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

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

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

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

in t_]_1_e course was also included.:

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

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

a succcssful outcome to the leamer.
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CHAPTER FOUR

REVIEW OF LITERATURE

_ Introduction

This chapter discusses the literature relevant to attitude in general,

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

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

~ summary of the chapter’s findings,

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

simulation 'program.

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

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

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

Attihlde

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

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

2000).

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

modifi ed ar cha.ngcd

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

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

are hedvily influenced or informed by pc:snﬁal experience,

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

attitude, is easier.”

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

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

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

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

© nepative experlence would The concept of rewardmg appmpnate amtude or

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

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

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

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

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

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

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

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

) order thinking, thereforc it is logical to suggest that whichever multimedia
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