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The study was a descriptive and experimental research aiming at developing
an e-Learning competency-based English course for chief flight attendants. The
objective of the study were as follows itd)nvestigate the English language needs of
chief flight attendants to enable them to work effectively 2) to develop an e-Learning
competency-based English course module for chief flight attendants 3) to evaluate the
effectiveness of the developed course module and lastly 4) to examine the opinions of
the chief flight attendants toward the developed course module.

The study consists of two phases: course development and course evaluation.
First, needs analysis was conducted using a technique of interviewing 35 key
informants, a questionnaire survey with 266 chief flight attendants, and site
observations on 9 different flights to expose to the competencies needed. The results
disclosed the five competencies needed at the workplace which become the objectives
of the developed course. The e-Learning course module was validated by experts and
was piloted with a group of learners having the similar characteristics as the subjects
in the main study. The course evaluation was conducted by means of both quantitative
and qualitative data. The instruments for the experiment were oral/speaking pretest
and posttest and the end-of-course evaluation form. The instrument for collecting
gualitative data was the end-of-course semi-structured interviews.

The main findings for the study revealed that the mean scores of the posttest of
the participants were significant higher than those of the pretest scores. The overall
participants had positive opinions toward the course.
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CHAPTER |
INTRODUCTION

1.1 Background of the Study

“English is the dominant voice in international politics, banking, education, the
news agencies, advertising, broadcasting, the recording induswotipn pictures,
travel, science and technology, knowledge management, cantmunications”.
(Crystal, 2002) 1t is well known that English plays an important role in global
communication. It serves the purpose of being the “language of the world”, a “lingua
franca” or a “common language”. English is taught as a second language or as a
foreign language in many countries. It is the medium of information transfer and
international communication across the world. The importance of English has
recently been obvious: in the year 2000 more than 1,0000 million people were
learning English, 85% of the world population communicated in English and 90% of
information on electronic systems were processed in English (Hasman, 2002).

English has become increasingly important in international trade and
commerce (Richards, 2001). Business people, including employees who work in
international companies must correspond in English with overseas customers,
suppliers and foreign staff. World’s economics and culture have a significant effect
on the current use of English (Crystal, 2003). English is used as an official language
in 85 per cent of the international organizations listed in 1995-1996. English is
globally used in tourism, publications, education and communication. More books
are published in English than in any other language. Additionally, about 80 per cent
of the world’s electronically stored information is in English.

Apart from economic and cultural areas, travel and tourism also have an effect
on the current spread of English. Over 10 per cent of the world’s labor force is now
employed in tourist-related industries, and it is estimated that by the year 2006 there
will be over 100 million new jobs in this field (Graddol, 1997). International travel
has a globalizing effect, promoting the need for a common language. Today, this
common language is English. International airports around the world have essential

information available in English. The demand of speakers with high proficiency who



can communicate well in English is dramatically increasing especially in the airline

industry.

1.2 Rationale of the Study

Thailand is one of the many countries in Asia whose economics is growing.
This leads to a situation in which English plays a more significant role in the country,
especially in higher education and business. Apart from tourism, airline or aviation
industry is considered the most leading and fastest growing businesses which have
tremendously contributed to the growth of the country’s income (Manoharn, 2007).
The rapid growth of tourism and airline industry in regional countries including
Thailand results in a high demand of qualified personnel to serve in private and
government sectors.

Airline industry, in particular, is a huge business organization. An international
airline consists of several complex functions including the ticket and reservation
department, the passenger service department, the cargo department, the maintenance
department, the catering department, and the in-flight service department, etc. A flight
crew member is an airline personnel who works in an aircraft, taking passengers from
one destination to another. These flight crew members can be divided into two groups;
those who work on the flight deck and fly the aircraft -‘the cockpit crew’, and those
who offer services to the passengers in the cabin - ‘the flight service crew’ or ‘the
cabin crew’. Pan Am, which was once considered one of the largest international
airlines, first hired its cabin crew in 1928 with the introduction of passenger flights
(Akiyama, 1980).

A common term for a flight director or an in-flight manager would be a ‘chief
flight attendant’ (CFA). A CFA acts as a team leader of a flight covering the area of
emergency and safety procedure, and also service procedure.

As crucial part of the organization employees, CFAs need to follow the
company’s competency model in order to function successfully in their job.
According to the particular airlines, every employee is required to acquire core
competency and functional competency. Both types of competencies vary due to the
airlines. Core competencies are general competence required in order to work

successfully in an organization such as team corporation, high motivation, good



human relationship, honesty and reliability, etc. The other kind is functional
competencies which are specific competence required for each employee depending
on his/her position. According to CFAS’ core competency and functional competency,
it is explicit that CFA use English in specific situations or contexts to perform, of
course, different kinds of tasks from those required by FAs. CFASs’ job characteristics
reveal the different needs of English use. The main goal of a CFA in using English is
to communicate with passengers who have problems and to find solutions. Chief FAs
do not only get the information through or deliver the message across, but they should
also be able to show professionalism, politeness, respectfulness, and leadership
(Beech, 1990). CFAs should have ability to communicate with excellent listening and
problem solving skills, to understand and to deal with customers/situations
diplomatically and professionally (Aviation Jobs, 2009). Thus, it is definitely
essential that a CFA is equipped with a high level of service orientation, social ability,
strong communicative skills, autonomy, flexibility and dedication (Lufthansa Jobs for
Pursers, 2009). Perfect service does not only depend on perfect equipment, food and
drink. It also requires courtesy, etiguette, manners as well as the knowledge and skills
of handling them. It is not only the matterwdiatis offered, buhowit is offered as

well.

Considering the goals and tasks of CFAs which are different from those of
other FAs, it is essential that a special English course be designed to serve their needs
so that they will be able to efficiently perform their duties. Very few studies in ESP
course development for chief FAs are conducted. There are only a few commercial
textbooks of English for flight attendants available in the market. Furthermore, a
general English course, which is based on the general English language use rather than
on the specific job-related needs of the learners, may not thoroughly meet CFAS’
language requirements to perform their jobs. The needs of learners are of paramount
importance (Sinha & Sadorra, 1991. Therefore, to better serve the needs of English
language use of CFAs and their performance at work, a more specially designed
English course module should be developed to enhance their English proficiency.

Based on the job characteristics of CFAs whose work is not on regular office
hours but is a monthly schedule designating the place and time of their duties. It
would be inconvenient for the company to arrange an English course module for CFAs



to attend, especially when workforce and mandate are subject matters to consider.
However, from a business perspective, learning esadmheindividual or groups of
individuals to work faster, better, and smarter so they and their organizations reap
business benefits (Rosenberg, 2001: 4). The employees who work for the
international company should not only acquire their job-related knowledge, but also be
proficient in English in order to easily cross national and cultural boundaries through
the international language that is English (Richards, 2001). Moreover, a good
command of the English language will enable them to communicate with their
counterparts around the world and serve their customers better on work-related issues
(Aiguo, 2007).

From the interviews with the management and training personnel and some
staff at some international airlines in Bangkok, it is found that there are no specific
English courses provided for the staff that is truthfully designed to meet the particular
English language needs of the CFAs. Hence, there is a need to develop an English
language course which its contents and materials are specifically developed for CFAs
in order to help them achieve mastery of specific tasks, and allow them to manage
“self-pace learning” using computer-assisted instruction (CAIl) courseware. This
clearly signifies a development of an e-Learning competency-based English course
module for CFAs.

1.3 Research Questions
1. What are the needs of English used by chief flight attendants?
2. How should an e-Learning competency-based English course module be
developed to enhance English ability of CFAs?
3. Will the e-Learning competency-based English course module be effective?
4. What are the opinions of CFAs toward the e-Learning competency-based

English course module?

1.4 Objectives of the Study

1. To investigate the needs of English used by CFAs.

2. To develop an e-Learning competency-based English course module for
CFAs.



3. To evaluate the effectiveness of an e-Learning competency-based English
course module for CFAs.

4. To examine the opinions of CFAs toward an e-Learning competency-based
English course module.

1.5 Statements of Hypothesis

1. The posttest scores of English oral communication of the CFAs will be
significantly higher than the pretest scoress< (205).

2. The CFAs will have positive opinions toward the design, content, and

feasibility of the e-Learning competency-based English course module.

1.6 Scope of the Study
An e-Learning competency-based English course module for CFAs will be
developed for CFAs who work in intercontinental and regional routes. The study will

be conducted at an airline in Bangkok, Thailand.

1.7 Limitations of the Study

This is a CAIl study which the participants will not be observed or assessed in
in-class or face-to-face basis during course implementation. The participants will take
an e-Learning competency-based English course module. Exercises would be
implemented to measure the participants’ progress along the way. CFAs who are the
subjects of the study will attend and complete the course module at different time.
However, time-frame will be assigned so the participants can complete the course
within the period of time stated.

1.8 Assumptions of the Study
The researcher makes an assumption that all participants give the honest

answers to the questions both in the interviews and in the questionnaires.

1.9 Definition of Terms
Chief Flight Attendants (CFAS)
Chief flight attendants (CFAs) are male and female non-native speaker



employees of international airlines who work as chief flight attendants, base in
Bangkok, have completed training as prescribed by the Federal Aviation Agency
(FAA), and are responsible for the performance of all en route service. CFAs include
pursers and in-flight manager. CFAs may perform tasks which are different from
those of regular flight attendants in two aspects a) same kind of tasks as those of flight
attendants, but in different degree; being more polite, more professional, utilizing
more problem-solving skill. b) different kind of tasks with consistency of positive
attitude.

Needs
“Needs refer to what a learner has to know in otddunction effectively in

the target situation” (Hutchinson and Waters, 1987: 55). ‘Needs’ refer to students’
study of job requirements they have to be able to do at the end of their language
course. This is a goal-oriented definition of needs. ‘Needs’ can also be considered as
“what a learner needs to do to actually acquire the language.” This is a process-
oriented definition of needs (Widdowson, 1981). In this study, they are needs or
necessities of English language required by CFAs as language user; what they need to
do, and how to perform to achieve a set of competencies in order to function
effectively in the target situation. These needs will be transferred to task of language

learner in English course module.

Needs Analysis/Needs Assessment

Needs analysis/needs assessment is the procesteohiténg the needs for
which a learner or group of learners requires a language and arranging needs
according to priorities. Needs analysis makes use of both subjective and objective
information. In this study, information will be obtained from semi-structured
interviews, questionnaires, observations,
documents, and speaking tasks. The information may include a) the situations, in
which alanguage will be used by CFAs b) objectives ang@ses for which the
language is needed, c) the types of communication that will be used e.g. formal,

spoken and d) the level of proficiency which will be required.



Competency

“Competency is a combination of skills, abilities, and knowledge needed to
perform a specific task (U.S. Department of Education, 2001, p.1 cited in Voorhees,
2001). Competency is a CFA’s capability to apply or use related knowledge, skills
and abilities required to successfully perform “critical work functions” or tasks in
his/her when dealing with customers/passengers. Competencies also serve as the basis
for skill standards that specify the level of knowledge, skills, and abilities CFAs
require for success in their workplace as well as potential measurement criteria for

assessing competency attainment.

A Competency Model

A competency model is a collection of competencies that define successful
performance of employees in their work setting. Competency models are the
foundation for important human resource function such as recruitment and hiring,
training and development, and performance management because competency models
specify what is essential to search for or to train and develop. Competency models
can be developed for specific jobs, job groups, organizations, occupations or

industries.

Competency-based~ramework/Approach

Competency-based approach/framework is an approach which focuses on the
outcomes of learning as the starting point of course design by identifying the tasks a
learner will need to perform within a specific setting. The competencies needed for a
successful task performance are identified and used as the basis of course planning.
(Richard, 2001). Competency-based framework is largely adopted for vocational and

technical education, including work-related language program for adults.

E-learning

E-learning is a term which covers a wide set ofiegpdns and processes,
including computer-based learning, web-based learning, virtual classrooms, and digital
collaboration. E-learning is also defined as the delivery of content via electronic
media, including the Internet, intranets, extranets, satellite broadcast, audio/video tape,



interactive TV, and CD-ROM. In this study, e-learning is defined as “self-pace

learning” with computer-assisted language learning (CALL) courseware.

1.10 Significance of the Study
Theoretical contributions

1. The study is the English for Occupational Purposes (EOP) research project
using workplace as a context of research and course development. It reflects some
important theoretical aspects of research conducted in the workplace. The study will
bring about an
e-learning English course using a competency-based approach in course development

which can fulfill the needs of English used by chief FAs.

Practical contributions

1. The study will provide the company/organization with an e-learning
competency-based English course for chief FAs to enhance their English use for their
successful career.

2. The study will provide English teachers with guidelines of the development
of a competency-based training course for different jobs in airlines/aviation industry or
other professions.

3. The study may be taken into consideration as a required course for chief
FAs of other airlines who are also non-native speakers of English and use English as a

foreign language or as a medium of communication.

1.11 Summary and Outline of the Dissertation

The dissertation consists of five main chapters.

Chapter | describes the background of the present study regarding the needs for
a particular English course module for non-native speaker CFAs who works in the
international airlines and base in Bangkok where English is the media of
communication. To enhance their English proficiency in performing their jobs, an e-
Learning competency-based English course module for CFAs has been proposed in
which the needs analysis is the first requirement for course module development.

Chapter 1l reviews the underlying principles and concepts that are relevant and



necessary for the development of the proposed course. The literature reviews cover
from the role and definition of English for Specific Purposes (ESP), the ESP course

design, the types of ESP syllabus to the concept of needs analysis relevant previous
researches. In addition, the reviews also include the competency-based approach,
competency-based education and its application for course development in terms of
the competencies the CFAs need to achieve in performing their jobs. As the study

deals with a development of an e-Learning English course module, the principle and

concept of e-Learning and computer-assisted instruction (CAIl) are also presented to
design the ‘self-pace’ English course module. The previous research studies are also
included.

Chapter 11l covers the research methodology of the study. This chapter
includes the research design, research instruments, the method of data collection and
data analysis.

Chapter IV reports the results and the findings of the study. Information from
the needs analysis to the course development and course implementation are
illustrated.

Chapter V summarizes the study, discusses the findings and suggests

implications and recommendation for further study.



CHAPTER Il
LITERATURE REVIEW

2.1 Introduction

This chapter presents the review of the principles and concepts that are
relevant
and essential for the development of the e-learning competency-based English course
for CFAs. The review covers English for Specific Purposes, competency-based
approach, needs analysis, and attitudes toward the language learning and course
module development. These concepts are studied in order to design an English course

module which will effectively serve the needs of CFAs.

2.2 The Role of English for Specific Purposes (ESP)

English has played a very important role in international communication and in
education. Hutchinson & Waters (1987) quotes three phenomena supporting the
emergence of English for specific purposes (ESP): the demands of a Brave New
world, a revolution of language study and a focus on the learner. First, ESP emerged
because of the demand of an international language. Since the end of Second World
War in 1945, there has been an enormous expansion in technology and commerce
which dominates scientific, technical and economic developments. Such a
phenomenon implied the need for an international language. English, of course, has
taken the role of an international language of technology and commerce. The Oil
Crises of the early 1970s brought a tremendous change in western money and
knowledge flowing to the oil-rich countries. The language of this knowledge,
perceivably, is English. For example, businessmen need English to discuss a project
in oil industry; workers in an oil plant need English to read the manual, etc. People
learn English because of the demand of English use in the work environment.
Previously, pleasure and prestige of knowing the language were the main reasons for
learning English or any other languages. Time and money constraints have created a
need for cost-effective courses with clearly defined goals (Hutchinson & Waters,
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2006). The demand of English courses tailored to specific needs is, unavoidably,
continuously growing.

The second phenomenon considered as having an impact on the emergence of
ESP is the revolution of language study. Traditionally, the aim of a language study
was a mastery of linguistic descriptions of language; rules of English usage or
grammar. A new idea of language study is shifted away from defining the formal
features of language use to discovering the ways in which language is actually used in
real communication (Widdowson, 1978 cited in Hutchinson & Waters, 2006).
Therefore, English used in different contexts or situations might vary in a number of
different ways, e.g. the English for commerce and that for engineering. If English use
varies from one situation to another, it should be possible to determine the features of
specific situations and then to make these features the basic objectives of English
course development. (Hutchinson and Waters, 2006).

The third phenomenon Hutchinson and Water (1987) state as having an impact
on the emergence of ESP is the study of educational psychology which emphasizes the
importance of learners and their attitudes to learning. Instead of focusing on the
method of language delivery, more attention is drawn on how learners acquire
language and different ways in which language is acquired. Learners are believed to
have their own interests and needs which affect motivation and the effectiveness of
their learning. Therefore, learners’ needs become a very important issue in designing
a specific course to meet the needs of an individual. Research in psychology shows
that learners have different interests due to various needs of their works (Li, 2001). If
the English courses offered to the learners in the workplace are relevant to their
specific needs, their motivation would probably increase. This would result in a better

and faster learning. The focus of ESP is on learners and their learning.

2.3 Definitions of English for Specific Purposes (ESP)

English for specific purposes (ESP) can be defined in different aspects. The
concept of ESP is based on ‘communication needs’ and ‘its learners’. Munby
proposes “ESP courses are those where the syllabi and materials are determined in all
essentials by the prior analysis of communication needs of the learners, rather than by

non learner-centered criteria such as the teacher’s or institution’s predetermined
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preference for General English or for treating English as part of a general education”
(Munby, 1978: 2).

Another definition of ESP derives from identifying its absolute and variable
characteristics (Strevens, 1988: 1-2). A modified definition is proposed with three
similar concepts of absolute characteristics and some different concepts of variable
characteristics. The three similar absolute characteristics of ESP are as follows; first,
ESP is designed to meet specific needs of the learner; second, ESP is related in
content to the particular disciplines, occupations and activities it serves; third, ESP
focuses on the linguistic descriptions (grammar, lexis, register), skills, discourse and
genres analysis which are appropriate to those activities. The revised variable
characteristic is that ESP is not completely in contrast with General English (Dudley-
Evans and St. John, 1998: 4-5). Interestingly, it is not clear where ESP course and
General English course begin since several ESL (English as a second language)
teachers adopt an ESP approach in teaching their courses which are based on the
analysis of learners’ needs and their own personal specialist knowledge of using
English for real communication (Anthony, 1997). Besides, what has been added to
ESP variable characteristics is the level of learners. ESP can be designed for
beginners, intermediate or advanced learners, or adult learners in a professional work
situation.

Notably, Hutchinson and Waters (1987: 19) propose a broader definition of
ESP; “ESP is an approach rather than a product. ESP is not a particular kind of
language or a language methodology, nor does it consist of a particular type of
teaching material. ESP is an approach to language teaching in which all decisions as
to the content and method are based on the learner’s reason for learning.

Based on the characteristics of ESP mentioned above, it can be concluded that
the key terms of ESP courses are “learners” and “needs”. It is vital for teachers of
ESP to know the nature of the learners and their needs. Furthermore, the teachers
have to know the demands of the target situation such as jobs descriptions,
tasks/activities, and study situations, etc. What is also important is they need to
understand the nature of language/register, nature of communication, as well as nature

of learning.
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It can be observed that ESP courses are classified into categories using
different abbreviations; EAP (English for Academic Purposes), EEP (English for
Educational Purposes), EOP (English for Occupational Purposes) or EBP (English for
Business Purposes). Two tree diagrams of ESP classification are introduced according

to two factors; experience of learners and the other, professional area.

Pre-experience

— EQP — Simultancous/In-service
— 'ost-gxperience
ESP - — - Pre-study
For srudy in a
specific discipline —————— In-study
Post-study
L EEI/EAP
— Independent
As a school subject
Integrared

Figure 2.1 ESP classification by experiences
(Robinson, 1991: 3-4 cited in Dudly-Evans and St. John, 2006: 6)

This tree diagram divides ESP into two main streams; EOP and EEP/EAP. Both
of them focus on the time when the courses take place. For example, EOP courses
may be offered to new workers who have no previous experience in working in the
specific field (Pre-experience course). It can be offered at the same time while
workers work (Simultaneous/In-service course). Otherwise, EOP is offered to workers
who have work experiences (Post-experience course). In terms of EEP/EAP, an
institute may offer courses to students as a pre-study, an in-study or a post-study
course in a special discipline. Courses can also be offered as an independent school
subject or integrated with a school subject.

Another ESP tree diagram classifies ESP into categories according to
professional areas or disciplines as shown in Figure 2.2.
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English for Specific Purposes

nglish for Academic Purposes English for Occupational Purposes
English for  English for English for English for English for English for
(Academic) (Academic} (Academic) Management, Professional Purposes Vocational Purposes
Science and Medical Legal Finance and
Technology Purposeés Purposes  Economics English for Englishfor  Pre- Vocational

Medical Purposes  Business \Vocalional English
Purposes  English

Figure 2.2 ESP classification by professional areas
(Dudly-Evans and St. John, 2006: 6)

As mentioned above, English for Occupational Purposes (EOP) is ESP which
is designed depending on the purposes for which the learners need an English course;
to carry out their intended profession or occupation or perform job-related tasks. For
example, English for Nurses, English for Pilots, English for Medical Students/Doctors,
English for Law, English for Business, etc. The EOP course for a medical
student/doctor will vary from the EOP course designed for a business executive or for
an engineer because of the differences in report writing. The reports each of these
professions would require are notably different in terms of format, organization of
contents, language styles, etc. Thus, each EOP course is designed on the basis of the
specific needs of each profession.

According to the diagram in figure 1.2, EOP includes the area of English for
vocational purposes. It can be pre-vocational English or vocational English. EOP
courses for FAs and chief FAs would be categorized as a pre-experience, a
simultaneous/in-service, post-experience, or EOP for vocational purposes/vocational

English.

2.4 Overview of ESP Course Design

Basically, a course design should be abebtt and why (Swales, 1989).
Carter (1983, 133-135) states that there are three common features of ESP courses;
authentic materials, purpose-related orientation, and self-direction. Based on the

characteristics of ESP course design mentioned previously, it is stated that ESP should
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be offered at an intermediate or advanced level. The use of authentic learning
materials is entirely feasible. The use of authentic content materials, either being
modified or unmodified in form, are definitely a feature of ESP, particularly in self-
directed study and research tasks. However, some practitioners argue that authenticity
should relate to the transferability of strategies or activities rather than to the spoken or
written texts from target contexts (Johns & Price-Machado, 2001). For example, if
learners practice politeness strategies in the target language, they might be able to use
these approaches in a variety of unpredictable contexts. Therefore, the language
content of the course is selected not because it represents what a learner will have to
deal with after the course is over, but because the learner is likely to activate strategies
for learning as the course progresses. The ability of transferring the strategies is a
feature of process-oriented approach to the learner (Widdowson, 1981: 5, cited in
Johns & Price-Machado, 2001).

The second feature of ESP course is purpose-related orientation. Purpose-
related orientation refers to communicative tasks required of the target situations.
Carter (1983) gives an example of a student’s simulation of a conference, involving
the preparation of papers, reading, note-taking and writing. Another example is
students’ behavior in a health science program. The students attended a seminar on
improving listening skills. They practiced listening skill, such as listening with
empathy. Later they employed their newly acquired skill during a field trip to a local
community center where they were partnered up with English-speaking residents
(Gatehouse, 2001).

The third feature of ESP course is self-direction. Self-direction is a
characteristic of ESP courses in that “ESP is concerned with turning learners into
users” (Carter, 1983: 134). In order to foster self-direction, the learners must have a
certain degree of freedom to decide when, what, and how they will study. Carter also
encourages that teachers need to adopt a systematic attempt to teach learners how to
learn by teaching them learning strategies. In a particular context, it might be essential
for learners to learn how to access information in new culture (Gatehouse, 2001).

Most of the work of CFAs concerns interaction with customers/passengers
traveling by planes for a certain period of time, depending on their destinations. From

documents research and researcher’'s experiences on observation at workplace, it is
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found that basically, much of the language used by chief FAs concerns listening and
speaking skill with the following features:

1. Sense of purpose

The most important characteristic of exchanges in the context of business
meetings, telephone calls, and discussions is a sense of purpose. Language is used to
achieve an end, and its successful use is seen in terms of a successful outcome to the
business transaction or event. CFAs need to be aware of the language used to
communicate with passengers in order to achieve the goal of the transaction. The use
of language implies the risk which can be caused by mistakes and misunderstandings
while interacting.

2. Social aspect

CFAs have a need to contact with passengers whom they have never met
before. They might know each other very slightly. Thus, they have to practice an
internationally accepted way of doing things so that people from different cultures and
with different mother tongues can understand each other and can build a good
relationship. As a result, formulaic language is used in greetings, offering help, or
apologizing.

According to the English Language Development Center (ELDC),
Commission on Higher Education, Ministry of Education, Thailand, standards of
English for 37 occupations are developed, including standards of English for flight
attendants (ELDC, 2006). In general, the standards for each occupation are composed
of 4 standards. The first two standards concern language skills used in the workplace,
with benchmark indicators at an intermediate or a basic level. The third standards
concern using appropriate language varieties and registers according to audience,
purpose, setting, and culture. The fourth standards concern understanding and using
nonverbal communication appropriate to audience, purpose, setting, and culture. Both
the third and the fourth standards state the level of language used as an advanced
benchmark indicator. The examples of Standards of English for flight attendants

proposed by ELDC are illustrated as follows:
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Standards of English for flight attendants proposed by ELDC
Standard 1: Understanding and interpreting spoken and written language on a
work topic
1.1.Using listening skills at an intermediate level
Benchmark Indicators:
1) Understand verbal details of social exchanges, e.g. greetings, leave-taking,
thanking
2) Understand passengers’/supervisors’ questions, requests, opinions,
suggestions, advice, complements, complaints, refusals, and orders
3) Recognize irony, sarcasm, and humor from passengers
1.2.Using reading skills at an intermediate level
Benchmark Indicators:
1) Understand common instructions concerning aircraft and passenger safety
2) Get key information from circulars, e-messages, e-News and websites related

to work/flight operation.

Standard 2: Using spoken and written English to participate in work interaction
2.1. Using spoken English at an intermediate level
Benchmark Indicators:
1) Use and respond to basic courtesy formulas, e.g. greetings, leave-taking
2) Use and respond to questions, requests, opinions, suggestions and advice with
passengers and supervisors
2.2. Using written English at a basic level
1) Write a summary or a report, e.g. cabin report
2) Write simple instructions

3) Write short social messages, e.g. thank you, birthday cards

Standard 3: Using an appropriate language variety and register according to
audience, purpose, setting and culture
Advanced Benchmark Indicators

1) Use appropriate language register to interact with

passengers/colleagues/supervisors
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2) Select appropriate topics to discuss with passenger

Standard 4: Understanding and using nonverbal communication appropriate to
audience, purpose, setting, and culture
Advanced Benchmark Indicators:
1) Identify nonverbal cues that cause misunderstandings or indicate
communication problems
2) Use intonation, pitch, volume and tone of voice appropriately

These standards of English for flight attendants developed by ELDC can be
applied to Flight attendants’ language use as well since they are in the same working
environment. What makes it different is the particular job descriptions and
responsibility of the chief flight attendants. These factors affect English language use
of the chief flight attendants comparing to that of the flight attendants. Some other
relevant characteristics of English used by chief flight attendants can be revealed in
job advertisement on cabin crew websites. The website of cabincrew.com announces
an advertisement on aviation jobs in the position of a Supervisor of In-flight of
international airlines; Compass Airlines in Detroit, Michigan, U.S.A. and Lufthansa
Airlines, Germany. Compass Airlines states job responsibilities of a Supervisor of
In-flight a follows: responsible for the collection and handling of daily on-board sales
money and deposits, ensures that the flight attendants comply with all company
policies and procedures, promotes and secures adherence to policies that ensure the
highest level of safety through the in-flight staff, etc. The announcement states the job
knowledge and skills as follows: possesses strong verbal and written communication
skills and is able to articulate views, has the ability to communicate with excellent
listening and problem solving skills, must be comfortable addressing large groups of
people, has the ability to apply common sense in understanding and dealing with
customers, situations should be dealt with diplomatically and professionally, etc.

Lufthansa airlines launched its job’s advertisement for air pursers indicating
that the applicant should possess these requirements: likes to take care of other people,
likes to solve problems quickly, has a high level of service orientation, sociability,
strong communicative skills, initiative, autonomy, flexibility and dedication, aptitude
for diplomacy and assertiveness within a team, very good German and English
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language skills, both in written and verbal form and knowledge of a further foreign
language, sense of humor, being responsible in in-flight service according to the
company policy and procedure, etc.

According to ESP course design, Robinson (1991: 34) points out that “ESP
course design is the product of a dynamic interaction between a number of elements:
the results of the needs analysis, a course designer's approach to syllabus and a
methodology and existing materials (if any). It can be noticed that one of the key
elements in designing an ESP course is to what extent and how the course designers
modify their existing approaches and materials in order to match the results of the
needs analysis. ‘Syllabus’ is a plan of work serving as a guideline and context for
class content. It describes the major elements that will be used in planning a language
course and provides the basis for its instructional focus and content (Robinson, 1991:
34; Richard, 2001). It can be called a ‘route map’ for the course (Robinson, 1991: 34).
This ‘route map’ shows the students that there is a plan and how the individual lessons
fit in.

Another concept of ESP course design is that “a syllabus design derives from
the selection, sequencing and justification of the content. Content selection will
include selecting linguistic features such as items of grammar, pronunciation, and
vocabulary as well as experiential content such as topics and themes. This selection
process is guided by needs analyses of the learners” (Nunan, 2001: 55).

Conclusively, a key issue for ESP course design is the relationship of any
syllabus of language, pedagogy and content which is the students’ specialist subject

area.
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Figure 2.3 proposes a combination of three accounts of approaches to the ELT
(English language teaching) syllabus which is useful for discussion of the syllabus for
ESP. Bases for languages syllabus design.(Sources: White; ovals, Breen; rectangles,
Allen) (Robinson, 1991: 35).

2.5 Types of ESP Syllabus

Syllabi are distinctively divided into two categories: product (or content)
syllabuses and process syllabuses (Robinson, 1991: 35). Content-based syllabi
include, for example, the grammatical (or structural) syllabus, the situational syllabus,
the functional-notional syllabus, the competency-based syllabus, etc. Another
category is process syllabuses including the task-based syllabus, the skill-based
syllabus, etc.

Grammatical (or structural) syllabus is considerably the most popular
syllabus in language teaching through the 1960s and it is still very popular nowadays.
It is a kind of language form syllabus consisting of an ordered set of language items:
grammatical terms, vocabulary items, set of rules which can be combined in many
ways to make meaning. These components are typically graded by difficulty of
learning. The main purpose of the grammatical syllabus is to control input to the
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learner so that only one item is presented at a time. The syllabuses have been used as
the basis for planning a general course, particularly for beginning-level learners.

Grammatical syllabuses have been criticized on several aspects. First,
grammatical syllabuses do not represent the complexity of language, only an aspect of
language proficiency. Second, they do not reflect the learners’ second language
acquisition in the order as specified (Nunan, 2001). Third, they focus on the sentence
rather than on longer units of discourse. Fourth, they focus on form rather than
meaning. Finally, grammatical syllabuses do not address communicative skills.
However, grammar remains a core component of many language courses since it
represents learners’ language proficiency. Grammar offers a convenient framework
for a course because it can be linked to functions, topics, or situations. Typically,
grammatical syllabuses are seen as one stream of a multi-skilled or integrated syllabus
rather than as the main basis for a syllabus (Robinson, 1991; Richards, 2001).
Examples of important textbooks in ESP are The Structure of Technical English by
A.J. Herbert in 1965 and A course in Basic Scientific English by J.R. Ewer and G.
Latorre in 1969.

With the introduction of Communicative Language Teaching (CLT) in the
1970s, a different approach of syllabus design was proposed reflecting the
communicative purposes and needs of the learners. This alternative to a grammatical
syllabus was thenotional-functional syllabus providing that this syllabus model
follows the principle of meaning that is approached through the study of language in
use and language in discourse. The notional-functional syllabus approach is the study
of the language functions and their relation in grammatical forms (Wilkins, 1976).
This syllabus emphasizes notions which are general conceptual meanings such as
time, cause, space and duration, while functions are the communicative purposes that
are achieved through language such as apologizing, advising, requesting, complaining,
or agreeing, etc. A notional-functional syllabus was built on the assumption that a
mastery of individual functions will result in overall communicative ability.

The notional-functional syllabus reflects a more comprehensive view of
language and focuses on the use of language rather than linguistic forms. Major
English courses published from the 1980s employed a notional-functional syllabus and

sometimes integrated a grammatical syllabus focusing on communicative skills. A
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very well known textbook based on notional-functional syllabdshreshold 199by

Van Ek (Van Ek and Trim, 1998). The book consists of language functions for
threshold level which are divided into six categories of English use; Imparting and
seeking factual information, Expressing and finding out attitudes, Deciding on courses
of action (suasion), Socializing, Structuring discourse, and communication repair.
However, some critics state that the notion-functional syllabus fails to address the
processes of communication; clear criteria for selecting or grading functions, and gaps
in grammatical competence can occur since the language is broken down and taught
separately depending on different functions. Therefore, some important grammatical
structures, therefore, may not be revealed by functions which are taught in the
syllabus (Richards, 2001; Nunan, 2001).

Another communicative approach to syllabus designthis situational
syllabus. It focuses on organizing the framework around different situations a learner
is most likely to be in. A situation is a setting in which particular communicative acts
occur. A situational syllabus identifies the situations in which a learner will use the
language, the typical communicative acts, and the language used in that setting
(Richards, 2001). Thus, a course designer predicts the situations a learner may meet
and the target language he/she may need to copeSiithtional syllabus is similar to
notional-functional syllabus. Both emphasize language functions and language use
(Wilkins, 1976). An example of a textbook in English for travel the syllabus of which
is organized around situations and focuses on mastering expressions regularly used in
those situations i€Passport”. It contains many situations such as On an Airplane, In
the City, At the Bank, On the Bus, At the Post Office, In a Hotel, In a Restaurant, etc.

However, linguists see this approach as ineffective because one cannot
anticipate all types of communicative situations. They argue that some language
utterances do not belong to any situations. Therefore, linguists are not satisfied with
this approach and they continue their search for a more effective approach to a course
design. Later on, with the emergence of ESP, the situational syllabus reenters
language teaching by considerably focusing on other elements of the situation: the
participants, their role relations, the transactions they engage in, the skills or behaviors
involved in each transaction, the kinds of oral and written texts that are produced and
the linguistic features of the texts (Richards, 2001).
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The other communicative syllabus design proposed isofieal or content
based syllabus.Its starting point in syllabus design is organized around themes,
topics, or other units of content rather than grammar, functions or situations.
Language is learned indirectly via the contents or topics being taught. For example,
ESL programs in an elementary or a secondary school where English is integrated in
many subjects; science, mathematics and social sciences. The advantages of a course
based on the content or topic-based syllabus are that content makes linguistic forms
more meaningful for a learner to learn. A topic-based syllabus course provides a basis
for teaching the skill areas. Besides, it can motivate a learner with interesting contents,
addresses a learner’ needs for integration of the four skills, and allows the use of
authentic materials (Robinson, 1991; Richards, 2001). However, some critics are
brought up regarding the sequence or difficulty of grammar, functions, or skills to be
learned in a particular content. Different topics may require language in different
levels of complexity. The learner may not be able to develop a logical or learnable
sequence properly.

Another category of syllabus framework to be introduced is the process
syllabus which includes the skill-based syllabus and the task-based syRaSksl-
based syllabuss organized around the different components or abilities (microskills)
which underlie the use of the four macroskills of listening, speaking, reading and
writing. It is believed that learning an activity such as “reading a newspaper”
involves a mastery of a set of microskills which make up the activity. A learner needs
to be taught how to master these microskills, such as reading for gist, guessing words
from context or reading and making inferences in order to learn or improve his/her
reading skills. Therefore, skill-based syllabuses focus on the process or performance
or behavior of a learner in mastering microskills. These syllabuses teach skills that
learners can transfer when encountering other situations. The syllabuses identify the
teachable and learnable units explicitly. = However, the microskills involved are
claimed to be very specific such as preparing for university-level studies in English.
Some critics state that a skill-based syllabus focuses mainly on an individual
performance area rather than on developing more global and integrated
communicative abilities (Munby 1978; Richards 2001).
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Another communicative syllabus design is resk-based syllabuswhich is
organized around the tasks that a learner will encounter in target language. These
tasks are determined by conducting needs analysis of a learner. The principle of the
task-based syllabus includes tasks, which are activities that drive second language
acquisition process. Tasks motivate the learner and engage him/her in meaningful
communication. By the time a learner carries out those tasks, he/she might acquire
grammar as a by-product. There are two kinds of tasks proposed in designing a
syllabus: pedagogical tasks and real-world tasks. Pedagogical tasks are based on the
second language acquisition theory (SLA) and it is this kind of tasks which are
believed to drive SLA process since they are created in order to involve learners in
communicating with each other in the target language. Learners are unlikely to
encounter these tasks outside the classroom.

Examples of pedagogical tasks are, for instance, jigsaw tasks, information-gap
tasks, problem-solving tasks, decision-making tasks, opinion exchange tasks. Real-
world tasks or target tasks are the tasks that a learner might do outside the classroom.
Real-world tasks are designed as the activities for a learner to practice. Real-world
tasks are found to be important in needs analysis and turn out to be important and
useful in the real world. Examples of real-world tasks include taking part in a job
interview, completing a credit card application, finding one’s way from a hotel to a
subway station, or checking into a hotel, etc. (Richards, 2001; Nunan, 2001).
However, some disadvantages of the task-based syllabus are raised in the area of a
definition of tasks which is claimed to be too broad. Second, the procedures and
tasks’ selection are unclear. Lastly, the development of accuracy might be less than
fluency caused by the excessive use of communicative tasks.

Research studies on the task-based syllabus in English language teaching are
conducted widely. Prabhu (1987) implemented it to classes both in primary and
secondary schools in southern India in 1979. The findings revealed that students
increased their stock of vocabulary and they could express their ideas more naturally.
Coleman (1987) applied the task- based syllabus at a university level in Indonesia and
the result stated that it could be used with even a large class of 110 students.
Vadhanamara (1996) conducted a research study on the effects of the task-based

activities on English language communicative ability of second year students at the
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Royal Thai Air Force Academy. The findings were that students taught by using
task-based activities developed their four skills and integrated skills better than those
taught by using the activities in the instructor's textbook designed by the English
Language Center, Defense Language Institute, USAA. Chimroylarp (2007) studied
the development of an intensive English course for Buddhist missionary monks using
task-based instruction (TBI). The result illustrated a positive use of TBI stating that
the post-test scores of all students were significantly higher than the pre-test scores in
speaking tests, but not in listening tests. The qualitative data indicated that when
implementing TBI, students required more time to practice. Furthermore, authentic
materials and modern multimedia used in class would be very useful in language

learning.

2.6 Competency-Based Approach

It belies the “all things to all people” appearance of teaching and learning and
permits the resources of as system to directed toward appropriate and accountable
ends.Old wine in new botti€obably no educational movement of recent times has
shown so much promise as this application of a common sense principle...It sounds
like a good idea if you can figure out what it is. (Hall & Jones, 1976: 1).

Competency-based education (CBE) movement has been largely well-known
since the late 1960s. The primary demand was developed in teacher education area.
Thus, it was defined as the development of learners who have learned, of programs
that promote learning, and of instructors who can and do teach. There are main factors
contributing to the movement of CBE. First, English teachers were in great demand
in schools. Colleges were expected to produce students who were effective
professionals in teaching. Second, there was a shift in expectations for college
education. An increasing number of young people denied to study in colleges since
they could not find a job after graduation. Therefore, the graduates of education were
forced to be well-prepared for the job market. Third, there was an increasing demand
from the public to require accountabilities on educational institutions. Fourth, a vast
amount of educational research funded by the federal government of the U.S.A. was
conducted resulting in combining the learning theory, curriculum materials, and new

developments in instructional media and teaching strategies (Hall & Jones, 1976).
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CBE gradually moved towards other areas such as educators working in the health
sciences, including dental health and other professions.

It should be noted that, there are a number of different terms for the same or
similar developments of CBE. Such terms include ‘Performance-Based Teacher
Education’ (PBTE), ‘Competency-based Teacher Education’, ‘Competency-Based
Education and Training’, ‘Competency-based Vocational Education’ and
‘Competency-Based Education’ (Hodge, 2007). However, there is a controversy
about the term ‘performance-based’ and ‘competency-based’ (Norton, Harrington and
Gill 1978, cited in Hodge, 2007). A preference for the term ‘performance’ used to
indicate an emphasis on skills. While some believed that professional knowledge was
undervalued by ‘performance’ and opted for ‘competency’ as the more appropriate
term. Thus, the two terms can be used interchangeably.

2.6.1 Competency and Competency-Based Approach

The term ‘competency’ or ‘competencies’ have a similar meaning with the
terms ‘student learning outcomes’, ‘objectives’, and ‘skills’. U.S. Department of
Education defines ‘competency’ as “a combination of skills, abilities, and knowledge
needed to perform a specific task” (U.S. Department of Education, 2001, p.1 cited in
Voorhees, 2001). Competency-based education is an emphasis on results. Its basic
concepts focus on performance indicators that reflect successful functioning of the
stated goal. It also emphasizes the specific knowledge or skills to be learned, how they
are learned or how long it takes (CBE) to learn them.

Voorhees (2007) defines competency-based approaches stating that
“Competency-based approach bridges the gap between the traditional paradigm, which
depends on traditional credit hour measures of student achievement and the learning
revolution. In the competency-based paradigm, outcome learning is defined explicitly;
means of delivery the courses are various. The assessment of student’s achievement
requires many methods other than traditional student transcripts which display only
credit hours and course letters. Competency-based training guarantees that all students

meet the required standards or learning outcomes.
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2.6.2 An International Movement of Competency-Based Approach

In the United States, National skills standards Board of the United States
enacted the Educate America Act of 1994. The Board develops a national system of
skill standards and of assessment and certification of attainment of skill standards. In
the United Kingdom, the Dearing Report in 1997 focuses on lifelong learning and
skills. A quality assurance agency was established to work with institutes to provide
benchmark information on standards especially threshold stands operating within the
framework of qualifications. CBT has an effect on both high school and university
and workplace programs (Voorhees, 2001).

In Australia Technical and Further Education (TAFE) courses offer programs
which are relevant to national qualifications. These programs are much more
introduced in vocational than in university education. In New Zealand, the National
Qualifications Framework, the range of which covers post graduate certificates,
diplomas and degrees, ensures that all students who meet the required standards
whether at school, tertiary education, or in community, government or private training
in the workplace can gain recognition of their achievements (Farris, 1995 cited in
Voorhees, 2001). In term of learning, performance-based learning is used as a
framework for the learning system which defines a competency set or competencies

learners need to attain.

2.6.3 Theoretical Origins of Competency-Based Training

The theoretical origins of CBT derive principally from behaviorism (Hodge,
2007). Behavioral psychology or ‘behaviorism’ works on the premise that our sensory
experience is the strong foundation of our knowledge. The concept of reflex, stimulus
and response which became central to the behavioral learning theory was drawn from
the work of Pavlov, a Russian psychologist who was interested in animal behavior.
Pavlov made a significant contribution to learning by conceptualizing the difference
between unconditioned and conditioned reflexes (Pavlov, 1927 cited in Hodge, 2001).
According to Pavlov, innate reflexes can become modified or conditioned through an
external event, for example, when a dog salivates because it has detected the
preparation of food. In this case a conditioned stimulus (the activity of food being
prepared) has become substituted for an unconditioned stimulus (the taste of the food).
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Pavlov proposed that the new stimulus is said to be ‘reinforced’ by the unconditioned
stimulus, and can become established so that the conditioned stimulus alone initiates
the reflexes.

Another study about behavior was conducted by Thorndike. He advocated the
study of the externally observable behavior of organisms including humans as a way
to supplement explanations that depended on the postulation of states of consciousness
(Thorndike, 1911 cited in Hodge, 2007). His experiment involved placing cats in an
environment that included levers which, when pressed, would lead to the appearance
of food. He measured the time taken for the animals to activate the lever and then
repeated the conditions until the subject would use the lever without delay when
exposed to the same conditions.

In 1953 Skinner created the idea of ‘shaping’ behavior toward very specific
forms by gradually narrowing the effective range of operant behavior. For example, if
the desired behavior of the pigeon was pecking at a spot on the wall, the ‘operant’
behavior might initially be any movement by the bird in the direction of the target
wall, and then any movement towards the spot on the wall and then finally only
pecking at the spot (Skinner, 1953 cited in Hodge, 2007).

The theory of behaviorism with its emphasis on the learning theory has
strongly influenced the development and general approach of CBT. The emphasis in
CBT on the expression of competencies in ‘behavioral’ terms and the focus in CBT

assessment on the observable behaviors of the learner are the concept of behavioral

psychology.

2.6.4 Competency-Based Education (CBE) and Its Theoretical Developments

Theoretical developments which underlie CBE can be illustrated into 3
concepts: (Hall & Jones, 1976).

1. A concept of a reversal of educational practice from group instruction and
group comparison towards the control of individual learning.

According to Bloom (1971), the use of normal curve or other statistical
procedures (norm-referenced) in evaluating student achievement confirms that some
students have to fail.This is considered a disadvantageous concept of learning because
student achievement is evaluated by group comparisons. In contrast, CBT attempts to
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reduce the failure of students by ensuring that at least the minimal achievement is
reached by all the students of the specified goals and objectives. Students’
achievement is measured against the completion of objectives.

2. A concept of a mastery learning

It is the fact that most students (about 90 per cent) can master what a teacher
teaches them. A teacher or an instructor has the responsibility of working with
individuals until they do learn. (Bloom, 1971).

3. A concept of redefinition of “aptitude”

In education and psychology the concept of “aptitude” has always been the
issue of “can or cannot” only. Putting it the other way, it should be recognized as “the
amount of time required by the learner to attain mastery of a learning task.” (Carroll,
1963 cited in Hall & Jones, 1976).

Should students be given enough time, they can definitely learn. Therefore, in
CBE, time becomes a variable depending on the internal and external needs and
capabilities of the learner. Mastery learning is a goal. By contrast, in traditional

learning, time has been constant or fixed while learning has been the variable.

2.6.5 Different Concepts of the Nature of Competence

Hager and Gonczi propose three concepts of the nature of competence as
follows: (Hager & Gonczi, 1996)

1. Conception of the nature of competence is task-based or behaviorist.

Competencies are viewed as discrete behaviors associated with the completion
of tasks. The curriculum of education and training programs are related to the
behaviors/tasks specified in the occupation’s competency standards as adopted by
many of the industries who first developed a competency standard. For example, if a
mechanic can replace a full pump or a teacher can introduce a lesson, he is said to
possess the competency of full pump replacement or lesson introduction. Evidence for
the competency is based on a direct observation of performance with the connections
between tasks.

The disadvantage of this model is that it ignores connections between tasks,
underlying attributes, group processes and their effort on performance, complexity of
performance in the real world and the role of professional judgment in intelligent
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performance. This approach is quite unsuitable for conceptualizing work and its
relevance to work at any level is still questionable.

2. Conception of the nature of competency concentrates on the general
attributes of the practitioner that are crucial for effective performance.

Competencies are viewed as general attributes such as knowledge or critical
thinking capacity which provides the basis for transferable or more specific attributes.
However, these general attributes do not concern the context in which they might be
applied. However, there are some disadvantages of this approach. There is no
certainty of generic competencies. The curriculum level would, therefore, use the
same educational activities to develop critical thinking or communication skills in a
medical course as in a legal course or even in different branches of the same
profession. It's likely that the communication skills of a criminal lawyer will be quite
different from those of a family lawyer. Traditional university courses have focused on
these generic skills as the basic practice

3. Conception of the nature of competence is the integration of general
attributes approach and the context in which these attributes will be employed.
Competence is conceived of as a complex structuring of attributes which are
knowledge, attitudes, values and skills, needed for intelligent performance in specific
situations. This approach is known as the “integrated” or “holistic” approach. This
concept has been adopted by the professions in Australia. The approach allows
practitioners to include ethics and values as elements in competent performance, also
the need for reflective practice, the importance of context. Finally, it reveals that there

may be alternative ways of practicing competently.

2.6.6 A Conceptual Learning Models

This pyramid is drawn in order to explain the relationship of important features
in learning in the CBE approach. The pyramid consists of fours steps or rungs of the
ladder. The first rung consists of traits and characteristics which are foundations for
learning since they concern the innate and these characteristics help explain why
people develop different learning experiences and acquire different levels and kinds of
skills, abilities, and knowledge. The second rung consists of skills, abilities and
knowledge. These components are developed through learning experiences, work and
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participation in community affairs. The competencies the third rung of the pyramid,
are the result of integrative learning experiences in which skills, abilities and
knowledge integrate to form learning bundles that are related to a specific task for
which they are to perform. The last rung is the level of demonstrations which require

applying competencies. This is the stage that performance-based learning is assessed.
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Figure 2.4 ~ A Conceptual Learning Model
Source : U.S. Department of Education, 2001 (Voorhees, 2001: 9)

In terms of competencies, a single competency can be used in many different
ways different ways depending on their context, competencies within different
contexts require different bundles of skills and knowledge. For example, leadership in
a surgery room is different from leadership on the basketball court. Motivating
teammates is more important to leadership in basketball, whereas superior knowledge
of the procedure is more important to leadership in surgery. However in both
contexts, an ability to effectively organize the roles, timing and contributions of team
members is also important. Therefore, to determine which competencies can be
bundled together to provide different learners with different traits and characteristics,
with a maximum combination of skills and knowledge needed to perform a specific
task, is a challenge. Knowing how to package the right set of competencies to
efficiently carry out a task is a competency itself (Voorhees, 2001). The detailed job
descriptions, which indicate the duties and responsibilities CFAs need, to perform as
well as language use, can be used to bundle or combine skills and knowledge
competencies required by CFAs. These responsibilities can be obtained from reliable

sources; documents, interviews and questionnaires. Once the main responsibilities of
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CFAs are stated, English competencies which required in dealing with those situations

underlying the responsibilities will be stated. The competencies can be translated into

detailed linguistics and other specifications; expressions of making an apology, use of

appropriate levels of language, vocabulary, useful phrases, formulaic language,

pronunciation. Besides, competencies of CFAs also include attitudes, manners, verbal
and non-verbal communication which have an impact on the mastery of competencies

required. Competency-based models extremely rely on measurable assessment. It
means that a competency of any course must be described unambiguously and
subsequently measured. If it cannot be carried out according, it probably cannot be

considered as a competency.

In a traditional educational system, progression through the various subjects in
a school is time-based. At any given time during the school year a teacher is expected
to be at a specific point in the textbook. While every student does not progress at the
same rate, the schedule typically requires every student to move at the same rate as the
teacher. A traditional, time-based approach is somehow considered an ineffective
system when the goal is to train individuals to perform specific, job-related skills. A
more appropriate approach is competency-based training (CBT) (Sullivan, 1995). In a
traditional educational system, the unit of progression is time and it is teacher-
centered. In a CBT system, the unit of progression is a mastery of specific knowledge
and skills, and is learner-centered or participant-centered. Two key terms used in
competency-based training are: skill and competency.

Skill is a task or group of tasks performed to a specific level of competency or
proficiency which use motor functions and typically require the manipulation of
instruments and equipment. Some skills, such as counseling, are knowledge-based
and attitude-based. Competency is a skill performed to a specific standard under
specific conditions (Norton, 1987). Norton believes that competency-based training
should be used as opposed to the “medieval concept of time-based learning.” Foyster
(1990) argues that using the traditional school model for training is inefficient. After
an in-depth study of three competency-based programs, Watson (1990) concludes that
competency-based instruction has an enormous potential for training in business and
industry. Paul Delker (1990) finds that successful training programs, for example, in

nursing, health professions, are competency-based.



33

Norton (1987) describes five essential elements of a CBT system. First, the
competencies achieved are carefully identified, verified and made public in advance.
Second, criteria used in assessing achievement and the conditions under which the
achievement will be assessed is explicitly stated and made public in advance. Third,
the instructional program provided for the individual development and the evaluation
of each of the competencies is specified. Fourth, the assessment of competency takes
the participant’s knowledge and attitude into account but requires actual performance
of the competency. Lastly, learners progress through an instructional program at their

own pace by demonstrating the achievement of the specified competencies.

2.6.7 Characteristics of CBE Program

A basic concept of CBE is education that focuses on students’ achievement of
specific competencies (Hall & Jones, 1976: 10). The program includes a set of
learning objectives of which students’ accomplishment can be observed in a form of
behaviors or knowledge. Once learning objectives are defined, minimal levels of
achievement of these objectives are stated as a criterion of success. The criteria are
always explicit and based on the specified objectives that contribute to the
competencies being learned. Learning activities are to assist students in acquiring
minimal levels of competence. Moreover, Competency-based training (CBT) is an
approach to vocational education and training that places emphasis on what a person
can do in the workplace as a result of completing a program of training. Competency
standards are industry-determined specifications of performance that set out the skills,
knowledge and attitudes required to operate effectively in a specific industry or
profession. The components of CBT are units of competency standards, performance
criteria, a range of variables, and an evidence guide (Competency Based Training,
2008).

Another characteristic of CBE is that it consists of self-pacing learning
modules which are used as delivery systems for instructiomoduleis a learning
unit with stated objectives, a pre-test, learning activities to allow students to acquire
competencies that are shown lacking in the pre-test. Actually, a module focuses on a
single competency or a discrete set of competencies. The student may work
individually or in small groups, at his /her own speed. Australia’s vocational
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education and training (VET) makes a contribution of competency-based training
(CBT) to the development and use of national competency standards, including the
processes and structures of training provision. The case studies showed that CBT’s
outcomes depend on how competency is conceived and how the training process is
defined. CBT’s success relies on three factors

a) specific skills, on-the-job learning and assessment

b) development in adapting to and managing changing workplace realities

c) workplace and industry accountability (Mulcahy and James, 1999).

According to a self-pacing learning style, the student is supported by other
facilities considered important in CBE; a learning resource center, faculty teams, field
experiences and personalization strategies. A learning resource center (LRC) can be a
library of written and media materials and other instructional resources that is open for
use by students as they progress through modules and related experiences.

At the same time, faculty teams need to plan, share and integrate their
instruction together for the same student in order to help him or her to learn.
Additionally, should it be CBE programs for professional training, field-oriented
experiences with the real workplace should be emphasized. For example, a pre-
service student in health sciences should participate in a field experience in hospital
with in-service professionals.

CBE also contributes personalization strategies to its concept. Some CBE
programs offer “personalization” of a well-trained counseling psychologist to students.
Personalizationis instruction given individually to each student to help him/her meet
his/her cognitive and pedagogic needs. Personalization may include responses to the
personal feelings and psychosocial growth needs of students. As previously stated,
learning in CBE has a meaning of the change from ‘cannot do’ to ‘can do’. Goals,
objectives, and assessment activities are designed to emphasize the student’s achieving
competence or his/her working until he/she achieves it. An instructor’s role is to
approve a student's achievement only after he/she has demonstrated minimal
competencies he/she is expected to learn. The instructor also has accountability in
aiding students until they learn.

Foyster, Delker and Norton (Foyster, 1990; Delker, 1990; Norton, 1987) also

define characteristics of a competency-based training program. In such a program,
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competencies are carefully selected. Essential knowledge is learned to support the
performance of skills. Detailed training materials are relevant to the competencies to
be achieved. Materials are designed to support the acquisition of knowledge and
skills. Methods of instruction involve mastery learning, with a concept stating that all
participants can master the required knowledge or skills. Sufficient time is provided
and appropriate training methods are used. Participants’ knowledge and skills are
assessed as they enter the program. Those who possess a certain level of knowledge
and skills can bypass training or competencies already attained. Learning should be
self-paced. Flexible training approaches including large group methods, small group
activities and individual study are essential components. A variety of support
materials including prints, audiovisuals and simulations (model) complying with the
skills being mastered are used. A satisfactory completion of training is based on the
achievement of all specified competencies.

Based on its concept, a competency-based training program can be an
advantage for learners. First, learning can be clearly described and measured and
comprehended by all groups. Second, a CBT program allows learners to return to one
or more competencies which have not been achieved in a learning process. It is not
necessary for learners to repeat one or more traditional courses. Third, a CBT
program provides students a clear picture of meaningful tools in order to move toward
their goals. Ideally, competencies would logically and clearly build on other
competencies. Fourth, a CBT program provides learners more flexibility on time
management in learning. It also provides options in an educational delivery system, a
traditional academic structure, the standard length of academic terms, and the process
of certifying student learning. Brown (2009) launches a project of establishing the
Competency Standards for competency quality Learning Package of hotels and
restaurants in Jakarta. Its learning outcome is broad enough to encompass many
workplace scenarios.

Blank (1982: 5 cited in Langenbach, 1988: 38) summarizes the major different
characteristics between competency-based and traditional training programs. The

differences are highlighted in Table 2.1.
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Table 2.1: Basic characteristics that distinguish between competency-based and

traditional training programs

Characteristics

Competency-based

Traditional Programs

1.What students

learn

1. Are based solely on
specific, precisely stated
student outcomes (usually
called competencies or
tasks) that have been
recently verified as being
essential for successful
employment in the
occupation for which
student is being trained.

These competencies are

1. Are

textbooks,

usually based ¢
reference materig
course outlines or other sourg
removed from
Students

the occupati(
itself. rarely kno
exactly what they will learn ir
each successive part of 1
program. The program is usua
built around chapters, uni
blocks, and other segments t

have little meaning within th

made available to all peopleoccupation. Instructors focus

concerned and describe
exactly what the student w
be able to do upon
completing the training
program.

“covering materials.”
I
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2.How students

learn

2. Provide trainees with high
quality, carefully designed,
learner-centered learning
activities, media and material
designed to help them maste
each task. Materials are
organized so that each
individual trainee can stop,
slow down, speed up or repe
instructions as needed to leal
effectively. An integral part of
this instruction is periodic
feedback throughout the
learning process with
opportunities for trainees to
correct their performance as

they go.

slive demonstrations, lectures,

r discussions and other instructg

atittle periodic feedback on

rprogress is given.

2. Rely primarily on the
instructor to personally deliver

most of the instruction through

centered learning activities.
Students have little control ove

the pace of instruction. Usually

3.When students
proceed from

task to task

3. Provide each trainee with
enough time(within reason) t¢
fully master one task before
being allowed or forced to

move on to the next.

) students to spend the same

3. Usually require a group of

amount of time on each unit of
instruction. The group then

moves on to the next unit after
fixed amount of time which ma
be too soon or not soon enoud

for many individual trainees.

4. If students

learned each task

4. Require each individual

trainee to perform each task {

a high level of proficiency in a performance is usually

job-like setting before

receiving credit for attaining

goencil tests and each student’s

4. Rely heavily orpaper and

compared to the group norm.

Students are allowed (and

D

Dr-

=
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each task. Performance is usually forced) to move on to
compared to a preset, fixed | the next unit after only
standard. marginally mastering or even

“failing” the current unit.

2.6.8. ldentifying Goals, Competencies and Objectives

These three terms are key concepts for a CBE program and they are related.
Goals are the broadest statements made about the expected outcomes of a CBE
program, while on the other end of the continuum are the objectives. An objective is
the most specific formal statement that is made about expected learning outcomes.

Objectives are behavioral descriptions of learning skills (Hall and Jones, 1976: 28).

Many )
objeclives
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E subcompelency
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E
=
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Few
General Very Specilic

Scope of learning oulcome statement

Figure 2.5 Degrees of Specificity and Frequency of Outcome Statements
(Hall and Jones, 1976: 29)

The first general ideas of competencies are that competencies should be more
specific than goals, sub-competencies more specific that competencies, and objectives
more specific than sub-competencies. In conclusion, goals encompass competencies,
competencies encompass sub-competencies, and sub-competencies encompass
objectives. The second characteristic is that each descending step is more specific in
terms of the ability of a learner to demonstrate its accomplishmefte third

characteristic is that a competency is a statement that describes the observable
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demonstration of a composite of the specific related skills and knowledge. A learner
must be able to master the total performance, not just the individual learning of

specific skills. If a learner demonstrates each of the skills independently, this does not
guarantee that he or she has achieved the competence.

2.6.9. Strategies of Identifying Competencies

Institutional or program goals are often shown broadly with important
concepts. However, these goals may not provide a sufficient direction about the
expected levels of
student achievement. It is necessary to state competencies or objectives that can be
used as building blocks to accomplish the goals. Stating  specific learning
competencies is a major challenge because faculty or instructors tend to organize the
curriculum and course of study around the presentation of content rather than building
specific skills across the curriculum (Jones, 2001).

A number of approaches are used in identifying competencies, sub-
competencies, and objectives. Formal research strategies can be used to identify the
relevant competencies (Hall & Jones, 1976; Jones, 2001).

Sources from which to identify competencies are:
1. Existing lists

There are a number of lists of objectives and competencies published in many
fields, for example, a) in curriculum text books b) SCAN competencies (The
Secretary’'s Commission on Achieving Necessary Skills, U.S.A.) which consist of
workplace outcomes, basic skills, thinking skills, etc. SCAN competencies are most
frequently used or adapted by community colleges. C) NSSB competencies (The
National Skills Standards Board, U.S.A.) which provide industry-based skills those
standard students should achieve in technical programs (Jones, 2001). In this study,
competencies of CFAs can be examined from the company’s competencies list of
employees and to be benchmarked with those competencies investigated from
websites, “Standards of English for Occupations” developed by The English Language
Development Center (ELDC), semi-structured interviews with stakeholders, and
guestionnaires.

2. Course Translations



40

This process is conducted by using the present curriculum. Instructors have to
change the course content into a different format by operationalizing course content

into goals, then competencies, and sub-competencies, and finally objectives and skills.
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Figure 2.6 Course Translations as a Source for Objectives (Hall and Jones, 1976:
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3. Course translations with faculty members or instructors
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An additional procedure of course translations is to have a faculty team or
instructors specify their “ideal” competencies and objectives in addition to their
existing course competencies and objectives. This allows instructors to negotiate for
the final content.

Another procedure is to use a technique such asDibphi techniqueor the
Delphi Approach. It was a research-based approach developed by Olaf Helmer and
his colleagues at Rand Corporation in the early 1950s (Hall & Jones, 1976).

In this process, information and opinions of participants are surveyed through
the use of a series of questionnaires. Participants usually complete several rounds of
surveys. The data from each questionnaire is analyzed and refined in the next
guestionnaire. The Delphi Approach is based on the structure analysis (Jones, 2001).
For example, faculty, employers, alumni or instructors may be asked to rate the
importance of specific skills. Researchers perform an analysis of variance for each
item to see if there are significant differences in the mean responses among groups. In
each subsequent survey round, participants again rate the importance of those items on

which there were significant disagreements and revise their previous responses. In
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each round, participants are provided with the results from the previous round in terms
of the mean score for each item and they can give written comments. The main goal
is to reach a consensus of a collective judgment about the important competencies
through a formal survey process. It is a useful tool to be conducted with large groups
(potentially hundreds). The Delphi technique has been used for planning in a higher
education to improve the communication and reach the consensus about a variety of
issue, (Uhl, 1971, 1983, cited Jones, 2001).

4. DACUM approach

One productive approach to formally identify important competencies is the
strategy of developing a curriculum (DACUM). 1t is used for guiding the formal
analysis of positions or occupations at the professional, managerial, technical, skilled
and semi-skilled levels (Jones, 2001).

DACUM is based on three assumptions (Norton, 1998 cited in Jones, 2001).
In the first assumption, expert workers can describe and define their job or occupation
more accurately than anyone else. In the second assumption, important competencies
can be identified by considering the nature of particular jobs and describing the tasks
that expert workers perform. For example, accountants may be experts in auditing
principles, but they will also need effective communication and problem-solving skills
to be effective in their field. Successful employees typically perform a wide range of
tasks that are needed by the employer and customer. In the third assumption, the tasks
that employees perform require the use of a combination of certain knowledge, skills
tools, attitudes and behaviors. Attitudes such as being open-minded or reporting to
work on time are not a specific task, but attitudes are also important because they
motivate the employee to perform at a high level. It is also important to include the
attitude in an analysis of relevant competencies.

The process of DACUM may start from six or twelve selected experts
participating in a brainstorming process reviewing and analyzing the necessary
knowledge, skills and attitudes of tasks performed in connection with each duty. The
expert, then, reviews and refines the tasks and duty statements, sequence them, and
identify entry-level tasks (Norton, 1987: 15 cited in Jones, 2001). They also articulate
the essential behaviors, attitudes, and knowledge that workers need to successfully
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perform their jobs. A DACUM chart is developed providing a graphic display of the
tasks involved in a certain job.

The chart is usually validated by a second group of experts. Experts will
review the chart to determine if the tasks are entry level, if they are important for the
particular occupation, the frequency with which tasks are performed, and if certain
tasks are missing. The chart will be revised based on the second group’s feedback and
is considered a validated job model. It is more specific than a job description and it
reflects what each individual states and depends on the meaning what he/she actually
performs in his/her jobs rather than what others believe they do or what others state
they should do. The DACUM approach is based on structured analyses and usually
conducted with small focus groups and relies on the expertise of skilled facilitators
(Jones, 2001). The DACUM approach has been used to conceptualize the
requirements for future jobs and to design educational programs for certain
professions or occupations (Norton, 1998 cited in Jones, 2001).

In this study, the process of identifying the competencies of CFAs will start
from using a reliable source of information consisting of competencies required by
CFAs of ‘A Air’ international airline. This Competency Model consists of a list of
core competency, functional competency and managerial competency. Core
competencies are general competencies required for every employee such as
teamwork, English language skills, information technology skill, high motivation, etc.
Functional competencies are specific competence for each position based on job
description. Functional competencies for CFAs are, for instance, effective use of
emergency equipments, management of service plan according to passenger number
and flight time, responsibility of cabin atmosphere, problem-solving skill, good human
relationship, maturity, and high responsibility, etc. The next step is to benchmark these
competencies with the information obtained from the semi-structured interviews with
Management personnel, Training Department personnel, airline customers together
with the competencies of CFAs competencies from websites, and “Standard of English
for Occupations (Vol.2)” of English Language Development Center (ELDC),
Commission on Higher Education, Ministry of Education (ELDC, 2006). After
triangulating CFAs’ competencies, the competencies list will be prepared in Likert
rating scale questionnaires for the participants to answer in order to identify the CFAs’
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competencies. This procedure is conducted because the DELPHI technique is quite
complicated to conduct and is time-consuming. DACUM is more practical to use.
However, it also takes a lot of time before the consensus of competencies is reached
since many rounds of competencies validating will be conducted. DACUM does
include attitudes and essential behaviors that workers need to successfully perform

their jobs according to the checking list.

2.6.10. Assessment and Evaluation in CBT
Evaluation in traditional courses actually involves knowledge-based testing.

While knowledge-based assessments can be used in CBT to measure a mastery of
skills. Therefore, Thompson (1990) states that being able to determine competency
and to identify a satisfactory performance should be considered as a success of a
competency-based program. Moreover, the assessment of a competency-based
program must be criterion-referenced. Lastly, Richards(1985) indicates that
simulation and work performance tests should include a checklist or rating scale. An
organization considering in implementing a CBT system should provide adequate
resources and training materials. Audiovisual materials need to be directly related to
the written materials. Training activities have to match the objectives. A continuous

interaction and a frequent feedback to the participant must be provided.

2.6.11. Advantages and Limitations of CBT

A primary advantage of CBT is that the focus is on the success of each learner.
Watson (1990) states that the CBT approach “...appears especially useful in training
situations where trainees have to attain a small number of specific and job-related
competencies.” Norton (1987) identified the benefits of CBT as follows; first, learners
will achieve competencies required in the performance of their jobs. Second, they will
build confidence as they succeednastering specific competencies. Third, learners
receive a transcript or list of the competencies they have achieved. Finally, the
training time is used more efficiently and effectively as the trainer is the facilitator of
the learning process as opposed to the provider of information.

While there are a number of advantages of competency-based training, there
are also some limitations. Prior to implementing the CBT, it is important to consider
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these limitations; initial training and assistance needed to be provided for the trainers,
if not, there is a tendency that a CBT trainer may teach as the traditional teacher. ltis
a requirement to identify the essential job skills; if not, the resulting training course is

likely to be ineffective. A course may be considered a competency-based but unless
specific CBT materials and training approaches (teaching guides, checklists and
coaching) are designed to be used as part of a CBT approach. It is unlikely that the

resulting course will be truly competency-based.

2.7 Needs Analysis and Course Developments

Needs analysis (N/A) has been defined as the process of determining of
language use in terms of abilities required by students/learners. It is an essential
procedure to be conducted in the process of designing a course development or a
curriculum of English language course both in the field of ESP and general English
course such as in a vocational college, at a university level, and in training in the
organizations. The overall aim of the language N/A is to identify important elements
to be taught or learnt in English courses where learners in selected situations face very
similar difficulties. Furthermore, language N/A is to establish a relative importance of
what is essentially important, necessary or desirable for learners who would use their
English in specific situations. NA also refers to the activities conducted to collect
information which will serve as the originated resources in developing a course or
curriculum that will meet the needs of a particular group of learners (Munby, 1978;
Hutchinson and Waters, 1987; Richterich and Chancerell, 1987; Robinson, 1991;
West, 1994; Dudley-Evans and St. John, 1998).

Different approaches have been introduced to needs analysis in language
learning with an attempt of meeting the needs of the learners in the process of learning
a second language. In the early period of 1960s, needs analysis was concerned with
collecting data of English for sciences and technology with the approach in linguistics
and register analysis of texts for science and technology. As a result, needs analysis
defines the needs of English language use in terms of linguistic items; vocabulary and
grammar. Later on with the publication of Munby’s (1978) Communicative Syllabus
Design, ‘communication needs processor’ (CNP) was introduced. CNP is the basis of
Munby’s approach to needs analysis using situations and functions as a starting point
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in developing a syllabus. The aim of Munby’s CNP is to determine as many language
forms or functions ESP learners are most likely to use in various situations as possible
(Hutchinson and Waters, 1987; Dudley-Evans and st. John, 1998). In other words,
Munby’'s CNP model has been introduced to identify what a learner needs to know in
order to function effectively in the target situation. = Based on Munby’s work,
Chambers (1980) first introduced the term ‘Target Situation Analysis’ (TSA) which
refers to ‘communication in the target situation’. TSA aims to identify what learners
are expected to be like at the end of the language course. TSA includes needs of
learners or necessities or perceived demands of the learners and objective needs. The
learners have their aims in using English for any tasks and activities in target
situations. Their needs are product- or goal-oriented needs deriving from the goal or
target situation.

Another approach to needs analysis focuses on the information about learners.
These information are set as a framework of needs analysis. ‘Present Situation
Analysis’ (PSA) aims to estimate or identify what learners are like at the beginning of
the course; present abilities, what learners already know, strength and weaknesses in
language, skills, and learning experiences such as background information, years of
studying English, level of education, etc. Both PSA and TSA give a clearer picture of
learners in language learning process (Robinson, 1991; Dudley-Evans and St. John,
1998).

The other approach of needs analysis concerns learners’ views of learning. It
is a learning-centered approach attempting to analyze the strategies that learners
employ in order to learn another language rather than what they need to learn.
‘Learning Situation Analysis’ (LSA) or ‘Learning Needs Analysis’ includes the
subjective/felt needs of the learners which are derived from inside of learners, such
as “To feel confident’, and process-oriented needs which are derived from the learning
situation. LSA also states learners’ preferred learning styles and strategies. LSA is
considered the method of bridging the gap between ‘necessities’ and ‘wants’ since it
occupies the concept of ‘how to learn’ or ‘what to do’ in order to meet the
‘necessities’ in PSA (Dudley-Evans and St. John, 1998).

Between the gap of PSA or ‘what the learners knows already’ and TSA or
‘what learners to know in the target situation’ is ‘lacks’. A learner’s lacks can be a
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starting point of ‘what’ or ‘how’ to learn. Lacks can determine the syllabus and
course development as well. This approach of needs analysis will be called
‘Deficiency Analysis’ (Dudley-Evans and St. John, 1998; West, 1994).

Apart from register analysis concerning an analysis focusing on lexical and
grammatical properties of register mentioned above, new ideas of discourse analysis
approach and genre analysis approach to needs analysis are introduced later. Both
discourse analysis and genre analysis concerns text analysis. Discourse analysis
focuses on the text rather than on the sentence or on form. It also focuses on the
purpose of writer and investigates how sentences combine into discourse. Meanwhile,
genre analysis focuses on the regularities of structure that distinguishes one type of
text from another. Bhatia, an expert in genre analysis points out the advantage of a
genre-based approach in ESP language learning and teaching that the learner does not
learn language in isolation or out of context. By using genre analysis, the learner can
make a connection between the use of language and the purpose of communication at
the same time. Therefore, language learning is meaningful to the learner (Munby,
1978; Hutchinson and Waters, 1987; Robinson, 1991; West, 1994; Dudley-Evans and
St. John, 1998).

In conclusion, different approaches to needs analysis have been introduced in
order to meet the needs of learners in language learning. Many approaches should be
taken in consideration of what the learners as language users and language learners
need to enhance their learning. Dudley-Evans and St. John (1998) propose a current
concept of needs analysis which covers different approaches mentioned above. Their
concept of needs analysis includes the following:

1.Professional information about the learners — the tasks and activities learners
are/will be using English for — Target Situation Analysis (TSA) and objetwtees

2.English language information about the learners — what their current skills
and language use are — Present Situation Analysis (PSA)

3.The learners’ lacks — the gap between TSA and PSA; (1) and (2)

4.Personal information about the learners — factors which may affect the way
they learn such as previous learning experiences, cultural information — wants,

subjective needs
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5.Language learning information — effective ways of learning the skills and
language in (3) — learning needs

6.Professional communication information — knowledge of how language and
skills are used in the target situation — linguistic analysis, discourse aratygsgenre
analysis

7.What is wanted from the course

8. Information about the environment in which the course will be run —mean
analysis

Many approaches should be taken in to consideration what the learners need in
order to enhance their learning. Needs analysis procedure can be conducted in two
main categories occupying different approaches; inductive and deductive methods.
Inductive methods include observations and case studies from which course module
and course objectives can be generalized. Deductive methods includes questionnaires,
surveys, or other data-gathering instruments which provide information as basis for
course development such as interviews, learners’ diaries, previous research, pre-course
placement/diagnostic tests, and final evaluation or course feedback (West, 1994: 7).

There are some studies based on needs analysis and course development and
evaluation. The study of “Refining Procedures — A need analysis project at Kuwait
University” by Basturkmen (1996) introduces the methodology which is both
gualitative (exploratory interviews, class observations, examination of student
materials and samples) and quantitative (structured questionnaires). Stage one uses an
exploratory interview. Information from the initial stage of exploratory interviews
provides ideas for procedures and terms for use in the questionnaire items in the
second stage. This need analysis project is a process of learning about the present
situations of students in the College. The findings were in the area of importance of
skills and students language problem. Faculty members rated reading and listening as
equally important, while students perceived listening as more important skill. The
language-based tasks listed as the first priority for study in the College was reading
textbooks, the second was writing up lab reports/lab assignments, the third was
following lectures. 60% of Faculty members acknowledged students as having
inadequate skills in writing skills, while few students reported inadequacy in any skill
areas other than speaking. This implied that students’ English language proficiency
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was below the expectations of the faculty and that the students did not realize the level
of proficiency expected.

Needs analysis in the study of “Source, methods and triangulation in needs
analysis: A critical perspective in a case study of Waikiki Hotel Maids” by Jasso-
Aguilar (1999) was conducted by using multiple sources and methods for identifying
learners needs. Needs analysis allowed the researcher to experience the tasks which
involve being a hotel maid, using the language and interacting in related situations.
The use of multiple sources also showed that different persons in a social setting have
different perceptions of similar tasks and situations, which leads them to different
objectives and felt needs. Therefore, the course content and materials for hotel maid
were built around the findings to best serve their English language needs.

To design an English course for engineering, Supathkulrat and
Wasanasomsithi (2005) conducted a needs analysis of engineers in Saraburi Province,
Thailand job using three instruments; observations, a questionnaire and interviews.
The researcher also collected relevant documents written in English. These data
benefited the design of the questionnaire and interview questions to determine
engineers’ needs in using English in their workplace. The results of needs analysis
showed that the engineers needed to perform well in different types of tasks during
their duties. The participants showed that speaking and listening were the two skills
most need of improvement. They also needed to communicate well with foreigners
since they were unable to follow what native speakers were saying and they were
unable to express themselves through English both fact-to-face and telephone
situations. They also needed to be able to read and catch the main idea of passages.
The participants suggested that the instructors should be both Thai and English native
speakers and needed not to have background knowledge in engineering field. Besides,
the researcher also investigated how the participants described their use of English
which depended on individual’s differences.

In order to design a course in health-care communication, Bosher and
Smalkoski (2002) conducted a needs analysis of immigrant students in a nursing
program at the College in Minneapolis, U.S.A. The methods used were distribution of
guestionnaires, interviewing nursing program director, nursing faculty members, and

first-year ESL students, observations of four performance tests in labs and four clinical
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practices. The data from needs analysis stated the information about difficulties these
students had in studying the nursing program. It revealed that these nurse students
needed to perform well in the most difficult experience they encountered which was
communicating with clients in clinical settings and communication issues.
Additionally, observations of students in labs and clinical practices indicated lack of
assertiveness with clients, inappropriate stress and intonation with clients, difficulty
understanding clients, etc. Thus, the findings of needs analysis would be the guidelines
for course development to respond to students’ area of greatest difficulty. The
information obtained from needs analysis guided the curriculum and material
development and, also, choices of instructional methods.

Rungnirundorn and Rongsa-ard (2005) conducted a research study on “From
Needs Analysis to Course Design of English Business Communication for Learners
with Job Experience”. The two instruments were a survey questionnaire and a semi-
structured interview. Needs analysis conducted with 100 business people in Bangkok
with 83 returns. The data from needs analysis showed that English played an
important role in the filed of business and all fours skills of English were needed. In
listening, the participants needed to listen to the “discussion at meetings or seminars as
the first priority. In speaking, they used English to negotiate the most. In reading, the
skill which was needed the most was reading “information on the internet” and
reading “magazines or newspapers was ranked as the second. In writing, the first rank
was “writing letters” and “writing reports” was the second. The course was divided
into seven units; socializing, presenting, meeting, negotiating, writing letters, writing
reports, and organizing training sessions. The teaching methods were based on
communication approach, an integrated skill approach providing practice on listening,
speaking, reading and writing, and a student-centered method, to encourage
independent learning. The material includes newspapers, magazines, trade journals,
sources from the Internet, radio, TV, and video. The learners were assessed by means
of an ongoing assessment through in-class performance, assignments, a pre-test and a
post-test. The researcher found that class activities should focus on the topics of
interest of the learners and related to their common experience to motivate them to

learn best. Besides, cultural awareness was found to be one of the most important



50

aspects of teaching business communication to avoid miscommunication and to
maintain a good business relationship.

A few research studies of needs analysis and English course module development
in airlines industry have been conducted. Little study has been done in the field of
chief flight attendants. Only a few English textbooks for the career of flight attendants
are available in the market. Most of the online English courses for flight attendants
offered on web-sites in the United States, U.K. or Australia require a high enrollment
fee from 300-500 U.S. dollars. Since there is no specific English course that is truly
customized to meet the particular English needs of chief flight attendants, an
implementation of a competency-based English course module with a communicative
language teaching approach focusing on e-learning or self-study competency-based
English course is definitely the solution. In this research study, needs analysis of
CFAs, will be conducted based on information from document reviews, semi-
structured interviews, questionnaires about CFAs’ competency and computer literacy.
The following section reviews concepts and studies of e-learning and computer-
assisted instruction which is one of the most important components in the course

module design in this study.

2.8 E-learning and Computer-Assistednstruction (CAl)

Major changes in technology since the 1980’s, especially an improvement in
personal computers, multimedia, and net working via the Internet, provide more
choices of teaching, material development and classroom interaction. Computers have
been used extensively in educational settings. Online learning refers to teaching and
learning, mediated by a computer connected to the Internet. Many terms such as web-
based training, internet-based training, e-learning, advanced distributed learning, and
distance education are used to describe online learning (Gagne, Wager, Golas &
Keller, 2005). Online education and training provides many advantages and benefits,
such as enabling synchronous or asynchronous collaborations among instructors,
learners, and experts who cannot be at the same time or place, providing a refresher
training and shortcuts for experienced learners. Learners can proceed at their own
pace and on their own schedules. Workforce efficiencies are gained through job and

company-specific courses which are cost-effective since more learners are trained for
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less money. Use of technology increases new learning opportunities to learners. Use
of various computer-based technologies makes learning more interesting (Hiranburana
& Meksophawannagul, 2005).

Several terms are used to define computer-based instructional programs aiding
in language learning and teaching. They include CAl (Computer-Aided Instruction or
Computer-Assisted Instruction), CAL (Computer-Aided Learning or Computer-
Assisted Learning), CBI(Computer-Based Instruction), CBL (Computer-Based
Learning), CML (Computer-Managed Learning), CATL (Computer-Assisted
Teaching and Learning), CDI (Computer-Directed Instruction), CALL (Computer-
Assisted Language Learning), CALT (Computer-Aided Language Testing)
(Sukamolson, 2000). These terms vary depending on the user or the purpose of the
program. The word “instruction” is used when the program focuses on a teacher or an
instructor in terms of teaching. “Learning” is used when the program focuses on a
learner. If the computer-aided program is conducted for testing language ability
rather than teaching or learning, “testing” would be used.

A computer-based instructional program is considered as an individualized
instruction. It is a self-study, self-regulated, self-paced, or self-instruction program
which provides a means for learners to learn or to complete the training/instruction at
their own pace with no time constraints. A computer-based instructional program or
e-Learning program class can also be conducted where an instructor provides a guide
to implement the instruction and checks the learners’ progress. It can also be self-
study with an expert; a combination of self-paced and instructor-led. Learners can
access the program at their convenience through a website or CD-Rom, or e-mail.
Each learner can learn alone, pair up with a partner, or make up a small group and
study interactively in two-way communication lessons where feedback is also
provided. Internet resources and CD-Rom databases as well as simulation and
authoring software ideally supported content-based and ask-based instruction (Nunan,
1999).

E-Learning can either be synchronous or asynchronous. Synchronous means
that real-time communication occurs. A synchronous learning environment is one in
which students and instructors engage each other at the same time, but not necessarily

at the same location. It implies two-way communication where students and
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instructors both send and receive messages. A “discussion” is the most common kind
of two-way communication used in e-learning, either between students or students
with their instructor. Some examples include a) traditional classroom-based learning
or a face-to-face classroom b) a video-conference class, where one or more groups of
students are in individual classrooms and are taught by an instructor at a remote
location c) teleconferencing d) a telephone conversation, and €) on-line chat
programs, etc. Asynchronous describes other means of communication that does not
require real-time responses. An asynchronous learning environment is the one in
which students and instructors are engaged in “anytime-anyplace” learning. Students
do not have to be in the same room with other students or their instructor. They do not
have to engage in a learning activity at the same time. Some example of asynchronous
communications are a) an exchange of e-mail which is asynchronous two-way
communications b) threaded discussions ¢) blogs and d) on-line forums
(Rosenberg, 2001; Clem, 2002). In addition, taking a course by correspondence is a
traditional form of asynchronous learning.

Synchronous e-Learning create a student-centered, active learning environment
between students and instructors, build community. However, synchronous form has
some drawbacks comparing to an asynchronous one, which include a) Time
requirement. It requires students and instructors to be available to participate a
specified time. This would be totally inconvenience to manage if time zones is
involved such as in the west and east cost of U.S.A. b) Students with poor writing,
spelling and/or typing will have difficulty to engage because responses must me made
in real time. This may cause frustration to the participants to wait and watch while
comments are being typed slowly. c¢) Students can become embarrassed and
frustrated and refuse to participant in a live setting. They need time to prepare their
comments/answers. d) Too many participants exceed three to seven may cause
difficulty to manage them to be focused. e) The instructor/facilitator can be frustrated
as well since synchronous environment require a rapid scanning of many comments, a
fast typing.

According to concepts of synchronous and asynchronous reviewed above, this
research study will be asynchronous. Lessons will be divided into units with time-
frame for learners to complete the course module which will be closed according to
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time-frame stated. The researcher as a course facilitator can track the learners’ access
to the course module to see their progress.

The CAIl approach is perceived as an effective approach since it is a process in
which a learner uses a computer and, as a result, improves his or her language (Beatty,
2003). CAI programs will be designed in linear structure provided that learners will
be regularly asked questions. If they answer correctly, they will receive positive
reinforcement or rewards. On the contrary, if the answer is wrong, they will receive
negative reinforcement and explanation or punishment. Learners need to finish and
pass the criteria set for each lessons before they can move to the next lesson. If they
do not pass, they will have a chance to revise their lessons again at their own pace. In
addition, the contents of each lesson are presented from a simple unit to a more
complicated one (Rodpothong, 2003). This is based on Behavioral Psychology
Principles which derives from the work of Thorndike and Pavlov (Gagne, Wager,
Golas and Keller, 2005).

The underlying principle of CAIl derives from Cognitive Psychology
Principles. Cognitive Principles emphasizes on mind, memory, attitudes, motivation,
thinking process, etc. Learning is believed to result from internal mental activity
rather than from input from outside. A language learner will become proficient when
they practice, integrate and organize. The design of multimedia program is guided by
the basis of cognitive theory.

Another principle of CAl is based on Constructivist Psychology Principles. It
argues that knowledge is not received from outside but it is constructed by input and
internal language processing. Learners actively construct their knowledge being
coached by teachers, facilitators, or partners. Therefore, authentic tasks and activities
that are relevant to learners will help learning process. Furthermore, learners should
be supported with reflection, active learning, etc. (Alessi and Trollip, 2001).

According to the theories above, e-Learning or CAl, in this research study,
promotes learning and is an effective process provided that;

1) It facilitates student-centered learning or also called active learning.
Learners take on more of responsibility of learning and become more actively
involved in the learning process.

2) It facilitates anytime-anyplace learning which is of special benefit to adult



54

learners and nontraditional learner, including workplace learning.

3) It facilitates student interaction with course content.

4) It facilitates and promotes communication and collaboration.

5) It makes course administration easier.

6) It helps track students’ time on task.

7) It can reduce the cost of delivering instruction

8) It adds a worldwide dimension to courses (Waterhouse, 2005).

To understand the concept of e-Learning, it is necessary to know the meaning
of learning. Learning, as defined by Gagne (1985), is a process that leads to change in
a learner’s disposition and capabilities that can be reflected in their behavior. What
helps people learn is the process of instruction. It is possible that learning occurs
without instruction. However, an education system promotes facilitation in intentional
learning in order to help learners reach the goals that would take a longer time to learn
without instruction (incidental learning). Instruction covers a whole range of activities
such as teaching, selecting materials, managing class time, monitoring instructional
activities the teacher uses to engage the students and help them to learn. Besides, the
teacher plays a role of a content resource and a learning facilitator. Instruction will be
more effective if it is well planned or well designed to engage students in activities
which facilitate learning. The incorporation of technology in the instructional design
is an effective way to facilitate learning.

Many educators have defined Instructional Design in several aspects.
Waterhouse (2005) defines that an Instruction Design (ID) is a construct referring to
the step-by-step procedure for developing instructional materials in a consistent and
reliable method in order to facilitate learning. Another definition of Instruction Design
is that it is the systematic development of instructional specifications using learning
and instructional theory to ensure the quality of instruction. It is the entire process of
analysis of learning needs and goals and the development of a delivery system to meet
those needs. It includes the development of instructional materials and activities; and
tryout and evaluation of all instruction and learner activities
(www.umich.edu/~ed626/define.html).  In addition, the website of Instructional
Design Center quotes that Instructional Design is the process by which instruction is
improved through the analysis of learning needs and systematic development of
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materials. Instructional designers often use technology and multimedia tools to
enhance instruction. According to Crawford (2004), Instructional Design is described
as a systematic process which guides the designers to work more efficiently while
producing the instruction suitable for a range of learning environment. Gagne and
Briggs (1974) views instructional design as the incorporation of various strategies into
courseware, for example, structuring, ordering and sequencing content in particular
ways, depending on the expected learning outcome. Broderick (2001) describes a
simple concept of instructional design that;

It is the art and science of creating an instructional environment and

materials that will bring the learner from the state of not being able to

accomplish certain tasks to the state of being able to accomplish those

tasks. Instructional Design is based on theoretical and practical research

in the areas of cognition, educational psychology, and problem solving.

In conclusion, Instructional Design is defined as a technique which reveals
appropriate instructional events in a systematic process for specific learners in a given
context in an attempt to achieve needed learning outcomes. The basic common
assumptions of Instructional Design to be taken in consideration are; first, an
instructional design (ID) must be aimed at aiding the process of learning rather than
the process of teaching. Second, learning is a complex process affected by many
related variables including learner perseverance, time allotment, and quality of
instruction, aptitude and learner’s ability to learn. Third, ID models can be applied at
many levels, from a one-day class to a three-day workshop, or ID can be a single work
or a large-scale project. Fourth, ID is an interactive process which involves learners.
The design and development use learners’ feedback to revise the instruction and make
it more effective. Next, ID is a process consisting of both the simplest level and a
more complex process; a design of desired outcome, an instructional method, an
assessment, developing learning activities that involve students in authentic tasks and
designing alternative forms of practice. Finally, there is no best way to teach
everything. Different types of learning outcomes depend on different types of
instruction (Gagne, Wager, Golas, and Keller, 2005: 2-3). Therefore, Instructional
Design is situation-specific and not universal. The theories provide guidelines for
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designing and they also identify how the end product should be (Morrison, Ross, and
Kemp, 2004).

Gagne’s 9 Principles of Instructional Design has played an important role in
designing the instructional for e-Learning environment. The 9 Principles provide the
necessity conditions for learning and become the framework for the lesson plan or
steps of instruction (Corry, 1996). The 9 Events of Instruction are

1) Gaining attention

2) Informing the learners of the objectives

3) Stimulating recall of prerequisite learning

4). Present stimulus material

5) Providing a learning guidance

6) Eliciting performance

7) Providing feedback about performance correctness

8) Assessing the performance

9) Enhancing retention and transfer (Gagne, Wager, Golas, and Keller, 2005).

In this study, the researcher uses the 9 Instructional Design of Gagne as a guideline in
designing the e-Learning courseware according to its practicality and explicit concepts
which are easy to follow and it attempts to allow the learners to achieve the
competencies needed at workplace.

Hiranburana and Meksophawannagul (2005) suggest that the successful
integration of multimedia depends on the quality and appropriateness of the software
and hardware and the ability of language teachers. Teachers should be aware of some
factors including the cross-cultural differences in on-line instruction. It is necessary
that educators and designers respect learners’ cultural identity, styles, and
expectations.

Sue Fitzgerald (1999) states that to utilize CALL (Computer Assisted
Language Learning) in Self-Access Center involving evaluation of technical and
pedagogical aspects of the program; how the language and activities are presented,
how the teacher manages the program and how the students interact with the program.
A CALL software purchaser should be able to match learners with the learning aims
and capabilities of the program.

Based on research findings, CALL is strongly recommended to provide
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innovative and interactive ways of presenting materials. CALL increases positive
responses from learners and motivates them to learn. Additionally, it has been
concluded that CALL is at least as effective as other methods of teaching and can be
used as a supplement to traditional education or as a mean of self-instruction. CALL
also has several value-added advantages since it supports self-paced study. The
advantages of self-paced study comparing to face-to-face classroom are that

1) Learners can learn at their own paces in a non-threatening environment

2) Lessons can be reviewed several times comparing to the “one time only”
lectures or lessons conducted in a classroom

3) A computer-based program can be accessed regularly at learners’
convenient times when they are free and ready to learn (Rosenberg, 2001; Clem,
2002.)

4) Learners tend to build confidence because they can practice the activities as
frequently as needed with full feedback in all areas of skill development.
Additionally, their access to the lessons and activities is tracked to help them and the
company or school follows their progress. CALL and its concept of self-paced study
is a promising process to best serve English language course module for CFAs.

However, some disadvantages of e-learning are also investigated. One
disadvantage of e-learning is that learners need to have access to a computer and the
Internet as well. They must have some computer skills such as word processing,
internet browsers, and e-mail. Slow internet connections or older computers may
cause difficulty in accessing course materials. Another disadvantage of e-learning is
managing computer files and online learning software. Learners need to have good
skills in organizing computer files; otherwise, they may lose or misplace them. E-
learning requires as much time for attending class and completing assignments as any
traditional class. Learners must have self-discipline in time management to finish the
course and be highly motivated to learn on their own. Furthermore, the learners may
feel isolated from the instructor since they are not meeting face-to-face when learners
may look for assistance they may need. E-learners need to have good writing and
communication skills in order to avoid misinterpretation that might occur.

According to literature review and research findings above, this research study

will be an implementation of an asynchronous competency-based English course
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module with a communicative language teaching approach focusing on e-learning or
self-study method.

Rosenberg, Grad and Matear (2003) assessed the effectiveness of CAL in
dental education by conducting systematic review of the published literatures
comparing CAL with other teaching methods. They also stated the criteria the
published literatures had to meet. The results showed that there were significant
differences in outcome measures favoring CAL over comparison groups. However,
there were some cases which revealed no statistically differences. Participants’
opinions toward CAL were positive. They concluded that CAL is as effective as other
methods of teaching and can be used as an adjunct to traditional education or as a
means of self-instruction.

Some studies of learners’ attitudes in relation to English language learning are
worth discussed. Opinions and satisfaction of Mattayom 4-5 students in Pattani
Province toward the English Camp Activities and English learning were examined by
using an activity observation form, a questionnaire on students’ attitudes towards
learning English and a questionnaire on students’ opinions of the camp activities. The
guestionnaire was developed using a 5-point Likert rating scale. The data were
analyzed by using mean scores. The findings were that the students rated the games
and activities as highly effective. Second, the students had positive opinions toward
learning English after participating in the English camp. Third, the students were
highly satisfied with games and activities used in the English camp. Hence, the
findings of the attitudes can be a guideline in selecting appropriate activities to be used
in the English camp management and English language learning in the future (Sa-i-dee
and Sulaiman, 2008).

A research study by Phattharayuttawat (2001) entitled “The efficacy of CAl in
tutorials for medical students” also demonstrates the use of CAl and the learners’
opinions toward the course. The developed course contained both English and Thai
text, images, animation and sound effects. The video clips were not used in order to
minimize the size of the CAl course. The results of the program and the assessment of
the knowledge revealed that there was statistically significant improvement of the
learners’ scores after learning by using CAIl. This method can be useful for self-

study. The learners had positive opinions toward the course.
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Another research study on a development of a model for a computer-assisted
lesson for teaching critical reading for lower secondary school students in Bangplad,
Thailand also investigated the satisfaction of the students upon the lessons provided.
The results of using computer-assisted instruction lessons from a statistical analysis of
the pre-test and post-test data revealed that the post-test scores of learning
achievement of the samples were significantly higher than the pre-test scores at 0.05
level. A questionnaire about the samples’ opinion toward the computer-assisted
instructions pattern and lay-out was conducted using a 4-point Likert rating scale. It
was found that the samples indicated that computer-assisted lessons were interesting
and they studied the lessons with satisfaction (Boonplong, 1998).

Pothip (2006)’s research study on “The Development of Computer-assisted
Instruction Lesson for Teaching Greek and Roman Architecturaflffear Diploma
Students at Rajamangala University” revealed that his Instructional Design lessons
containing the general background knowledge of Greek and Roman religion and
culture in forms of pictures, description, Blank Completion, Multiple Choices, True or
False activities helped increase the scores of the students’ posttest at 36.44 percent
comparing to the pretest scores. The students had high satisfaction toward the course

at mean of 4.42.



CHAPTER Il
RESEARCH METHODOLOGY

3.1 Introduction

This chapter illustrates the research methodology of the study. The chapter
covers research design, population and samples, and research instruments for each
phase of the research, as well as methods of data collection and data analysis.

The main objectives of the study are first, to investigate the competencies
needed for chief flight attendants to work effectively and professionally based on
needs analysis, secondly, to develop an e-learning competency-based English course
module for chief flight attendants and thirdly, to evaluate the effectiveness of the

developed e-learning course module.

3.2 Research Design

This research study is a descriptive and experimental study. The study is
conducted in three main phases as follows:
Phase I  Conduct needs analysis to investigate the English language needs and
problems of the participants in the study. Three research instruments consisting of
interviews, guestionnaires and site observations have been utilized for triangulation
purpose.
Phase Il Translate the information obtained from the needs analysis and synthesis of
principle of ESP, competency-based, and CAl into a course module development.
Phase Ill Evaluate the effectiveness of the course module after the implementation
from both quantitative and qualitative aspects. The quantitative data are based on the
course module evaluation by the experts, the participants’ total scores of the post test,
their gain scores from the pre-test, the results os#ifechecklists and the end-of-the-
course questionnaire survey. Meanwhile, the qualitative data are drawn from the end-
of-the-course interviews with the participants and the on-line correspondents between
the participants and the researcher as well as among the participants themselves. The
framework for research design of the study is presented in Figure 3.1
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Framework for research design of e-learning competency-based English course for chief
flight attendants (adapted from Graves, 2000: 3; Sujana, 2005; Sunthornwatanasiri, 2000: 6(

Framework and Theories Phase |
- ESP, Task-based, Content-based Needs Fundamental
- Competencysased approach (CB >  Analysis > information/
- Computer-assisted Instruction < Documentar
(CAl) y research
Phase II
A 4
e-learning CB English course module for - ldentifying target group
CFAs - ldentifying competencies of
- Formulating goals and objectives of the CFAs in terms of English language
course module use
- Translating communicative needs info - Assessing communication needs
English Language competencies CFAs require to achieve key
- Translating English competencies into competencies
linguistics and other specification into CA|l
courseware

Validation of the course by experts and pilot test

A 4

Course Implementation
- CAl courseware

Phase Il

Course Evaluation

- Comparing pre-test and post-test scores
- Effect-size of t-test on means

- Attitudes toward the course

Figure 3.1: Framework for research plan of the study
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Table 3.1 illustrates the research plan and the steps taken in this study.

Phase of the study

Step to be taken

Phase |:Needs

analysis

1.1 Identify population and samples

1.2 Review related literature

1.3 Gather information about the needs / competencies
required

for CFAs by conducting a documentary research, site
observations,

preliminary interviews with staff and their management,
airlines

customers

1.4 Design a research instrument; the Interview Form A
1.5 Validate the research instrument by the experts

1.6 Collect data by a preliminary interview using Interview
Form A with 20 CFAs

1.7 Analyze the data

1.8 Design a research instrument; the Interview Form B
1.9 Validate the research instrument by the experts

1.10 Collect data by second interview using the Interview
Form B with 15 airlines stakeholders

1.11 Analyze the data

1.12 Compile and specify a validated list of competencies
Needed for CFAs at their workplace

1.13. Design a research instrument; the Questionnaire to
Investigate the CFAs’ English language needs

1.14 Validate the research instrument by the experts
1.15 Try out the questionnaire with 30 CFAs to find out
the reliability coefficient of the questionnaire

1.16 Collect data from 266 CFAs

1.17 Analyze the data

1.18 Design a research instrument; the Site Observation
1.19 Validate the research instrument by the expert

—orm

Phase II: Translating
Needs analysis to a
course module
development

2.1 Explore theoretical framework for course module
development

2.2 Map the results of need analysis process and
Sujana’s (2005) steps to find out the needed competency
2.3Construct the course module and course material

2.4 Construct the course assessment plans

2.5 Validate the course module by the experts

2.6 Adjust the course accordingly
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2.7 Conduct a pilot study (1 unit)
2.8 Readjust the course

Phase lll: Course | 3.1 Conduct the main study (3 units)

implentation and 3.2 Evaluate the effectiveness of the course using the
evaluation of the following instruments:

effectiveeness of 3.2.1 The English speaking test and scoring rubrics for
the course an e-learning competency-based.

3.2.2 The end-of-the-course evaluation form.

3.2.3 The semi-structured interviews.

3.2.4 On-line correspondents

PHASE | NEEDS ANALYSIS

Needs analysis was conducted to survey the English needs of the CFAs
currently working in international airlines as well as their stakeholders’ needs and
expectations regarding the CFAs English proficiency. Documentary researches as
well as three research instruments consisting of interviews, questionnaires, and site
observations were utilized for triangulation purposes.

1.1 Participants

The participants of the study consisted of the following groups of people:

1.1.1 The experts

Table 3.2 illustrates how the expert participants were grouped.

Experts Amount of experts

The first group: Preliminary interview
Asian and Middle East CFAs
Caucasian CFAs

Hispanic CFAs

African CFAs

Total

N
o oo,

The second group: Preliminary interview
Airlines customers

Airlines management personnel

In-flight service training personnel

Total

o1 01 O1

=
a1

The third group: Validation process
English language teacher

Experts in the field

Total

WN -
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1.1.1.1The first group of experts for preliminary interview
consisted of twenty CFAs of different nationalities (five Asians and Middle East, five
Caucasians, five Hispanics, and five Africans). This group of individuals was selected
as the key informants for the interview because they possessed information, ideas, and
insights on this particular job of chief flight attendants.

1.1.1.2 The second group of experts consisted of fifteen

individuals.

They are five airlines customers, five management personnel, and five in-flight
service training personnel. The researcher conducted the semi-structured interviews
with the CFAs as well as their management and customers in order to gather more in-
depth information.

In conclusion, fifteen experts is the minimum number according to the
appropriate numbers of participants for the interviews suggested by USAID. 15to 35
key informants are sufficient for the study if investigation will combine data collection
method, such as surveys, document content analysis, and key informant interviews
(USAID, 1996). Both groups of key informants are key, or primary, or direct
stakeholders because they are significantly affecting or affected by the organization or
the corporate (Thai Corporate Social Responsibility, 2011). By the way, these
stakeholders can be grouped alternatively. Employees, unions and suppliers can be
grouped as input-functional linkage while consumers or customers, etc. are grouped as
output-functional linkage of the organization (Linkage Model, 2012).

1.1.1.3 Thehird group ofexpertsconsisted of three experts for
validation process. They were one English language teacher with doctoral degree, and
two content specialists. The researcher invited the experts to validate the content

validity of the interview questions, questionnaire questions, and course development.

Criteria for selecting the experts
The first group: Chief flight attendants

They were chief flights attendants working for international airlines. They
were chosen based on the following criteria:

1. CFAs must perform duty on intercontinental routes.
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2. CFAs must be currently in the position of CFAs for at least three
years.
3. CFAs are multi-nationalities; Asian, Caucasian, Hispanic, and
African American
The second group:
They were 5 airline customers, 5 management personnel and 5 in-flight service
training personnel. They were chosen based on the following criteria:
1. The airline customers must fly at least three flights regardless of
destinations.
2. The management personnel must work as a management team
member in an international airline for at least three years.
3. The in-flight service training personnel must work as an in-
flight service trainer in an international airline for at least three years.
The third group: experts in validation process
They were chosen based on the following criteria:
1. English language lecturer must teach ESP speaking courses for
undergraduate or vocational students for at least five years.
2. Content specialists must have at least ten years of working
experience in in-flight service in international airlines.
1.1.2 Population and sample
1.1.2.1 Population
The population of the study was 650 chief flight attendants
working in six international airlines. These CFAs based in Bangkok, Thailand. The
number of CFAs of each airline varied mainly according to the airlines’ policy. The
factors concerned were, for example, the concept of the airlines, manpower
management, aircraft utilization, the scale of the business.
1.1.2.2 Sample
Cluster or area random sampling to obtain participants for
the needs analysis
In this study, cluster or area random sampling was employed in
which three international airlines were selected. The reason why cluster sampling,
which is the selection of groups or cluster of subjects rather than individuals, is used is
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that it is ideal when it is impractical to complete a list of the elements composing the
population (Babbie, 2001: 61). In the present study, the implementation of a simple
random sampling would be too costly in time and financial matter. From cluster
sampling, the researcher aimed to have at least 254 CFAs for the questionnaire survey.
254 is the suggested sample size (n) for the population (N) of 750 according to Krejcie
and Morgan (1970: 608-610). This sample size is relevant to the suggested sample
size (n) of 222 for the population (N) of 500 with +/- 5% sampling error, at 95%
confidence level. In addition, a sample size (n) criteria of 206 is suggested for the
population (N) of 1000 according to Yamane (1973).
The criteria for selecting sample were as follows.
1. CFAs of international airline
2. Base in Bangkok
3. 3 years experience of working
4. Non-native speakers of English
5. Both males and females
From cluster sampling, 313 participants from three International
airlines were obtained to be respondents in the questionnaire survey. After data
collecting, there were total of 266 respondents.
Voluntary basis application to obtain participants for the
course module implementation
In this present study, a voluntary basis application was
employed to obtain CFAs participants for the course module implementation. The
criteria for selecting the participants for the pilot and the main study were as follows:
1. Participants are currently working as CFAs in an
international airline which the home-base is in Bangkok, Thailand
2. Participants are able to attend the e-learning class on a
self-pace basis within the time-frame stated.
3. Participants have basic computer literacy.
From voluntary basis application, five participants from one
international airline who met the criteria were registered for the pilot study and 30
participants for the main study respectively. For confidentiality as part of research
ethics as requested by the airline, the name of the airline would not be spelled out.
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The researcher would then refer to this airline by using ‘A Air’ or ‘the airline’ if the
name needed to be mentioned.
1.2 Instruments

Needs analysis has been conducted to find out the needs of CFAs
personnel as well as opinions and expectations from their managements and customers
regarding the CFAs English competencies. To ensure the reliability, a combination of
data gathering, i.e. content analysis of related documents, interviews, questionnaire
surveys and site observations were utilized for triangulation purposes. The following
was the description of each instrument used in the needs analysis. All of the
instruments were validated by the experts and tried out before the actual use.

1.2.1 Content analysis of the competencies of CFAs and the
standards of CFAs English

Literature concerning competencies of CFAs and their English oral
communication was reviewed and analyzed. The U.S. Department of Labor has
sponsored the resources of occupations such as Occupational Information Network
(O*NET), CareerOneStop, and Occupation Outlook Handbook (OOH) providing the
information of occupation knowledge, skill requiremerg well as expected job
prospect, on the job tasks and working condition. Apart from this, the researcher
reviewed The National Training Information Service document which is a database on
vocational education and training in Australia concerning the broad concept of ability
to perform particular tasks and duties to the standard of performance expected in the
workplace. In Thailand, English Language Development Center (ELDC) developed
standard lists of competencies needed for flight attendants. The information from
those sources altogether with advertisements for aviation job supervisor on web-sites
of different airlines, and a competency model of an international airline in Bangkok,
gave the researcher ideas and concepts of CFAs jobs and was used in constructing the
Interview Form A for preliminary interview and other research instruments.

1.2.2 Preliminary Interview Form A (Appendix A)

After reviewing the literature concerning the competencies of CFAs
and the English use at their workplace, the researcher needed to acquire the overview
of what CFAs were actually doing at their jobs, for instance, their tasks, their needs,
and problems. In order to gather the data, the researcher invented a list of interview
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guestions; Preliminary Interview Form A (see Appendix A) to be used in conducting
the preliminary interviews with twenty multi-nationalities CFAs to gather the most
updated information about different airlines’ current practices. As a result, a list of
needed competencies was proposed based on the findings.

Before conducting the interviews, the researcher invited three experts
to validate the content validity of the interview questions. The experts consisted of
one English language teacher, two experts in the field of in-flight service. The three
experts were asked to evaluate each item in the Preliminary Interview Form A using
three scales (-1 means ‘the item is not appropriate’, 0 means ‘ | am not sure’, +1
means ‘the item is appropriate’) on an index of congruence (IOC). The researcher
adjusted the interview questions according to the comments from the experts and tried
out the interview questions with a few chief flight attendants to assure that the
guestions were clear and appropriate.

1.2.3 Preliminary Interview Form B (Appendix B-1, B-2)

A Preliminary Interview Form B (see Appendix B) was used to collect
data from the second group of experts, consisting of the management personnel, in-
flight service training personnel and the customers. The semi-structured interview
guestions were formulated to gather the information of how the key informants
perceived the competencies, the needs and the problems of CFAs in delivering the best
service to the customers. The Preliminary Interview Form B was validated by the three
experts using the same procedure as in validating Preliminary Interview Form A. The
instrument was approved with little adjustment on some wordings. Then a list of
needed competencies was proposed based on the findings

1.2.4 Questionnaire Form C (Appendix C)

The other instrument used in this research study was a Questionnaire
Form C (see Appendix C). It was aimed to collect information of the CFA
participants about their background, their needs in terms of lacks and wants as well as
their problems at work. The Questionnaire Form C using Likert's scales (1-5) consists
of two parts:

Part 1: Participants’ background information

The first part intends to gather basic demographic information of the
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participants about their age, gender, years of working experiences, etc. The
respondents can mark the answer that most corresponds to themselves.

Part 2: Overviews of participants’ skills and problems in using
English

The second part covers overviews of participants’ English skills, their
difficulties in using English to perform their tasks and their urgently needed
competencies at work. The respondents were asked to rate the items on a Likert’s
scale (1-5) to evaluate their competencies in English oral communication for effective
working as CFAs. The items in this part are competencies obtained from the former
interviews with the experts and site observations.

The researcher invited three experts to validate the content validity of
the questionnaire. The experts consisted of one English language teacher and two
content specialists with in-flight service working experience. The experts applied the
procedure of validating the items in the questionnaire using three scales (-1, 0, +1) on
an index of congruence (I0OC) which was the same method used in validating the
Preliminary Form A and Form B. The expert found the instrument acceptable with a
few minor comments mostly in terms of word choices for respondents’ best
understanding. The instrument was adjusted accordingly. Cronbach Alpha coefficient
was used to measure the instruments’ internal consistency reliability. As a result, the
Cronbach Alpha coefficient of the questionnaire is 0.78 which is considered
acceptable.

1.2.5 Participatory Site Observation Form (Appendix D)

Participatory Site observations have been carried out to gather
additional information for triangulation purposes. The Site Observation Form D (see
Appendix D) was used as a means to help the researcher focus on the required
competencies of CFAs and how Form D was validated by the three experts using the
same procedure the CFAs used English in handling their jobs in different situations.
The observation was conducted during ‘on ground preparation’ and ‘during flight'.
The research would take note about the tasks that CFAs performed. The experts
consisted of one English language teacher and two experts in the field of in-flight
service. The criteria for marking the performance of CFAs are from ‘A Air Standard
Manual of CFAs’ and ‘ICAO Rubrics’ that CFAs should follow. The researcher
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adapted the rubrics for CFAs speaking test from ICAO Rubrics because it had a
similar feature.
1.3 Data Collection
The steps taken for collecting data for needs analysis are as follows:
1.3.1 Conducting preliminary interviews with chief flight
attendants
First of all, literatures concerning competencies of chief flight attendants were
reviewed. Then a preliminary interview using the Interview Form A was conducted
with a group of CFA key informants which is the first group of experts to find out the
general information about their work and English language use such as their main
duties as CFAs, their difficulties in handling any situations, and their needs of English
language use, etc. During April and May, 2010, twenty CFAs of multi-nationalities
consisting of five Asians and Middle East, five Caucasians, five Hispanics, and five
Africans, from several international airlines were invited as the key informants to
participate in the semi-structured interviews using the Preliminary Interview Form A.
Mostly, the interviews took place at hotel lounges where the flight crew usually met
when checking-in or out from the hotels. The researcher approached the flight crew
and asked those who met the criteria whether they could participate. They were
interviewed in the causal conversation with predefined questibins. interview
guestions covered needed competencies in English oral communication a CFA should
acquire to perform an effective job on board. The data from preliminary interview
were used to construct a proposed list of competencies in English oral communication.
This list would be applied in the Interview Form B.
1.3.2 Conducting preliminary interviews with management
personnel, in-flight service personnel and airlines customers.
The other preliminary interview sessions conducted During April
and May 2010 were the semi-structured interviews with fifteen key informants
consisting of five management personnel, five in-flight service training personnel and
five airlines customers. The interview was on voluntary basis using Preliminary
Interview Form B. It was aimed to find out the competencies, skills, knowledge, or
personal attributions that the management personnel and customers expect a CFA to
possess. The researcher approached the participants who met the criteria and asked
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whether they would participate. Most of the informants who worked as management
personnel were Thai people working for international airlines in Thailand. Some of the
in-flight service personnel and airline customers were foreigners. The appointments
were arranged prior to the interviews as the key informants had quite busy schedules.
They were interviewed in a more formal conversation comparing to the sessions
conducted with the CFAs. As a result, a proposed list of competencies of CFAS in
English oral communication including more relevant information in terms of skills,
knowledge, and personal attributions required for an effective CFA were obtained.

The information was used to design the Questionnaire Form C.

1.3.3 Surveying with Questionnaire Form C

The next step of needs analysis was to survey the needs of English
language use of the CFAs, their lacks and their wants. A Questionnaire Form C was
the instrument in this process. During May and July 2010, two hundred and sixty six
completed questionnaires were collected from a group of three hundred and thirteen
CFAs who worked for three international airlines and based in Bangkok, Thailand.
The questionnaires were distributed via employees’ mailboxes. After completing the
guestionnaires, the respondents would put their copies in the box provided. The
researcher would collect them later.

1.3.4 Conducting site observations

During data collection of the questionnaire survey, the researcher

conducted

site observations on board the flights in order to find out the authentic English that was
actually used in CFAs jobs as well as to gather other relevant information at the actual
worksite. The researcher conducted these observations using Site Observation Form D
on nine different flights in regional and intercontinental routes. All these flights were
operated with wide body aircraft which required two CFAs to operate the flights and
the researcher herself was one of them. As video and tape recording was not
permitted, the researcher observed conversations between a CFA and customers at
their actual situations on an ongoing basis and took notes. The researcher conducted
the observation on the flights to nine different destinations; three in Asia, one in
Middle East, three in Europe and U.S.A. and two in Australia. Regarding to different
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nature of each flight, the researcher aimed to gather information concerning the

competencies and other relevant information in many aspects as much as possible.

After data collection of needs analysis, the information about the CFA
participants’ competencies and needs in terms of their lacks, their wants and their
expectations were verified. This information served as a starting point of developing
the course module which would best serve the needs of the participants in using
language at their workplace.

|.4 Data analysis

The data from needs analysis were analyzed by applying two methods; content
analysis and descriptive statistics. Content analysis was used to analyze the data from
literature review, interviews, and site observations while descriptive statistics

(frequency and mean ) was used to analyze data gathered from the questionnaires

PHASE I COURSE MODULE DEVELOPMENT

There are two main steps to be performed in this study as follows:

2.1 The process of course module design

The second phase of the research study is to develop an e-learning
competency-based course module for chief flight attendants. The objectives of the
course module derived from communicative needs obtained from needs analysis
which has undergone validation process and were translated into English language
competencies. Authentic materials were selected and compiled to accommodate with
the course lessons. Next, the course module was developed by encompassing ESP
course development, as well as competency-based and task-based approach and
computer-assisted instruction (CAIl) to a process of course module design. This
process included spelling out instructional and assessment plan as well as developing
instructional and assessment materials. The steps in developing the course module

were illustrated in Table 3.2.

2.2 The verification and evaluation of the developed course module
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2.2.1 Experts’ validation and evaluation of the course materials

After the e-learning competency-based English course module was
developed, six experts were invited to validate and evaluate the online course module.
The course module was evaluated in two different aspects applying two principal
criteria, namely instructional design quality, and online instructional quality.

Therefore, the experts would validate and evaluate the course module
against two evaluation forms (adapted from Meksophawannagul, 2010; Alessi and
Trollip, 2001; Sukamolson, 2000; Boonplong, 1998; Distance Learning Evaluation
Guide by American Council on Education, 1996 ). The first group consisting of three
experts; one English language teacher with ESP teaching experience, one in the field
of assessment, and one in-flight service content specialist would use a five-scaled
checklist called ‘The checklist for the experts to validate instructional design quality’
(see Appendix E) to evaluate the proposed course plan, sample lessons, course
materials and test items. The other group consisting of one in-flight service content
specialist and two CAI experts would use another five-scaled checklist called ‘The
checkilist for the experts to validate online instructional design quality’ (see Appendix
F) to evaluate the e-learning competency-based course module in terms of utilization
of the program. All of the course materials received > 3.50 which indicated positive
opinions of the experts before the course implementation.

After receiving the evaluation and the comments from the experts, the
researcher adjusted the materials according to their feedbacks and conducted a pilot
study.

2.2.2 A pilot study

After the verification and evaluation of the developed course, the
researcher conducted a pilot study for 1 unit before implementing the actual course.
The purpose of the pilot study was for the researcher to try out and adjust the course
wherever needed in the area of instructional plan, materials, assessment, and technical
options regarding online training. As a result, five CFAs and one experienced IT staff
of an airline who participated in this pilot study gave their feedbacks and comments in
end-of-the-course  evaluation form (see Appendix J) (adapted from
Meksophawannagul, 2010; Sukamolson, 2000; Boonplong, 1998). This evaluation
form is a checklist type using five Likert's scales rating. After the pilot study, the
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researcher adjusted the course lessons and materials and computerized format based

on the feedbacks from the tryout before actual study.

PHASE Il THE COURSE MODULE IMPLEMENTATION AND
EVALUATION
There are two steps to be executed during this phase as follows:
3.1 Implementing the course

The actual course of the e-learning competency-based English course module
for chief flight attendants was scheduled for the learners to complete the course
module in five weeks. The learner participants for course module implementation
consisted of thirty chief flight attendants of ‘A Air'. They applied for the course on a
voluntary basis. The criteria of the participants included basis computer literacy (see
1.1.2.2). The learners would access the course module via internet access. Before
taking the course module, each learner took a pretest in face-to-face environment and
was video-recorded. The instruction covered 3 unit lessons (see Appendix L). The
learners would study one unit/one week. Each unit covered 17 hours including three
hours for studying content, two hours for activities, and five hours for revision the
unit. That was altogether fifty hours of instruction. Learners could access the program
and studied unit by unit in order from unit one to unit five. As this was a self-pace
learning, learners could spend their time studying any particular unit they needed
regardless of fixed timetable. The time frame for learners to complete the course
module was five weeks. As a result, all learners would complete the course module at
slightly different time depending on their time utilization. After taking the course,
there was a posttest conducted with face-to-face basis.
3.2 Evaluating the course

After the main study, the next step is to evaluate the effectiveness of the e-
learning competency-based English course module for chief flight attendants
guantitatively and qualitatively. The course module was expected to help enhance the
participants’ level of English oral proficiency and promote competencies the CFAs
needed to perform in target situation at their workplace. A single group pretest-posttest
design was employed for its experimental aspects aiming to investigate the effects of
the course on the participants’ competencies of English language use and their
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attitudes toward the course. Instruments for course evaluation included English
oral/speaking test, the scoring rubrics for CFA English oral communication, end-of-
course evaluation, end-of-course interview, and online correspondents.

3.2.1. Instruments

Instruments for course evaluation included English oral/speaking test, the
scoring rubrics for CFA English oral communication, end-of-course evaluation, end-
of-course interview, and online correspondents. Each of them is listed as follows:

3.2.1.1 English oral/speaking test for CFAs(Appendix G)

The English oral/speaking test for CFAs was a criteria referenced
achievement test used to measure the CFA learner participants’ English oral
proficiency against the scoring rubrics of CFA English oral communication. The
English oral/speaking test was developed by the researcher based on the
competencies/tasks a CFA were to accomplish which were taught in the course
module. This oral/speaking test is a direct test type featuring bi-directional spoken
interaction between the test-taker and the interlocutor. It composes of semi-structured
task type in role play activity. The test-takers are asked to perform and make
conversations in three particular tasks. The oral/ speaking test was used as a pretest
and a posttest administered before and after implementation of the course module. To
ensure the content validity of the test, three experts validated and evaluated the test.
The same group of experts (see 11.2.1) consisting of one English language teacher
with ESP teaching experience, one in the field of assessment, and one in-flight service
content specialist validated and evaluated the English oral/speaking test items. They
had completed ‘The checklist for experts to validate the instructional design quality’
(see Appendix E). The experts found the test acceptable with some minor comments
mostly in terms of word choice. The test was adjusted accordingly before actual use.
The oral/speaking test consisting of three tasks was used as a pretest and a posttest
administered before and after implementation of the course module.

3.2.1.2 The scoring rubrics for CFA English oral communication
(Appendix H)

Information from needs analysis was utilized and analyzed to design

the
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scoring rubrics for CFA English oral communication. The scoring rubrics served as
the instrument to evaluate the test as they were used to assess the learner participants’
achievement on the English oral/speaking test. The scoring rubrics for CFA English
oral communication was adapted from ICAO (International Civil Aviation
Organization) language proficiency scale highlighting six features of language skills
as the criteria. The communication skills of learners were evaluated according to
these features; comprehension, interaction and personal attribution, vocabulary and
expression, structure, pronunciation, and fluency with five different descriptors for
each of the six criteria. The five level descriptors are defined as follows: Level 5
Proficient, Level 4 Advanced, Level 3 Intermediate, Level 2 Elementary, and
Level 1 Pre-elementary. Actually, the ICAO language proficiency scale has six
different descriptors which cover six features. However, the experts commented that
five levels descriptors would be suitable in rating. Thus, the scoring rubrics for CFA
English oral communication eventually covers five levels as mentioned. As ‘personal
attribution’ was an important component of acquiring a ‘competency’, it was agreed
among the experts and the researcher that ‘personal attribution’ was included in the
scoring rubrics as one of the criteria.2.1.3. The scoring rubrics were validated by the
same group of experts who validated and evaluated ‘The checklist for experts to

validate the instructional design (see 11.2.1).

3.2.1.3 The end-of-course evaluation form (Appendix I)
The end-of-course evaluation form was designed to review the
participants’

opinions toward the overall course module. This evaluation form use five Likert's
scale rating in which each participant would rank each item accordingly. It was
validated by three experts consisting of one English language teacher with ESP
teaching experience, one specialist in the assessment, and one in-flight service content
specialist (see 11.2.1). The end-of-course evaluation form was tried out during the
pilot study before the actual in the main study.

3.2.1.4 The end-of-course interview (Appendix J)

The end-of-course interview was conducted to as for participants’

additional comments on the effectiveness of the course module. The interview
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guestions were validated by the same three experts who validated the end-of-course
evaluation form (see Ill.2.1). It was tried out before use and some of the questions
were tried out the end of the pilot study.

3.2.1.5 The online correspondents

The online correspondents were collected during the course module
implementation from the beginning of the course until the completion of the course of
every participant. The correspondents included e-mails, facebook. The information
collected would reveal the feedbacks of the participants about the course module in
many aspects, i.e. their attitudes, their inquiries about the course materials and
activities, their comments. The data also accommodated the information obtained

from end-of-course interview and end-of-course questionnaire.

3.2.2 Data collection
Both quantitative and qualitative data were collected to evaluate the
e-learning competency-based English course module for chief flight attendants.
Quantitative data were obtained from the English oral/speaking test,
and end-of-course evaluation form while qualitative data were collected via posttest
interviews and online correspondents.

3.2.2.1. Quantitative data collection

Procedures for collecting quantitative data were as follows:

1. The English oral/speaking test consisting of three tasks was
administered twice i.e. first, before the implementation of the course as a pretest and
again after the implementation of the course as a posttest. Both tests were tape-
recorded for analysis. For reliability of the rating, the same two raters participated in
both pre- and post-test. The first rater was the ESP English teacher with at least ten
years of teaching experience and the second rater was the researcher herself.

2. The participants’ self-assessment form of confidence level
was distributed to every learner participants twice; before and after implementation of
the e-learning competency-based course module to self-assess their confidence level in
performing the tasks or competencies in English before and after completing the

course module.
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3. The end-of-course evaluation form was distributed to every
learner participants to rate his/her performance in English oral communication and
attitude after completing the e-learning competency-based English course module for
chief flight attendants. This was conducted after the posttest session.

3.2.2.2 Qualitative data collection

Qualitative data was collect via end-of-course interviews and
online correspondents for addition information of the study. The research assistant
conducted end-of-course with every learner participants after they had taken their
posttest as to allow the participants to answer the interview questions and comment on
the course freely. All of the online correspondents were collected during the period
of course module implementation.

3.2.3 Data analysis

For guantitative datat-test was used to compare the mean
scores of the pretest and the posttest, and the participants’ confidence level. Next, the
results of the gained scores of the pretest were calculated to find the effect-size. The
effect-size is a measure of the magnitude of a treatment effect. The effect-size serves
as a practical significance to indicate how remarkable the results of the experimental
study are. In general, effect-size can be measured in two ways; as the standardized
difference between two means, or as the correlation between the dependent variable
classification and the individual scores on the dependent variable. According to Cohen
(1988), the values of the effect-size are used for the interpretation in terms of the
correlation between an effect (in this study -- the e-learning competency-based English
course module for CFAs) and the dependent variable (participants’ improvements in
English oral proficiency). By the way, there are different advices regarding how to
interpret the resultant effect-size. But the most accepted opinion is that of Cohen
(1992: 155-159) where 0.2 is indicative of a small effect, 0.5 a medium and 0.8 a large
effect-size. The magnitude of the effect was expected to be at least 0.5 which can be
accepted as it indicates a medium effect size.

As for the results from the end-of-course evaluation, mean and one

sample ttest were used to analyze the data.
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For qualitative data, the information from end-of-course interviews and
online correspondents was studies and analyzed for addition insights into the study.

Lists of the research instruments used in the study are summarized in Table 3.4.

Table 3.2: Lists of research instruments

Schedule /
Instruments | Participants . Validation | Analysis
period
Purpose
Preliminary | 20 CFAs To obtain | At the By experts | Content
Interview were details and | initial and Analysis
Form A interviewed clarification | stage of the| triangulatio
from study n
CFAs about| during
their May-June,
information| 09
at work,
overall
main duty,
and their
English
needed at
workplace
Preliminary (15 key To obtain | May- By experts | Content
Interview |informant: information | June,09 and Analysis
Form B were and triangulatio
interviewed understand n
(5 managemer | the
5 training expectations
personnel, from
5 airline the
customers) managemen
t and
customers
Questionnair313 copies wel | To obtain | Aug-Nov, | By experts | Descriptiv
e distributed to | information | 09 and e
Form C CFAs at A Ail | about Crohbach’s | Statistic
participants Alpha (frequency
both their coeffiecient| , mean)
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personal (0.89)
information
and their
English
needs. For
guantitative
data use tg
develop the
course
Site CFAson9 To obtain | July-Dec,09 By experts | Content
observation | regional and | real-life and analysis
intercontinenta information triangulatio
| flights were | about how n
observed the CFAs
use their
English in
different
situations
Instructional | 3experts to To evaluate| After By experts | Descriptiv
quality validate and | the designing e
validation evaluate the | developed | the course’s Statistic
checklists sample course instructiona (mean)
lessons, materials | | materials
material, test and before
items course
implementa
-tion
Online 3 experts to | To evaluate | After By experts| Descriptive
courseware | validate and | the designing Statistic
quality evaluate the | developed | the (mean)
validation online course instructional
checklists courseware | materials materials
and before
the course
implementa-
tion
Oral/ 30 CFAs took| To measure | Before and | -By -t-test to
speaking test the test the after the experts compare
participants’ | course -Two the means
level of their raters werg of the pre-
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English
proficiency
against the
scoring
rubrics
before and
after the
course
(mainly for
guantitative
data)

used for
inter-rater
reliability

and the
post-test
-effect-size
using
Cohen’sd

The scoring
rubrics

The research
constructed
the scoring
rubrics

To use as
criteria for
assessing th
oral
performance
tests

When
grading the
petests

By experts

The
participants’
self-
assessment
form

30 CFA
learner
participants

To compare
the
participants’
self-
assessment
of their
confidence
level in
using
English
before and
after taking
the course

Before and
after taking
the course

By exerts

-t-test to
compare
the mean

End-of-
course
evaluation
form

The same

group of 30
CFA learner
participants

To measure
participants’
attitudes,
their
progress in
using
English to

At the end
of the
course

perform the

By experts

-Mean and
t-test

Descriptive
statistics

-percentage

N
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tasks
/competencie
S
Schedule /
Instruments | Participants Purpose ) Validation | Analysis
period
End-of- 30 CFA To obtain At the end | By experts| Content
course learner information of the analysis
interview participants | about the course

were interview participants’
by a research | opinions toward
assistant the course ( for
qualitative data

Online The researcher During the | By experts| Content
correspondentcollected the | To obtain course analysis
information additional implementa
from online information -tion and

correspondenisregarding the | after the
between the | course module | course

researcher and
the learner
participant

3.3 Summary

This chapter describes the research methodology of the present study. The
study consisted of two phases: course development and course
implementation/evaluation of its effectiveness. The process of course module
development started with the needs analysis which consisted of two groups of key
informants. The first group consisted of twenty multi-nationalities of chief flight
attendants while the second group was a group of fifteen key informants consisting of
five management personnel, five training personnel and five airline customers.
Voluntary basis was applied to obtain all of the respondents. First of all, documentary
research was conducted to gather overall information about the duginand the
competencies which are required for CFAs. Then the preliminary semi-structured

interviews were conducted with both groups of the key informants. Next, the results
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gained from the documentary review and from the interviews were mapped to
construct the list of needed competencies for CFA at workplaBased on the
findings of needed competencies, Questionnaire Form C was designed. The
population of the study consisted of 650 chief flight attendants working for
international airlines and based in Bangkok. Cluster sampling and voluntary basis
application were used to obtain sample groups of needs analysis stage and actual
course implementation stage respectively. The questionnaires were distributed to a
sample group of three hundred and thirteen CFAs to find out the CFAS’ needs in terms
of lacks and wants. The total respondents were two hundred and sixty six. Thirty
CFAs patrticipated as a sample group for the actual course implementation. Then,
course module and instructional materials were constructed based on the analysis of
the needs and were validated and evaluated by the experts before implementing a pilot
study. Later, a pilot study was conducted for one unit in order to try out the course
and materials with a group of five CFAs.

The second phase was course module implementation and evaluation of its
effectiveness. Thirty CFAs at ‘A Air’ were the learner participants of this
research study. A single group pretest-posttest design was used to measure the
participants’ English oral communication regarding to the competencies required and
their attitudes toward the course module.

To answer the first research question “What are the needs of English used by
chief flight attendants?”, four main research instruments i.e. a review of related
literature, interviews, questionnaires, and site observations were employed to conduct
the needs analysis.

To answer the second research question “How can an e-learning competency-
based English course module be developed to enhance English ability of chief flight
attendants?”, the lesson plans for course materials for the course module were
developed based on information obtained from the needs analysis and computer-
assisted instruction. The course module instructional materials were validated by six
experts both in instructional quality and online courseware quality. One unit sample
was tried out with five CFA learner participants. The course module was then adjusted
according to the experts’ comments and the feedbacks from the participants from the
pilot study.
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To answer the third research question “Will the e-learning competency-based
English course module be effective? and the fourth research question “ what are the
attitudes of chief flight attendant toward the e-learning competency-based English
course module?” the instruments used to measure the effectiveness of the course as
well as the attitude toward the course module are as follows: the English oral/speaking
test including the scoring rubrics for CFA English oral communication proficiency,
the self-checklists, the end-of-course evaluation form, the semi-structured interviews,
and the online correspondents.

The research results and findings for each research question are presented in

details in Chapter IV.
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CHAPTER IV
RESEARCH FINDINGS

4.1 Introduction

The objectives of this study are to develop an e-learning competency-based
English course module for chief flight attendants and to implement in an online
classroom environment in order to customize the learners with their particular needs in
English language use in their working conditions. Therefore, this chapter presents the
findings from the study in such a way as to answer the research questions as follows:

Part | reports the results of the needs analysis. This part responds to research
guestion 1: What are the needs of English language use by chief flight attendants?

Part Il reports the process in translating data from the needs analysis to a
course module development and a validation of the course through experts and pilot
study. This procedure responds to research question 2: How should an
e-learning competency-based English course module be developed to enhance English
ability of chief flight attendants?

Part Il reports the results of the effectiveness of the course after the
implementation from both quantitative and qualitative aspects. The quantitative data
derived from the course material evaluation by the experts, the learners’ total scores of
the post-test, their gain scores from the pre-test, the results of the self-checklist and the
end-of-the-course questionnaire, while the qualitative data derived from the learners
and course facilitator, online correspondents during course module implementation
and the end-of-the-course interviews with the learners are presented. All of the
findings respond to research question 3 : Will the e-learning competency-based
English course module be effective? The findings also respond to research question 4:
What are the attitudes of chief flight attendants toward the e-learning competency-
based English course module?

4.2 Part I: The results of the needs analysis

4.2.1 Reliminary interview with chief flight attendants
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During April and May 2010, twenty CFAs of multi-nationalities
consisting of five Asians and Middle East, five Caucasians, five Hispanics, and five
Africans, from several international airlines were invited as the key informants to
participate in the semi-structured interviews using the Preliminary Interview Form A
with predefined questions. The key informants’ basic demographic information are

presented in Table 4.1

Table 4.1
Demographic information of CFAs key informants interviews

(N=20) # % # %
Home country Gender
Thailand 1 Male 12 60
Korea 2 Female 8 40
Japan 1
Jordan 1
Asia & M.East 5 2D Age
U.S.A. 2 26-35 2 10
Canada 1 7 35
Germany 1 36-45 8 40
France 1 46-55 3 15
Caucasian 5 25 55 up
Mexico 2
Argentina 2 Total yrs of
South Africa 1 working 3 15
Hispanic 5 6-10 4 20
South Africa 2 25 7 35
France 1 11-15 3 15
Ilvory Coast 2 16-20 3 15
African 5 25 21-25

26-30
Total 20 100

From Table 4.1, it showed that most of the CFAs who patrticipated in the interview

aged between 46-55 years old (40%) and most of them have been working in airline
business for twenty years (35%). The information collected from the interviewees was
recorded, transcribed and analyzed qualitatively according to the main interview

guestions. Their comments are demonstrated in Table 4.2.
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_ _ Samples
Interview question Answer (n=20) %
1.What are the main - Take care of passengers’ well- 20 100
duty of a CFA? .
being
- Supervise cabin crew to 17 85
maintain safety and service
standard
- Perform duty free sale 12 60
- Conduct service plan 14 70
according to routes and flight
time 20 100
- Ensure cabin safety and
emergency equipment readingss 20 100
- Response to passengers’
complaints and compliments 17 85
- Handle irregularity i.e. sick
passengers, unruly passengers 15 75
- Promote airlines’ campaign
and new product 15 75
- Take care of VIP,
CIP(Commercial important
person)
- Report irregular incident 15 75
malfunction of equipment to
department concerned
2.Do you have any - Yes. 17 85
difficulty handling any
- No. 3 15
particular duties /tasks?
3. Please name the - Ability to explain rules and 15 75

competencies a CFA
needs to posses to help

regulations for passengers to

comply with
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him/her work - Ability to work with positive 20 100
offectivel attitude towards job and
y passengers
- Ability to communicate with 15 75
good language skill
- Ability to familiarize and 9 45
customize cultural differences
- Ability to solve problems 17 85
- Ability to work professionally 12 60
with service etiquette, service-
mind
- Ability to anticipate the 9 45
situations, know what to expect
for each scenario
- Ability to work under pressure 10 50
- Have sense of humor 12 60
- Ability to make decision in 14 70
emergency situation
- Ability to give information 10 50
about route, weather, flight,
product of the airline and
general enquiries
4. Does the management Yes 20 100
provide any training
course for the staff?
If yes, what kind of
course was offered? - Language ! 35
- Customer service 13 65
- Emergency and First Aid 20 100
- Meditation 3 15
5. Do you think English| -Yes 20 100

is important to your

career?
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6. Does the management Yes 9 45

provide any English - No 11 55

language training

course?

7. What type of English| - Pronunciation 7 35

course should be offered Communication 10 50

to CFAs? - Writing 5 25
- Toast Master 5 25
- English for work 11 55
- Face-to-face 5 25
- Online 15 75

8. What do you think | - Good English 5 25

about the management| - Job experience 25

criteria in promoting - Both 10 50

staff?

9. What are the - Staff can solve problems on 6 30

management’s board well if their English is

expectation in terms of | good 10 50

English oral ability/ - Staff need good English and

competencies/tasks also need to be professional 4 20

required, and other - Staff need to deliver service

appropriate behavioral | with nice manner, service-mind,

indicator? and smile

10. What do you plan ta - Learn more English 12 60

do to achieve your career Take more training courses 8 40

advancement? - Study more job knowledge 45
- Comply with the company’s 20

policy

From Table 4.2, 100% of sampled CFAs indicated that their main duties on

board are taking care of passengers’ well-being, conduct service plan according to
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routes and flight time, and ensure cabin safety and emergency equipment readiness.
85% of the samples emphasize their duties on supervising cabin crew to maintain

safety and service standard, and responding to compliments and complaints. While

75% of the CFA key informants included reporting irregular incidents and malfunction

of the equipment, taking care of VIP customers, handling sick passengers and unruly
passengers as their main duties.

When asked if they have encountered any difficulties handling those duties,
85% of the sampled CFAs agreed while 15% revealed that they did not have any
difficulties handling their job. Some of the problems included a limitation of stock
supply, facilities impairment, food quality, language barrier, time constraint, cultural
aspect, staff and passenger attitudes, individual differences.

Regarding competencies they need to acquire to help them perform their duties
effectively, 100% of the CFAs key informants pointed out that the competency they
need the most was the ability to work with positive attitude towards their jobs and
passengers. The percentages of sampled CFAs who needed to acquire the competency
of solving problems were 85%. It is indicated 75% of the CFAs needed the
competency of explaining rules and regulations for passengers to comply with, as well
as the competency of having good language skill. 60% of the sampled CFAs regarded
the ability of having sense of humor as their needed competency at work.

In term of management’s support of training course at workplace, 100% of the
key informants were provided supplemental training courses at their workplace. It
was remarkable that all of the airlines realized the importance of personnel training in
order to maintain their best quality service as well as staff development. The training
courses included a compulsory course of emergency and first aid to promote crew’
core competency. Apart from this, language and human resource development courses
were provided.

When asked about the importance of English, 100% of the key informants have
the same opinion that English was important to their career. The English course that
they thought would serve their needs the most were English for work (55%) and
English for communication (50%) respectively. About the mode of course delivery
they would prefer to attend, 75% of the sampled CFAs preferred to study an online
course while 25% agreed on a face-to-face basis English course.
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Approximately 50% of the sampled CFAs thought that the management
expected a CFA to have not only good command of English but also to perform
his/her duty as a professional i.e. to deliver service with good manner and smile, to
serve with service mind, to have appropriate service etiquette.

When asked about what they planned to do for their career advancement, 60%
of the sampled CFAs stated that they would attend more English course, 45% said
they would study more job knowledge, and 40% would take more training courses.
While 20% of the sampled CFAs said they would try to comply with company’s
policy.

All of the above information obtained from the CFA key informant gave us the
ideas of what the CFAs are actually performing at their workplace, their current
situation, English language use, and their career achievement. Next, the data analysis

from the interviews with the management and customers will be reported.

4.2.2 Preliminary interviews with management and customers

The preliminary interviews with management and customers were conducted
to gather their overall expectations toward the CFAs’ performance as the frontline
staff. The information would give clearer ideas of how the management and/or
customers viewed the job of the CFAs and also their expectations of CFAs to be able
to perform the competencies/tasks required. Each interview with the management took
approximately 15-20 minutes. The researcher conducted the interviews with ten
management personnel; 6 males and 4 females, who work for different airlines in
Bangkok, Thailand.All of them have at least twenty years of working experience in

airline industry. Their opinions are illustrated in Table 4.3.
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Samples
Interview question Answer (n=10) %
1.1s English communication-Yes 10 100
important for CFAS’ job?
2.What are the most - Can manage and monitor the 10 100
Necessary tasks/ appropriate in-flight service
competencies CFAs according to number of
should be able to perform | passengers and routes
in English in their job? - Can handle complaints and 10 100
compliments effectively
- Can represent as a sale perspn 8 80
of the company
- Have excellent communicatign 10 100
skill with  passengers and
function concerned
- Can take action and coordingte 8 80
in case of sick passengers
- Can solve dynamic problem 10 100
professionally
- Can use emergency and first 10 100
aid equipment promptly
- Can supervise and maintain 6 60
cabin cleanliness
- Have good interpersonal 7 70
relationship
- Can work as a team and be g 8 80
good team leader
3. For CFAs to achieve - Can communicate in fluent 8 80

successful job performanc
what is usually the

2English to manage all differen

situations
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management expectation in- Can familiarize themselves 9 90
terms of English proficiencywith different cultures
and other important - Have service-mind, deliver 10 100
competencies? service with smile, attentive
enthusiastic, friendly, lively
punctual, sympathetic, maintain
positive attitudes toward
passengers and jobs
4. Are there any English | - Yes 60
courses provided for CFAY - No 4 40
by the company to enhance
staff” English proficiency?
What kind of such English | - Public Announcement 10 100
courses are provided for | - General English 7 70
staff?
Should there be an English
course to enhance staff’ | - Yes 10 100
English proficiency?
5. What kind of English - General English 30
courses should be provided- Specific English 40
for CFAs? - Both 30
5.1 Content - Related vocabulary 10 100
- Useful phrases for different 10 100
situations
- Pronunciation 7 70
- Grammar 5 50
- Report writing 5 50
5.2 Teaching method - Regular class 3 30
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- Online 4 40
- Both 3 30
5.3 Assessment method | - Presentation 4 40
-Simulation/Role play 9 90
- Examination 10 100
- Performance-based 6 60

From Table 4.3 the competencies/tasks that all the management personnel
(100%) expected CFAs to perform well in English language were handling
complaints, solving problems, communicating with good language skill.

According to the preliminary interview with the management, their response
remarkably supported the important role of English momication for CFAs. They

all agreed that English proficiency was an outstanding component to help the CFAs
achieve their competencies at workplace. One of the management respondents
revealed,

M1 “English is the instrument to bridge the gap between people of different

nationalities, not only between the crew and the passengers, but also among

the passengers themselves.”
All of the expert management personnel agreed that English was used as a media to
communicate in in-flight service and ground service. Foreign staff at line stations,
foreign colleagues, and hotel staff used English as a means of international language.
One of the respondents said,

M2 “ Besides, English is used in documentary related to the airline service,
such as emergency checklists, emergency procedure, flight operation manual, aircraft
maintenance manual, etc. are published in English. To know English is to open your
eyes to the world. Without good English, communication with the other people in the
industry is impossible.”

Moreover the in-flight service is delivered to multi-nationalities passengers. It is
remarkable that the menu, drink lists, the immigration and customs form, in-flight
service form, notice-to-passenger form, etc. are all published in English. Another

comment from the respondent was that,
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M3 “CFAs need to understand the menu and the ingredients, cooking terms,
and drinks. These are written in English. They must be able to explain to the
passengers how the food is cooked as well as the ingredients. Some of our passengers
may not familiarize with these terms. It is CFAs’ duty to know the products and
promote it to the passengers.”

Apart from these tasks, the other competency a CFA was expected to have was,
notably, positive attitudes or personal attributions or personalities of CFAs, along with
their performance. These are some comments from the management personnel,

M4 “The other competency or quality a CFA needs is to be able to conduct a
conversation with a passenger in a pleasant manner.”

M5 “A CFA needs to represent as an effective front line staff of the airline and
convince the passengers to come back again.”

M6 “They must be able to help passengers and assist a nurse or a doctor in
case of sick passenger on board.”

M7 “They need to have positive attitude toward their job and passengers, are
willing to help, friendly, flexible, have warm personality.”

M8 “What a CFA needs to know is not only their job knowledge, but also they
need good communication skill, social etiquette, and be aware of cultural differences
to support them to work effectively”

Regarding English course provided to CFAs, the management remarkably,
agreed that training was necessary to enhance the staff proficiency. They suggested
that the course content should include job-related vocabulary and useful phrases for
different situations as well as pronunciation. For the assessment, the management
personnehad a trend toward both traditional method of exaion and a simulation
or role play task.

In addition, a preliminary interview was also conducted with five airline
customers both Thai and foreign nationalities. The information gathered demonstrated
how the customers viewed the CFAs and their expectation. The customer respondents
included three males and two females. Their age ranged between 28 and 65 years old.
The total number of their journeys was fourteen flights in the last six months.

According to Question 2:What is your airline preference? The answers were
presented in Table 4.4
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Table 4.4 Customers’ airline preference

Airlines Number %
Asia and Middle East 10 37
Africa 2 7.5
Europe 7 26
North America 5 18.5
South America 3 11
Total 27 100

Five customer respondents chose the airlines from Asia and Middle East as
their first choice (37%) while the ones from Europe and North America were chosen
as second and third favorite airlines accordingly.

As for Question 3: What are the main factors that effect your airline selection?
The customers gave their opinions as shown in Table 4.5

Table 4.5 The main factors effecting airline selection.

“Air 1 hardly delays. 90% of the flights are on time. The foods are excellent. They
offer three choices in tourist class.”
C 1 from Singapore
“The crew are effective and friendly. They always smile and are attentive to your
needs. The aircrafts are new and clean.
C 2 from London
“The crew are professional. You feel you are important guest and are welcpme.
In Business class, you are given an amenity kit and welcome drink.
C 3 from New York
“On my trip from Bombay, the travel agent wrongly ordered a vegetarian meal
for me. The flight was full. The hostess was very nice and she gave me ordinary meal
without argument.
C 4 from Bombay
“The crew are very strict with safety regulations. They can assure the flight
safety. They can also deliver service with nice manner and etiquette.
C 5 from Bangkok
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The customers also agreed that English proficiency plays an important role in
CFA job because it helps CFAs to perform their job tasks. The English knowledge
requirements for CFAs included knowledge of structure and content of the English,
meaning and spelling of words, and grammar.

When asked about problems they had encountered during flights and how
effectively CFAs solved the problems, some customers gave examples as shown in
Table 4.6

Table 4.6 The problem customers encountered during flight.

Evidences Competency needed
Effectively
A passenger complained about {7 apologize, attentive, active listening
shortage of meal choice service-mind
A passenger blocked the exit I ability to explain regulatioand direct
with his luggage passenger to follow
Usage of mobile phone during 1 ability to explain rules and
taxiing regulations, strategies to promote
effective security

In conclusion, the customers recommended that CFAs should have the competencies
of having strategies to promote effective security operation, having knowledge of
principle for providing customer personal service. Besides, they should be able to
assess customer needs as well.

According to the preliminary interview with the chief flight attendants, the
management personnel and customers, there were some remarkable competencies
those key informants proposed as follows: 1) able to interact and maintain a pleasant
conversation 2) able to respond to any enquiries about airline services and products
3) able to reassure passenger comfort 4) be friendly and ready to offer assistance

5) able to act as a host checking quality of the products and services
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Step 1 Comparing and matching the duties/tasks needed by CFAs from the

interviews with the CFAs with the duties/tasks needed from the interviews with the

management and the customers

Table 4.7 Comparing the duties/tasks needed by CFAs from the interviews with the

CFAs and with the management and the customers

Most listed CFA duties/tasks by CFAs

Most listed CFA duties /tasks by the

management

1.Take care of passengers’ well-being*?
2. Respond to compliments and
complaints ***

3. Ensure cabin safety and emergency
equipment readiness **

4. Supervise cabin crew to maintain saf
and service standard **

5.Handle irregularity and SAP (special
attention passengers i.e., sick passenge
difficult passengers**

6. Promote airline’s campaigns and new
products **

7. Take care of VIP, CIP (commercial
important persons)

8. Explain rules and regulations for
passengers to comply with **

9. Have positive attitudes toward job an
passengers **

10. Solve problems effectively **

11. Conduct an appropriate service plar
according to routes and flight time **

12. Perform duty free sales

1.Manage and monitor the appropriate
flight service according to number of
passengers and routes **

2.Handle complaints and compliments

effectively ***

**

4. Able to use emergency and first aid
2rsguipment promptly ***
5. Represent as a sales person of the

company **

sick passengers**
7.Work as a team and be a good team
leader

d9. Solve dynamic problem professiona
*%*

10. Supervise and maintain cabin
cleanliness

11. Communicate in English fluently to

manage all different situations **

B, Have excellent communication skillg

6. Take action and coordinate in case

8. Have good interpersonal relationshiy

n-

ly
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13. Communicate with good English
language skills **

14. Work professionally with service
etiquette, service-mind ***

15. Familiarize and customize cultural
differences **

16. Anticipate the situations well

17. Give information about routes, servi
weather, special requests **

18. Able to work under pressure

19. Have a sense of humor

20.Make a decision in emergency situat
21.Report irregular incidents, malfunctig
of equipment to department concerned
22. Be alert at all time **

23. Check passengers’ feedbacks ***

13. Monitor cabin safety and security
throughout the flight **
14. Have service-mind ***
15. Maintain positive attitudes toward
passengers and jobs **
16. Perform duty with smile
cé/. Be friendly and lively
18.Check passengers’ feedbacks***
19. Perform cabin walk-around often
20. Exercise rules and regulations of th
idiight operation whenever needed
r21. Supervise and maintain a pleasant
atmosphere of the cabin
22. Can read and understand the
company’s document, flight manual
23.Take action and coordinate in case
difficult passengers**
24. Explain fight rules and regulations
and give a command in case of flight
safety and security**
25. Assess passengers’ needs
26. Assure passenger comfort**
27. Respond to passengers’ needs ang
complaints ***
28. Monitor cabin staff to maintain
service and safety standard **
29. Be ready to offer assistance
30. Can fix minor problems concerning
seat, toilet,

31.Check passengers’ feedbacks***

12. Familiarize with different cultures *7

e

of

)
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32. Have warm personality

33. Have service-mind***

34.Be cautious

35. Be attentive and alert to calls **
36. Be willing to serve regardless of races

and ticket classes

*** These competencies/tasks are listed by the three groups of the key informants.
**  These competencies/tasks are listed by the two groups of the key informants.
From the above figure, the CFA, the management personnel and the customer key
informants share some ideas in fifteen duties/tasks needed by CFAs to work
effectively as follows:
1. Ensure cabin safety and emergency equipment readiness
Monitor cabin safety and security throughout the flight
Able to use emergency and first aid equipment promptly ***
2. Respond to compliments and complaints ***
Handle compliments and complaints effectively
Respond to passengers’ needs and complaints
3. Work professionally with service etiquette, service-mind***
Have service-mind
4. Check passengers’ feedbacks ***
5. Take care of passengers’ well-being
Assure passengers’ comfort
6. Solve problems effectively
Solve dynamic problem professionally
7. Monitor cabin staff to maintain service and safety standard
Supervise cabin crew to maintain safety and service standard
8. Handle irregularity and SAP (special attention passengers i.e., sick
passengers, difficult passengers
Take action and coordinate in case of sick passengers / Take action and
coordinate in case of difficult passengers
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9. Promote airline’s campaign and new products / Represent as a sale person
of the company
Give information about routes, service, weather, special requests
10.Explain rules and regulations for passengers to comply with
Explain flight rules and regulations and give a command in case of flight
safety and security
11. Have positive attitudes toward job and passengers
Maintain positive attitudes toward passengers and jobs
12. Conduct appropriate service plan according to routes and flight time
Manage and monitor the appropriate in-flight service according to number
of passengers and routes
13. Communicate with good English language skills
Communicate in English fluently to manage all different situations with
good communication skills
14. Familiarize and customize with cultural differences
Familiarize with different cultures
15. Be alert at all time
Attentive and alert to passengers’ calls
At this stage, the results from the matching of the interviews with the three
group key informants provided major fifteen duties/tasks of the CFA job and also
tasks that made up the duties which are called ‘the tentative list of needed duties/tasks
for CFAs’. In addition, the results also revealed the CFA behavior indicators or
personal traits or personal attributions which were the other important component of a
competency, such as ‘be alert, attentive, have service-mind’
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Step 2

The next step was the mapping of ‘the tentative listed of needed duties/tasks

Mapping of ‘the tentative listed of needed duties/tasks for CFAS'.

for CFAs’ with the two models to define the competencies needed for a CFA. These
two models were a competency model of an international airline (“A Air’
Competency Model, 2009) and the ELDC (English Language Department Center)
Standard of English for Occupations (ELDC, 2006).

Table 4.8 The mapping of ‘the tentative list of duties/tasks for CFAs’ with a

competency model of ‘A Air' and ELDC Standard of English for Occupation

Duties/tasks ‘A Air’ ELDC Standard

from the Competency of

Interviews Model English for
Occupation

1Ensure and Safety 1, 2 | Safety Standard 1; 1.1

monitor cabin | 3,6, 8,9 1.Utilize Using listening

safety and emergency skills at an

security equipments intermediate level

2.Handle 3,5,6,7,9 | 2.Check and

complaints and maintain

Compliments emergency

3.Work 3,4,5,6,7, | equipment Standard

professionally | 9 readiness 1.1,1.2,

with service- Service 2.1 Standard 1; 1.2

mind, service 1.Utilize service Using reading

etiquette equipments skills at an

4.Check 3,4,5,7,9 intermediate level

passengers’

feedbacks

5.Assure 3,4,5,7,9 2.Check and

passengers’ maintain service

comfort / well- equipment
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readiness

3.Study bulletins,
service and safety
manuals, work-
related documents
and follow the

company’s policy

being

6.Solve dynamig Safety 1, 2 3,
problems 6,7,9
7.Supervise Safety 1, 2
cabin crewto | Service 1, 2
maintain safety | 3, 5, 6,7, 9
and service

standards

8.Handle Safety 1, 2
irregularities 3,5,6,7,9
unanticipated

situations

9.Representas a3, 7,9

sale

person/promote

campaign,

company

products, service

1%

4.Conducting
service plan
according to
number of
passengers and
flight time
‘A Air’
Competency
Model

Standard
1.1, 1.2,
2.1

Standard 2; 2.1
Using

spoken English at
an intermediate

level

ELDC Standard ot
English for

Occupation

10.Explain rules| Safety 1, 2 | 5.Supervise and | Standard
and regulations | 3,5, 6, 7,9 | maintain a pleasantl-1. 2.1,
and give cabin appearance| 3 4
command in and cleanliness

case of safety

and emergency

situations

11.Maintain Safety 1, 2 | 6.Make decisions | Standard
positive attitudes Servicel,2,34 and solve dynami¢ 1.1, 1.2,

Standard 3 Using
an appropriate
language variety
and register
according to
audience,
purposes, setting

and culture
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toward 56,7,9 problem 2.1,3,4
passengers
12.Manage and| Service 1, 2
monitor 3,4,5,7,9 | 7.Conduct fluent | Standard
appropriate and appropriate | 1.1, 2.1,
_ ' _ Standard 4
service plan conversation with | 3, 4 _
_ Understanding and
according to passengers and _
_ using nonverbal
passengers and foreign staff o
communication
routes
. appropriate to
13.Communicate3, 5, 6, 7, _

) audience, purpose,
fluently with 8,9 ' 4 cul
good English 8. Cooperate with | Standard setting, and culturg
language and different 1.1,1.2,
good departments 2.1,
communication concerned before,| 3, 4
skills during and after
14.Familiarize | 3, 4, 5, 6, 7, §,the flight operation
and customize |9
with cultural

. 9.Respond to Standard
differences
enquiries and give 1.1, 2.1,
15.Be alert and | Safety 1, 2
. i information about | 3, 4
attentive Servicel, 2
airline products,
3,4,5,6,7,8,
9 services, special
promotions

Step 3 Defining the competencies needed for CFAs

The semi-structured interviews / consultation were conducted with three
experts (one English language teacher with ESP teaching experience, one management
personal, and one expert in the field) at different times due to their tight schedule to

define the competencies needed for CFAs.
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The three experts were asked to validate the proposed list of needed
competencies for CFAs. The mapping chart was shown to the experts to support them
in making a list of competencies needed. The second column in the mapping chart
showed the competencies which each duties/tasks or sub-competencies could be the
component of. The fourth column showed the relationship between each of the
competencies of ‘A Air’ and the standard of English for occupation of flight attendants
developed by ELDC, Thailand. All three experts yielded 100% agreement on four
core competencies. They are listed as follows:

Competency no 3. Study bulletins, service and safety manuals, work-related and

company documents and follow the company’s policy

Competency no 6: Make decisions and solve dynamic problems

Competency no 7: Conduct fluent and appropriate conversation with passengers and
foreign staff

Competency no 9: Respond to enquiries and give information about airline products,

services and special promotions

As to the competency no 6: make decisions and solve dynamic problems, all
three of the experts commented that in the real scenario the problems on board mainly
were grouped into two categories; the problems related to passengers or related to
technical problems. In terms of the problems concerning passengers, the cases would
include SAP (special attention passengers) such as passengers with health problems,
passengers with behavior problems, as well as passengers who needed to make
complaints. Another kind of problem was caused by technical problems. As a result,
four competencies related to solving dynamic problems were added to the list.

Another competency all three experts agreed to add in the core competency list for
CFAs was the ability of familiarization with cultural differences and cross cultural
communication due to its impact on the job of CFAs in terms of interaction among the
staff and passengers in international context. After the semi-structured interviews
/consultations, the validated list of core competencies of CFAs was finalized. They
are listed as follow:

Competency no 1. Study bulletins, service and safety manuals, work-related and

company documents and follow the company’s policy
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Competency no 2: Conduct fluent and appropriate conversation with passengers and
foreign staff
Competency no 3: Respond to enquiries and give information about airline products,
services and special promotions
Competency no 4: Handle passengers’ complaints
Competency no 5: Handle passengers’ health problems
Competency no 6: Deal with difficult / unruly passengers
Competency no 7: Handle unanticipated technical and emergency situations
Competency no 8: Familiarize with cultural differences and cross cultural
communication

The validated list of the core competencies was then included in the
guestionnaire survey of the needs /expectations of the CFAs to examine the needed
competencies to be included in their ESP course. The result of the survey has
disclosed the needed competencies to be used as the learning objectives for the e-
Learning course module for CFAs.

4.2.4 Questionnaire survey

The questionnaire survey was conducted to survey the needs of English
language use of CFAs. The participants are 313 Thai CFAs working for three
international airlines in Bangkok, Thailand. The total of 266 sample respondents
completed the questionnaires which is approximately 85% of the whole participants.
1. General information The results of the participants’ background information are
presented as follows:

Table 4.9 Demographic Data

Gender Sample Percent Valid Cumulative
Percent  Percent
Female 126 47.4% 47.4% 47.4%
Male 140 52.6% 52.6% 100%
Total 266 100% 100%
Age
31-30 30 11.3% 11.3% 11.3%
36-40 15 5.6% 5.6% 16.9%
41-45 35 13.2% 13.2% 30.1%
46-50 50 18.8% 18.8% 48.9%
51-55 94 35.3% 35.3% 84.2%
56-60 42 15.8% 15.8% 100%

Total 266 100% 100%




107

Educational level

Below Bachelor 10 3.8% 3.8% 3.8%

Bachelor Degree 241 90.6% 90.6% 94.4%
Master Degree 12 4.5% 4.5% 98.9%
Others 3 1.1% 1.1% 100%

Total 266 100% 100%

Years of current position

1-5 Yrs. 75 15.4% 15.4% 15.4%
6-10 Yrs. 60 22.6% 22.6% 38.0%
11-15 Yrs. 97 36.4% 36.4% 74.4%
More than 15 Yrs. 34 25.6% 25.6% 100%
Total 266 100% 100%

Currently attending any
English courses

Yes 90 33.8% 33.8% 33.8%
No 166 66.2% 66.2% 100%
Total 266 100% 100%

Any English courses
attended after promoted a

CFA

Yes 30 88.7% 88.7% 88.7%
No 236 11.3% 11.3% 100%
Total 266 100% 100%

The 266 respondents consist of 140 males (%8%)126 female (47%).
The average age of the CFAs is 44 years old and average years of working in current
position is 12 years. 241 CFAs (90%) hold Bachelor De@4g and 15 person§%

graduated with higher degree, and 10 persons ( 4%d)diploma.

The rating scales are as follows.

5.51-5.00 = Strongly agree
3.51-450 = Agree
2.51-3.50 = Moderate
1.51-2.50 = Disagree

1.00-1.50 = Not agree
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2. Overview of skills needed and difficulties in using English

2.1 Language skills needed

Listenin
& Speaking Reading
Writing

Language skills

Figure 4.1: Mean of skills needs for CFAs

From figure 4.1, CFAs frequently use speaking skill followed by listening,

writing and reading skill. 233 perso@!) use very ofter29 persongllv) often use,

14pesons5y sometime use. On average, all four English skillsnaeded.

2.2 Difficulties in using English

Listening Speaking Reading Writing

Language skills

Figure 4.2: Mean of difficulties of Language use
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From figure 4.2, CFAs showed that writing and speaking skill are more
difficult than reading and listening skill. The most difficult skill is writing, followed
by speaking and reading. Their difficulties in speaking and reading are in moderate

degree. Listening skill is claimed to be the least difficult. 42 pergbtéf®% have
difficulty in speaking very often. 67 persaf$% often feel difficult in speaking, 134

persons (50%) sometimes feel difficult, 15 persons (5%) rarely feel difficulty, and 5
persons (2%) do not feel that speaking is difficult.

Part 2 of the questionnaire asks the participants to consider their current level
of English language proficiency and their necessity of English language training in
performing the competencies of work. The participants would rate their English
proficiency and necessity of training on a Likert scale. The findings are demonstrated

in Figure 3.

Table 4.10: The participants’ English proficiency in performing these
competencies / tasks at work

Competencies Mean S.D.

1. Explain bulleting, manuals, and other work related 3.90 0.4
documentary and follow the company policy
2. Conduct fluent and appropriate general conversations/ 3.66 0.47
daily talks to passengers and foreign staff
3. Respond to general enquiries and giving informationy  3.36 0.49
about airline products, receives and special promotion

4. Handle passengers complaints 3.26 0.44
5. Handle passenger health problems 3.13 0.34
6. Deal with difficult /unruly passengers 3.16 0.46
7. Handle unanticipated and emergency situation 3.40 0.49
8. Familiarize with cultural differences and cross cultural 3.90 0.40

communication

Based on the participants’ grading their English proficiency in performing the

competencies at work from the highest'®m very good at doing this 4 (I'm quite
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good at doing this), @ m OK at doing thig 2 d'm not good at doing thijsandl (I'm

not good at all doing this), they rated their proficiency in performing these
competencies between “moderate” and “ I'm quite good at doing this” (3rh8an

<3.90). Handling passengers’ health problem was ¢meedt mean -3.13), and
dealing with difficult/unruly passengergmean- 3.16), and handling passengers
conplaints mean =3.26) are the second and the third lowest, respigtivThe

participants rated their proficiency in performing the competency “Explain bulletins,
manuals and other work related documentary and follow the company policy” as the

highestmean- 3.90) as well as the competency “ Familiarize withuwal differences
and cross cultural communicationthiean =3.90). The majority of the criteria shows
quite low S.D.S.D. <lrepresenting consistency of the participants’ opinioeaning

that the participants response little varied.
In terms of the participant’s necessity English language training in performing
each particular competency, the participants would grad their opinions on a Likert

scale. The findings are shown in Figure 4.

Table 4.11: The participants’ necessity of English language training in
performing competencies at work

Competencies Mean S.D.

1.Explain bulleting, manuals, and other work- related 3.86 0.48
documentary and follow the company policy
2.Conduct fluent and appropriate general conversationsf  3.93 0.52
daily talks with passengers and foreign staff
3.Respond to general enquiries and giving information gbouB.93 0.44

airline products, receives and special promotion

4. Handle passengers’ complaints 3.96 0.31
5. Handle passengers’ health problems 4.33 0.54
6. Deal with difficult /unruly passengers 4.43 0.56
7. Handle unanticipated and emergency situations 4.40 0.56
8. Familiarize with cultural differences and cross cultura|  3.83 0.44

communication
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Based on the participants’ necessity of English language training in order to
perform these competencies listed in the questionnaire, they rated their necessity of

English training between higher moderate and very necessary (838x4.43). The
conmpetency “Dealing with difficult/unruly passengers” was the higlastin-4.43),
followed closely by “Handling unanticipated and emergency situatiomsan- 4.40)
and “Handling passengers’ health problemns&an 4.33).

While the interviews/consultations with the expedising the session of
defining the list of competencies needed for CFAs revealed that the three tasks related
to the competency of “Make decision and solve dynamic problems” be added to the
list, the participants themselves also agree that they needed training in performing
these competencies in English for effective work.

The participants rated the necessity of competency “Familiarize cultural

differences and cross cultural communicatiomean= 3.83) and “Explain bulletins

andother work-related documentary and follow the company policy” (mean =3.86)at
the lowest and the second lowest, respectively. While the competency “Handing
passengers’ complaints”, “Responding to general enquiries and giving information
about airline product, services, and special promotions,” and “Conducting fluent and
appropriate general conversations/daily talks to passengers and foreign staff were

rated in the high moderate levehean-3.96 andmean-3.93), accordingly. The

majority of the criteria in this Likert scale show quite low S.D. (S.D. <1) representing
consistency of the participants’ opinions meaning that the participants response little
varied.
Degree of needs to practice each language aspects in English training course

This question asked the participants to rate their degree of needs to focus on
practicing each language aspect in English training course i.e. job-related vocabulary,
general vocabulary, grammar, fluency, accent, pronunciation, and other components;
facial expression, body language and cultural aspects. The participated were to rate
the degree in five scale of ‘most needed’ (equal to 5), ‘much needed’ (4), ‘moderately
needed’ (3), ‘not much needed’ (2), and ‘not needed at all' (1). The average scores of

the degree of needs to focus on each language aspect are shown in Table 4.12
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Table 4.12 Means of degree of needs for each language aspects as needed in English

training course

Topics Degree | Percent Mean S.D.

1.Job-related vocabulary 4 25.0 4.77 0.44
5 75.0

2.General vocabulary 3 12.5 4.12 0.61
4 62.4
5 25.1

3.Grammar 3 18.7 3.81 0.40
4 81.3

4.Fluency 3 6.3 4.43 0.62
4 43.8
5 50.0

5.Accent 3 12.5 4.25 0.68
4 50.3
5 37.3

6. Pronunciation 4 31.3 4.63 0.47

68.8

7.0ther components related 4 62.5 4.37 0.50

l.e. eye contact, body language, 5 37.5

tone of voice, paralanguage,

cultural differences

As a result shown in table 4.12 ,the topics that the participants rated as the highest
degree they would like to focus in the training course were job-related vocabulary

(mean = 4.75), followed closely by pronunciation (mean=4.68), and fluency

(mean=4.43), respectively. The topic that was rated the lowest mean was grammar
(mean=3.81). All the language aspects listed were rated with the degree above
‘moderately needed’. Body language, paralanguage, cultural aspect was rated at rank 4
(mean=4.37), while accent and general vocabulary were rated at rank 5 and rank 6
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(mean=4.25, and 4.12) of the language aspects needed to focus in English training
course for chief flight attendants.
Information from the suggestions

The information that the participants contributed to the suggestion part at the
end of the questionnaire were grouped using content analysis. The results are shown
in Table 4.13

Table 4.13 Suggestions/opinions about English class

Suggestions/opinions Frequency Percent
1.The company should provide English for work place 36 15.72%
2.Voluntary training course basis 58 25.32%
3.The company should provide English for effective 14 6.11%
communication
4.0nline course 27 11.79%
4.Face-to-face class-workshop and seminar 11 4.80%
5.The content with technical term in health setting 18 7.86%
6.Pronunciation class 20 8.70%
7.Pronunciation of job-related vocabulary in CD 16 6.98%
8.Pattern of appropriate sentences booklet 19 8.29%
9.Native speaker instructor 10 4.36%
Total answers 229 100%
Number of respondents 111 54.50%
Missing 155 62.4%
Total respondents 266 100%

From Table 4.13 the most suggested aspects for English class for CFAs is that
the course be arranged on a voluntary basis (25.32%). In terms of course contents, the
CFAs suggests that course should focus on English for each particular duty, English in
health setting, and English for effective communication (15.72%, 7.86%, and 6.11%).
According to teaching-learning method, online class and face-to-face class with group
work or seminar are recommended (11.79% and 4.80%). They also recommend

pronunciation class as well as appropriate English sentence patterns to use in different
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situations (8.70% and 8.29%). In addition, 4.36% of the answers suggest a native
English instructor.
Site Observations

During the questionnaire survey, site observations were conducted on fourteen
different flights to regional and intercontinental routes to investigate the job a CFA has
to perform. The researcher observed the steps of activities and language use along the
process. The time spent in an observation of each flight varied depending on the
situations of the flight. The steps of the job could be divided in three phases; on
ground preparation, during meal service, after meal service until landing. It was
observed that before boarding passengers, the CFAs would contact with other staff
such as catering staff, cleaning staff, ground staff, and engineers, asking and giving
information about meal, cabin readiness or other details of the flight.

Such questions like, “How many meals are loaded on this flight?”, “How many
vegetarian meals are included?”, “Are there any UM (unaccompanied minor) on
board?”, “This PCU (passenger control unit) is out of order.”, or “The seats are
duplicated. Please reassign.” were used regularly during preparation stage on ground.

The information gathered from site observations were grouped into different
tasks and techniques used in handling these tasks. The data was demonstrated in
Table 4.14

Table 4.14 Frequency of tasks type and techniques used

Task types Percent
General information 14.28%
Company products 14.28%
Complaints 35.71%
Problems 21.42 %
Difficult passengers 14.28 %
Total 100 %

Techniques used to handle task types Percent
Vocabulary-keyword 28.57%

Tone of voice 21.40%



115

Polite expressions 34.28%
Body language; smile, gesture 15.75%
Total 100%

From Table 4.14 The task that CFAs performed the most is about complaints
(35.71%), followed by ‘problems’ (21.42%). The CFAs performed three other tasks;
interacting about general information, company product, and difficult passengers at
approximately the same frequency (14.28%). Regarding the techniques that CFAs use
to help them to perform their tasks, the most frequent used technique was using polite
expressions (34.28%). In addition, other techniques CFAs tended to use to help the
passengers understand them much better, were vocabulary-keyword (28.57%) and
appropriate tone of voice (21.40%), and body language (15.75%), respectively.
Notably, information from site observation enables the researcher to identify the polite
expressions as well as the vocabulary frequently used and the CFAs at different stage
of the job. This information is essential for preparing the course module.

To summarize, as demonstrated in the information from the interviews with
CFA key informants, it is expected from the management that CFAs master the
competency of having good English communication skills, being able to solve
problems professionally, and having service-mind. Consequently, the results from the
interview with the management also reflect the English proficiency and other
important competencies of the CFAs in a way that the CFAs should be able to
communicate in fluent English to manage all different situations. Furthermore, they
should be able to familiarize themselves with different cultures and have service-mind,
positive attitudes toward passengers and jobs. This positively requires the CFAs to
use English fluently for the good image and reputation of the airline. The
management shared the same opinion that English was very essential and English
course carefully designed for CFAs would serve the lacks and the wants of the CFAs

From the needs analysis, the competency/task that CFAs encountered the most
in daily job performance were about complaints which caused by passengers’
dissatisfaction from a minor scale up to a higher scale. While the competency/task

rated as the highest necessity in English training was about “Solving dynamic
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problem”, followed by “handling passengers’ complaints”, “Responding to general
enquiries”, and “Conducting fluent English general conversations/daily talks” as
presented earlier.
Part Il: Translating Needs Analysis to a Course Development

This part will cover the steps in translating needs analysis to a course
development which include:

1) Explore theoretical frameworks for course development

2) Map the result of key informant interviews, site observations,
guestionnaire survey providing a list of competencies needed of CFAs with the steps
of competency-based approach

3) Specify important findings from needs analysis

4) Construct the course module and course materials

5) Validated the proposed course and lesson plans

6) Adjust the course accordingly

Each step is described as follows:

4.3.1 Theoretical framework for course development

Many theoretical frameworks have been studied in order to develop the
English course for CFAs. The basic principles underlying the course development are
ESP approach, competency-based approach, and 9 principles of Gagne for CAIl. Steps
in finding out English competencies needed in workplace proposed by Sujana (2005)
and key informant interviews present an idea in conducting the needs analysis. The
theoretical framework of the e-Learning competency-based course module for CFAs is

demonstrated in Figure 4.3
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Figure 4.3 Theoretical Framework for e — learning competency — based

Quialification

Unit of Competency

\ 4

CFA Qualification
Framework

AN

Training Module

Competency Standarg
Development

Competency
— based

Competency — Based
Course Module
Development

A 4

Training

Learning Materials/

Organization

CAI/ 9
Principles

A

Courseware Development

JV

Course Implement

y

Assessment

A 4

Job Performance Award
/Competencies achieved

of Gagne

ICAO Rating
Scale/ The LSP
Testing Theory
(Douglas, 2000)

From figure 4.3, framework and theories in ESP, competency-based approach,

and CAIl are the underlying principles in designing the course development.

The

lesson contents will mainly be based on the results of needs analysis which include the

knowledge and experiences of the participants of the study.
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4.3.2 Mapping the Results of key informant interviews, site observation,
guestionnaire survey defining a list of competencies needed of CFAs with the
steps of competency-based approach (Sujana, 2005)

Based on the principle of competency-based approach, the competencies which
a learner has to master in order to work effectively in the workplace may be
considered as the outcome of the training course. Therefore, after the needs analysis
process, the researcher will have to translate those competencies needed into English
language competency which is needed to perform such competencies that CFAs need
for their work. The identification of English competencies is illustrated in Table 4.15

below.

Table 4.15 Identification of English competencies for CFAs: An attempt to map
the results of defining a list of competencies needed for CFAs with the principles

based on the steps suggested in Sujana (2005)

Step Main aspects to be explorerSpecific descriptions in the
study
1.1dentification of| Who are the participants of | Chief flight attendants of
target group the particular course under | international airlines in Bangkok
development? Thailand
2.ldentification of| What are the responsibilitiesMain responsibilities of CFAs:
duties of of the professional workers| 1.Conducting and maintaining
professional in the target situation (in fluent and appropriate
workers terms of the use of languagegonversations with passengers and

foreign staff

2.Responding and giving
information to passengers’
enquiries about general
information and airline products
3.Handling complaints

4.Make decision and solve
problems i.e. sick passengers,
difficult passengers, technical and
emergency
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3. Assessment of
communicative
needs

What kinds of
communicative needs do

be able to handle those
responsibilities?

professional worker need tq derived from the results of

In order to satisfactorily handle
the responsibilities no.1-4,which

defining a list of competencies
needed for CFAs, that English is
required in dealing with

language ability on:
1. How to conduct and maintain
fluent and appropriate

foreign staff

2. How to respond and give
information to passengers’
enquiries about general
information and airline products
3. How to handle complaints

4. How to deal with problem
solving concerning sick

technical and emergency

passengers, difficult passengers,

passengers, CFAs should possess

conversations with passengers and

4. Translation of
communicative
needs into Englis
competencies

What English competencies
do they need to have in ord
nto able to function
effectively?

etranslated into several English
competencies:

1. How to conduct and maintain
fluent and appropriate

foreign staff

- Able to use basic courtesy
formulas of greeting and
welcoming

- Able to offer help

- Able to introduce yourself and
staff

- Able to carry small talk3. How
to handle complaints

- Able to greet and keep the
conversation going with
appropriate turn-taking

- Able to use polite language an
appropriate tone of voice

Each communicative need can be

conversations with passengers and
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2 How to respond and give
information to passengers’
enquiries about general
information and airline products
- Able to greet and keep the
conversation going with
appropriate turn-taking

- Able to provide and
communicate the information as
required. Vocabulary, phrases,
and technical terms in the area (
airline services are necessary

- Able to use polite language an
appropriate tone of voice

3. How to handle complaints

- Able to approach, greet
passengers and introduce yours
- Able to investigate and verify tk
case

- Able to respond appropriately
i.e. apologize, explain, offer
solutions and alternatives to
minimize passengers’
dissatisfaction level

- Able to deal with complaints
using appropriate expressions,
terms, tone of voice, body
language.

- Able to use polite language.

4. How to deal with problem
solving concerning sick
passengers, difficult passengers
technical and emergency- - Able
to approach passengers depend
on the situations

- Able to briefly investigate the
symptoms of passengers and
anticipate the situation

- Able to investigate and verify tk
problem about difficult passenge

nf

elf
e

ing

ne
S

-

- Able to understand and use the

L
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vocabulary, expressions
concerning the situations i.e.

- Able to negotiate
- Able to use polite language

health and medical term, rules and
regulations on board, equipments.

5.Translaltion of
English
competencies intg
linguistic and
other
specifications

What language input shoulg
be included in the syllabus
» order to achieve the langua
needed in the target

situation?

| To identify the learning needs of
nanguage input for class activitie
ghe competencies can be further
translated into detailed linguistic
and other specifications.

For example: How to handle
complaints

To handle the complaints, the
participants will need

- Expressions for approaching ,
greeting passengers and
introducing yourself; using corre
form of address

- Expressions for investigating a
verifying the case; using effectiv,
guestions

- Expressions for responding
appropriately i.e. apologize,
explain, offer solutions; using
appropriate words and
expressions- May |I...., Please...
do apologize.

- Expressions for checking the
results

- Expressions for ending the cas

6. Teaching and
learning activities
to develop

How to impart the language
input in teaching and
learning process

competencies

See Figure 3.1 Chapter Il for
Framework for research design
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4.3.3. Specify Important Findings from Needs Analysis

Main findings are listed as follows:

3.1 It is shown in the needs analysis that CFAs require an English course to
help them work effectively. From the questionnaire survey, 84% of the participants
use speaking skill very often at work. Only 33.8% were taking English courses.
Speaking was rated as the second rank in term of difficulty among the four skills.

3.2 In terms of skill difficulty, writing was rated as the most difficult skill
(x=3.42) followed closely by speaking skill (x=3.3). The course should be designed to
promote the participants’ speaking skill which is used the most at work.

3.3 According to the suggestions about what they would like to be included in
their course, the participants focus on job-related vocabulary as well as fluency and
pronunciation. Hence, the design of the course should meet the needs of the learners.

3.4 The content of the course should be relevant to the participants’ need and
difficulty at work. As the participants rated the necessity of English training on the
“Handling difficulty/unruly passengers” as the highest, followed closely by “Handling
unanticipated and emergency situations”, and “Handling passengers’ health problems”
according, then the English competencies for these tasks will be integrated in the
lessons and activities to fulfill the needs of the participants.

3.5 In addition, the site observations provide more information of the real
practice of CFAs at work showing the steps or the moves CFAs have to follow at each
particular stage starting from on-ground preparation, during boarding, drink and meal
service, until landing. To perform the competencies/tasks, the most frequent
techniques used are polite language, correct tone of voice, vocabulary-keywords.
Therefore, the course will integrate vocabulary often used in performing the tasks,
polite language patterns to be used along the steps to enable CFAs to work effectively.

Notably, the results of needs analysis indicated that all of the competencies

listed are wanted and expected to be in the English courses. However, due to time

constrain, the researcher have to select the competencies that are needed the most to be

the objectives of the course module. What were taken into consideration in selecting

the competencies are as follows:
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- Choosing the competencies which the participants rated in the high degree of
necessity in English training. Based on the learners’ wants and expectations,
they will focus on the course since it serves their needs.

- Choosing the competencies which concern more interaction/interpersonal

abilities between the passengers and the CFAs.

- The course was the pioneer e-Learning English course module applying

competency-based to be conducted at this workplace. This is a challenge for
the participants and the researcher in terms of courseware development and
course implementation including the pretest and the posttest. Considering the

schedule of the CFAs who participated in the actual study and the appointment

for the posttest, the course would not be practical.
However, the other competencies which are not identified as the objectiv

es

of the course module, will also be presented in the lessons where necessary. According

to the above criteria, four needed competencies selected to be the objective

course are illustrated in Table 4.16

Table 4.16 The selected learning objectives of the course

s of the

Learning objectives of the course

1.Learners will be able to initiate and respond to greetings, offering help, engag
conversations /daily talks to passengers and foreign staff

2.Learners will be able to respond to general enquiries and give information abg
airline products, services and special promotions

3.Learners will be able to handle complaints

4.Learners will be able to make decision and solve problems regarding passeng

e the

YUt

jers’

health problems, difficult passengers, and technical and emergency problems.

As an e-Learning course module, the competency-based course for CF

AS was

developed applying Gagne’s 9 Principles of instructional design (2005) to

accommodate learning process. The CAI lesson design flowchart is prese
Figure 4.4.

nted in
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Gagne’s 9 Principles of Instructional Design and CAI Lesson Design

1. Gain
attention
Lesson 1
Welcome The First Encounter
2. Inform
learners of
objectives

. Heading

Tho dities and responsibities of a chiod fight slendart ane about
Enconiers — encounlers with peopie, with places, and wih cxpenences.
And the most important encounis is e fist one: amval and grectings. 0,
Get thal one righl and the rest is much easier, -
A athval encounior fakis phice when 3 pessonger steps on beard
your fight.  Wherever e destination i, the nules are the same:




3. Stimulate a
recall of prior
learning

Which of the ste nuies (1) would include T acvice?

| Bo propared Smis | Be helphd

4

Look the pari | Be inleresied| | Be yoursel

A There are many ways of grooting in difloront countries,
Bl the smill is universal
1. Oress approgeiaely — be smar, clean, and lidy
_3. Have confidence in your abilies and porsonality
A, (Offier o cary & bag, to ot & drink. jo hang & coal of
arything o shew youra thee 16 help
5. Do your ressanch — e yolr passengers, know your destirafions
6 Find ot shoolt your pissonor. and ask thom aboid themssives

pant = 0w
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4. Present
stimulus
materials

The form of addmess is a powerlul conoller,  The addvess is wsed mosly Tor power
and soldarity between people.  Most siudies of address conoenirale on whedher or
ot st rame 1 used, of Ges Bo M, Mrs. Mess Or, Fathe, and Prolessor « fast
name. Address also involves ricknaming, use of S or Maram, Mar, and Boy, a5 wel
at Your honee, For instance, an older parson usedy commands Mr., Mres. or Mess,

especily bom a younger people.  Another example & hal spocill ricknames ans
ohen used among close fiends or membérs of lears and mdy,  Micknamis ane
sgre of nimacy.  The ways Fal these foems of addvess ane used refle] sockl
condiions, social distance and attudes.
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5. Provide

learners

guidance

... Pronunciation.
Put oo words with Shoir comect wond soss. pallorms
¢ @

6. Eliciting

performance

- Greeling

D ot e whal sach ol B, wiys. o grooong T
Mﬂmm-ﬁhmm

" .~

i - \/M

'_bm" —w -—uu-nn}-{j tcn

= i b

- R

- Greeling
Woid yras umen Thimn roolinge Wi waloorman e
pamngen?  Pionss Bk YES, MO i sy optes)

| R T D o
s mm s we oo

e T M, TN
T e ) O
oz (S, ERUYESS: FSOyEN. L B
e e
[ SV - | B
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7. Provide
feedback

¢ Immediate feedback from the program
¢ Allow additional practice after feedback was given

8. Assess
performance

Listen ko fhe following gresfings and froduciions. For each one, answer The
questions below, Tick the boxes for the comect answens.

Oueshion

UNhal time: does B converaation take place?
G ()
ﬂhﬁl‘smm‘hﬁm‘?

W V=
mmrmmw?umﬂ?

4l 3 passenner offercd something of some help?
L
ﬁmwmwnmmw

9. Enhance
retention and
transfer
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4 Flght anondanes nnd cfa Somporg o boarding passengonm al door i (el sido)
on fight from London bo Banghkok. B 1 am. Aflof checking passengors nama i frst
el cabin, CRA Sompong appeoaches one of tho passengen,
M. Wiliam Pit, who has sl lskon his sost and ok anound

- Small’ Talk; Canversalion Starbers

Triliifegy ol CasTond iepnet

d o hoar kst that e on Fou S17

it oo you Sk aboul This st sirko’?

4 road in the peper iodey hat the Soas Mall b closing.

o el o e radio todary thal ey e Tinadly going i stant Duldeg fho now bridge.
How b Those Feds? Do you ik ey gong 1o win ionght?

CFA (Al checking) S, e griled chicken contmm s e oo el
rn e W O Sl 8 e, S

Fassorgen Thon, | pass. Can | bave & cup of ooflen, please

[= 3 I g s coflsn nghl sy,

L e, o & Dofirdoly, w

CFA; Flarors your coffon, sir, May | ober you a bosh na plaser?
Fassorsger: That's groel. Thaek you vory mach.

CFA . Dhe e proddes i specil meal on 6 cotnplirenlary Bas.
Plioerie stk & sespuien] ol 74 Nours Debone Mgil depeatisn.

o Mg | e Bl s oicker & Joas ol ey nast Soht,

Wiy ot g ok @ S meal? W hares 0 servios ko Bl Bu Bos of ol

Pamsonger Thaws yoss ey s 1 appeosies
[= ARy
o Thalw ol rght. 2 s re Boul of sl
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Table 4.17 Events of Instruction & Learning Process

Events of Instruction

Learning Process

1.Gaining attention

2. Informing the learner of the objectives
3. Stimulating recall for requisite learned
capabilities

4. Present stimulus material

5. Providing a learning guidance

6. Eliciting performance

7. Providing feedback about performance
correctness

8. Assessing the performance

9. Enhancing retention and transfer

1. Attention
2. Expectancy

3. Retrieval to working memor

4. Pattern recognition, selectiv
perception

5. Chunking, rehearsal,

encoding

6. Retrieval, responding
7. Reinforcement, error

correction

8. Responding, retention
9. Retention, retrieval,

generalization

4.3.4. Construct the course module and course materials

The course structure of the e-Learning competency-based English course

module for chief flight attendants was proposed.

Course structure

. e-Learning competency-based English course module

for chief flight attendants

Course title

Target group

Course Duration : 5 weeks
Pre-requisite : None
Total number of units : 3 units

Number of hours required

: Thai chief flight attendants (CFAS)
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to cover the course : 50 hours (for each unit; study the content 5 hours,
activities 4 hours, revise the lessons 8 hours = 17 hours)

Course description . An interactive e-Learning module designed according
to the competencies required for chief flight attendants
to develop and enhance their English skills to enable
them to effectively perform routine duties, to deal with
delicate situations concerning service-related matters or
people during flight, as well as handle unanticipated and
emergency situations

This e-Learning course module provides the participants and e-Learning interactive

English language course enabling the participants to study at their own pace. The time

frame is 5 weeks. The module consists of 3 learning units. Each unit provides a
context

for English needed for communication in in-flight service. The main focus is on
presenting culture aspect

Teaching method : E-learning module via company’s intranet system
Instructional media : Text with listening script, picture, animation

Assessment - Self-assessment and end-of-the-course test
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Goal of the course
The goals of the course are identified as
1. To help chief flight attendants master their English oral communication
proficiency in performing the competencies needed focusing on daily needs in
communicating social talks, responding to enquiries and handling problems in airline
service settings;
2. To promote appropriate personal attributions along with English proficiency
in service-oriented job;
3. To encourage the positive opinions toward training at workplace using
technology with language learning.
Objectives of the course
By the end of the course, the participants will be able to
1. Handle greeting, introductions, small talks and other courtesy situations;
2. Ask for and give basic information (geography, weather, food, etc.);
3. Give sample descriptions of airline product, services and special
promotions;
4. Demonstrate positive, assertive communication;
5. Explain basic rules and regulations of air travel,
6. Ask questions to gather the information about the symptoms of sick
passengers;
7. Order a command in case of safety and security concerned;
8. Understand the role of nonverbal communication; and
9. Demonstrate appropriate gesture, facial expressions, and eye contact, and
appropriate tone, and volume of speech
10.Reassure the flight condition
Lesson Plans
Unit 1: Welcome Aboard
Unit 2: Handling passengers’ dissatisfaction/complaints
Unit 3: Solving dynamic problems
Unit 1: Welcome aboard (week 1-2)
1.1 Welcoming and greetings
1.2 Initiating and maintaining a conversation/daily talk
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- ‘Small talk’ guideline

- Appropriate topics for ‘small talk’
1.3 Responding to enquiries and giving information

- Request for a special meal

- Enroll a Frequent Flyer Program

- Duty free refund/exchange

- Refuse to a request
1.4 Cross cultural awareness
Unit 2: Handling passengers’ dissatisfaction /complaints (week 2-4)
2.1 Steps of handling complaints
2.2 Causes of complaints on board

- Responding to complaints of food and beverages

- Responding to complaints of flight operation

- Responding to complaints of staff service

- Responding to complaints of facilities on board
2.3 Cross Cultural awareness
Unit 3: Solving dynamic problems (week 3-5)
3.1 Causes of problems on board

- Passengers’ health problems

- Difficult/unruly passengers

- Unanticipated and emergency situations
3.2 Cross Cultural awareness
Part Ill Course Module Implementation and Evaluation
3.1 Course Implementation

The course module was offered to CFAs at “A Air’ as a sample e-Learning

course module in workplace. The learner participants enrolled for the course on a
voluntary basis. They are required to have sufficient computer literacy and they
needed to complete the course within the timeframe of five consecutive weeks. At the
first place, the researcher planned to conduct the course module via the company’s
intranet system for practicality of the participants to access the course anytime while at
the company. However, there were some technical problems regarding the server and
the speed of intranet system. This resulted in excess time-consumption to study and
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complete the course. Finally, the course module was delivered via internet with
specific domain used to access to the course. The alternative mode of delivery
allowed the participants to easily access to the course module, completed the
exercises, and revised the lessons at their self-pace study.

At the beginning, there were thirty-five learner participants enrolling for the
course. The researcher managed to give an introduction and instruction to access the
course, and arranged with these learner participants an appointment for pretest which
needed to be conducted individually according to each participant’s schedule. Due to
flood crisis and time-constraint of some learner participants, there were a number of
participants dropped from the course. As a result, thirty CFA participants were the
subjects in the main study. First, each of them took the pretest which was a role play
performance. Then they enrolled for the e-Learning course. The learner participants
studied the course content, engaged the exercises, gave their reflection to each lesson
and transferred their English learning to the real-life situation. Total class time was 50
hours. The learner participants would study the lessons in order from lesson 1 to
lesson 5. The study timeframe was 5 weeks. After each of them completed the course,
the researcher would make an appointment for a posttest which was video-recorded.
3.2 Course Evaluation

This section illustrates the process of evaluating the course and results from a
number of research instruments which wetiezed to gather the information both in
terms of quantitative and qualitative features of the participants. The following details
reveal the findings in such a way to answer the research question “Will the e-Learning
competency-based English course module be effective?” and “What are the attitudes
of CFAs toward the e-Learning course module? The report include the effect of the
course module implementation on the participants’ performances of the competencies
needed, the participants’ opinion of their competencies, and their attitudes toward the
overall course. Quantitative and qualitative data are triangulated to display the results.
3.3 The participants’ performances of the competencies needed
Hypothesis 1 The participants’ English scores of the posttest are significant
higher than the scores of the pretest

The effectiveness of the course module was evaluajedomparing the
participants’ gained scores of the English oral test before and after the implementation
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of the course module, and by investigating the magnitude of the effect. The CFA
participants were pre-and post-tested their English oral proficiency. Two raters rated
each participant using the scales of English oral communication for CFAs. Then, the
mean score of each participant was calculated. In this study, an inter-rater reliability
analysis using the Kappa statistic was performed to determine consistency among
raters. Cohen’s Kappa index generally ranges from -1.0 — 1.0. (Landis and Koch,
1997). The inter-rater reliability for the raters was found to be Kappa = 0.62 which
was considered at the substantial level (0.62-0.80) (Landis and Koch, 1997).

The results of frequency of each score level of the participants in pretest and
posttest are presented in Tablé and Table4.8.
Frequency Table
Table 4.18 Pretest

Valid Cumulative
Frequency Percent Percent Percent

Valid 2.30 2 6.7 6.7 6.7
3.00 17 56.7 96.7 63.3
3.30 2 6.7 6.7 70.0
3.60 3 10.0 10.0 80.0
4.00 6 20.0 20.0 100.0

Total 30 100.0 100.0
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Table 4.19 Posttest
Valid Cumulative
Frequency Percent Percent Percent

Valid 3.00 1 3.3 3.3 3.3
3.60 2 6.7 6.7 10.0
4.00 15 50.0 50.0 60.0
4.20 1 3.3 3.3 63.3
4.30 5 16.7 16.7 80.0
4.60 5 16.7 167 9.7
5.00 1 3.3 3.3 100.0

Total 30 100.0 100.0

From the frequency table of the pretest it shows that 6.7% of the participants were
rated at the lowest scale of 2.3 (between Elementary and Intermediate level) while
20% were at the highest scale of 4.0 (Advance). The majority of the participants

(73.4%) were rated their scale between 3.0-3.60 (between Intermediate and Advance
level). Compared to Table 4.18 frequency table of posttest, it reveals remarkable
results. None of the participants was rated at the scale of Elementary level on the
posttest. Only 10% of the participants were rated at the scale between 3.0-3.60
(Intermediate level). The majority of the CFA participants (86.7%) were rated at the

interval scale of 4 (Advance level). The highest scale from the oral posttest was 5

which 3.3% were rated at this level.
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The descriptive statistics and the results from t-test have been presented in
Table 4.20 and Table 4.21 accordingly.
Table 4.20 : Descriptive Statistics

N Minimum| Maximum Mean S.D
Pretest 30 2.30 4.00 3.233 AT7
Posttest 30 3.00 5.00 4.13( .376

Table 4.21 : The Oral/speaking test — Paired Sample Tetstdst)

Pretest- Mean S.D. Std.Mean t- test df Sig.2tailed
Posttest error
.896 325 .059 5.095 24 0.000

From Table 4.21 the results of t = -15.095 indicated that the participants in the
study had higher scores in their oral posttest than in the pretest at a significant level
(p< .05).

strength of the relationship between two variables. The values of the effect-size were

In terms of the effect-size, the values of the effect-size are a measure of

used for the interpretation of the correlation between an effect (in this study — the e-
Learning competency-based English course module) and the dependent variable (in
this study- the participants’ improvements in oral English proficiency) (Cohen, 1988:
22). As shown in Table 4.20 calculated for Cohed’sffect-size, there was a
significant improvement of the participants’ performances of the competencies needed
in English oral communication (pretest mean score = 3.233, posttest mean score =
4.130) with the effect size at 2.135, which is considered a large effect.

In conclusion, it is found that there was a significant improvement of the
participants’ performances of the competencies needed in English oral communication

with a large effect size. Hence, the hypothesis 1 is acceptable.
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The quantitative data to study the effectiveness of the course module was
collected by using the end-of-course evaluation form (see Appendix N). The findings

from this part of the end-of-course evaluation form were used to test hypothesis 2.

Hypothesis 2: After course module implementation, the participants will have

positive attitudes toward the overall course.

After course module implementation, the participants would complete the
end-of-course evaluation form. Information from end-of-course evaluation form was

summarized and presented in Table 4.22

Table 4.22 : The results from end-of-course evaluation form

Criteria for evaluating the course | Min| Max | Mean| SD df t

Design
1.The program is easy to access & 5 3.93| .58 24 | 36.93

2.The program can be controlled 3 5 4.03| .55 24 | 39.72

easily
3 5 3.80| .55 24 | 37.78

3.The screen design is interesting
3 5 433| .66 | 24 | 35091

4. The sound is clear
3 5 3.66| .60 24 | 33.11

5.The format is interactive
3 5 3.73| .63 24 | 31.96

6.The font, graphics are appropriate

and attractive

Content

7.The contents and exercises 3 5 |3.66 .60 24 | 33.11
interesting

8.The contents are authentic 3 5 |4.36 .62 24 | 38.83
9.The content are executed in 3 5 |3.66 .60 24 | 33.11

appropriate sequences
10.The contents are appropriated to 3 4 |3.63 49 24 | 40.60
time 3 5 |4.03 .61 24 | 35.90
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11.The scores generate positive
Reinforcement 3 5 |3.93 .63 24 | 33.60
12.The contents maintain high leve

of Interest

Satisfactory
13.The lessons can be appliedtoy 3 5 14.20 71 24 | 32.20
in real- life situation at workplace
14. The assessment is appropriatg 3 5 13.93 .69 24 | 31.55
15. The learners can establish thelr 3 5 |4.26 .58 24 | 40.06

own pace of study anywhere,

anytime 3 S |4.26 .58 24 | 40.06
16. The feedback is immediate an
appropriate. 3 5 [4.36 .61 24 | 38.89

17. The program enhances English
oral communication in competencies
needed 3 5 14.23 56 | 24 |40.79
18.Overall | like the program

Table 4.22 shows positive results of the end-of-the-course questionnaire survey.

Every criterion was rated above 3.5. The lowest mean score is about timing (mean =
3.63) and the highest mean scores are in the area of usefulness (mean =4.20),
immediate feedback (mean =4.26), authenticity (mean =4.36), self-pace study
(mean=4.26), and enhancement (mean=4.36). As for the opinion on the overall
course, the mean scores of 4.22 indicated that the participants liked the course module
in terms of content, the design, and its utilization of CAI.

As all of the criteria of the questionnaire were rated above 3.5, it can be
concluded that the participants had positive opinions toward the overall course. All of
the standard deviation of each criteria (SD <1) represents consistency of the
participants’ opinions signifying that the participants’ response varied little.

The effectiveness of the course ca be viewed from the competency performed
with the test tasks.
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No.

Competencies

Test Items/Task

1.

Conducting fluent and appropriate
general conversation/daily talk with

customers or foreign staff

Item 1, 2

Task

- Greet the passengers

- Offer help with belongings

- Introduce yourself and crew
- Initiate a conversation

- Choose appropriate small talk topig

Responding to general enquiries abol
airline products, services and special
promotions

- give information about route, service

ititem 1, 2, 3

Task

- Approach the passengers
5- Greet the passengers

- Introduce yourself

- Answer the questions

- Explain the products

- Find out the information

- End the conversation

- Use polite language

Handling passengers’ complaints

ltem 1, 2, 3
Task
- Approach the passengers
- Greet the passengers
- Introduce yourself
- Find out the information
- Verify the case
- Apology
- Find out an alternative
- Explain the fact
- Use polite language
- Anticipate the situation




141

- Show your sympathy
- Check passenger’s feedback
- Assure passenger’s comfort

- Thank the passenger

4. | Make decision and solve problem Item 1, 2, 3

Task

- Approach the passengers

- Investigate the case

- Verify the problem

- Explain rules and regulations for

passenger to comply with

[92)

- Have positive opinions towards job
and passengers

- Ask about passenger’s well-being
- Anticipate the situation

From test items, one sub-competency could be performed in different
situations. This is according to the principle of competency-based which consisted of a
set of sub-competencies. There might be some sub-competencies which were not
achieved, thus had an effect on the mastery of a competency. The learners can practice
a particular sub-competencies/ tasks until they can master competency.

In this study, the participants’ mean scores of the posttest were higher than
those of the posttest provided that they achieved the competencies as identified in the

test items.



CHAPTER V

SUMMARY, DISCUSSION AND IMPLICATIONS

5.1 Introduction
This chapter presents a summary of the study, implications and

recommendations for further study.

5.2 Summary of the Study

This research study has four main objectives; first, to investigate the English
language needs of chief flight attendants; secondly, to develop an e-Learning
competency-based English course module for chief flight attendants; third, to evaluate
the effectiveness of the developed course module ; and fourth, to examine the opinions
of the chief flight attendants toward the course module.

There are three main parts in this study; needs analysis, course development

and course implementation/evaluation.

5.2.1 Needs Analysis
Needs analysis was conducted prior to the course development as to collect the
data of English language needs of the CFAs in terms of lacks and wants, as well as the
problems of English language use in the target situation. The instruments used were
semi-structured interviews, questionnaires, and site observations. The process of
needs analysis is described as follows:
5.2.1.1 Semi-structured interviews were conducted with three groups of
key informants who were the airline stakeholders. These key informants consisted of
fifteen CFAs both Thai and foreign nationalities, ten management personnel working
at three international airlines in Bangkok, and five airline customers both Thai and
foreign nationalities.
5.2.1.2 Questionnaire survey was administrated. Three hundred and
thirteen questionnaires were distributed to CFAs at three international airlines in

Bangkok. The total completed questionnaires were two hundred and sixty Six.
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5.2.1.3 Site observations were conducted on nine flights to different

destinations both regional and international routes.

5.2.2 Course Development

After collecting data from needs analysis, the competencies needed for
CFAs were listed and used as the starting point in designing the course module. The
content was conceptualized around these competencies needed. The competency-
based approach and computer-assisted lesson design applying Gagne’s 9 Principle of
Instructional Design were the underlying principles in designing the course module..
Before actual course module implementation, the whole course module consisting of
three units was evaluated by the experts and one sample unit was tried out as a pilot
study. The recommendations from the experts and the participants at pilot study were
used to adjust the course accordingly. The course module consisted of three unit
lessons. The course materials were the real or actual props that could be found on
board, some of which were originally developed by the researcher, and some adopted
from commercial textbooks. Each unit contained reading texts, multi-media materials

along with exercises.

5.2.3 Course Implementation and Evaluation

The course was implemented with thirty CFAs participants working in
international airline and base in Bangkok. They enrolled for the course by voluntary
basis. Each participant could start and complete the course at different times. The
course module consisted of three units. It was implemented via internet and the
timeframe of the course was five weeks. The participants could study with self-pace
unit by unit in sequence. They contacted with the researcher via e-mail or telephone.

To evaluate the effectiveness of the course, the instruments used were shown
as follows:

5.2.3.1 The course module was evaluated by the experts before the actual
course module implementation using IOC index.

5.2.3.2 The course module was evaluated by comparing the participants’

gained scores of the oral/speaking before and after course implementation.
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5.2.3.3 The course module was evaluated via the end-of-course evaluation
form which the participants were to rate each aspect after completing the course.
5.2.3.4 The information obtained from the interviews with the participants for

their feedback after completing the course was also used to evaluate the course.

Findings

1. In response to question 1: What are the needs of English used by chief flight
attendants? Information from the needs analysis using semi-structured interviews,
guestionnaires, and site observations were collected.

According to the information from the interviews with CFAs and the
management personnel, it showed that English was very important to the CFA job.
Notably, the management’s expectation of the competencies of CFAs were the ability
to supervise the flight in terms of flight safety and security; to manage the flight well
according to the number of the passengers and routes; to have a good communication
skill; to deliver service with service-mind and service etiquette; as well as the ability
to solve the problems. The information from the interviews with CFAs revealed that
abut 85% of the CFA key informants needed to acquire the competency of solving
problems. About 75% needed to acquire the competency of explaining rules and
regulations for passengers to comply with. The competency of having good language
skill in communication was also listed.

From questionnaires, regarding the skills used the most; the CFAs used
speaking skill more than any other skills. Writing and speaking were rated more
difficult than reading and listening skills. The most difficult skill rated was writing,
followed closely by speaking and reading. Listening skill was claimed to be the least
difficult. Regarding to the opinions about their English use at work, most of the CFAs
indicated that they needed improvement in their English proficiency and were
interested to take an additional English course provided by the company. As regards,
the competencies rated with more frequency among those in the questionnaire were;
explaining the job knowledge, bulletins and other work-related documentary;
conducting fluent and appropriate conversation/daily talk with customers or foreign

staff; responding to general enquiries about airline products and services; handling
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passengers’ health problems; dealing with unruly/difficult passengers, and handling
unanticipated and emergency situations.

The information from site observations showed that CFAs used their English
to greet their customers and giving information very often. Moreover, problem
solving and responding to all enquiries were the main competencies that they needed
to perform. According to the information collected from site observations, the factors
that affect CFAs’ performance on each flight were the nature of passengers,
passengers’ configuration, the weather condition, service planning and the
performance of the crew members, etc.

These needs were then incorporated into lesson topics and the content of the

course.

2.In response to question 2: How should an e-Learning competency-based
English course module be developed to enhance English ability of chief flight
attendants, the e-Learning course was developed applying competency-based approach
and computer-assisted instruction as the underlying principles. The content of the
course was authentic which the e-Learning course was practical to administrate to

CFA participants due to their working condition.

3. In response to question 3: Will the e-Learning competency-based English
course module be effective? the results of -15.095 freest indicated that the
participants in the study had higher scores in their posttest at a significant level
(p<0.05). The effect size of 2.135 indicated a large effect size. In terms of the
participants’ self-evaluation, the result of
-5.03 from t-test specified that the participants perceived that their English
performance after completing the course was improved at the significant level
(p<0.05). The effect size of 0.92 indicated a large effect size. Notably, the result of -
4.252 fromt-test indicated that the participants’ confidence in using English for
communication after taking the course also increased and the effect size of 1.22
indicated a large effect size. Remarkably, the result of -3.764 from t-test verified that
the participants’ progress in English communication increased after completing the
course and the effect size of 1.01 indicated a large effect size.
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4. In response to question 4: What are the attitudes of chief flight attendants
toward the e-Learning competency-based English course module?, the average mean
scores of all the criteria revealed that the participants have a positive attitude towards
the overall course. As a result of each criterion rated above 3.5 and SD <1 represented

the consistency of the participants’ opinions.

5.3 Discussions and Implications

This study demonstrates the process of developing an ESP English course
based on the needs of the learners. Some distinctive features of the study that have
contributed to the study will be discussed.

5.3.1 Language knowledge/communication skill VS corporate image

Working in international business involves a great deal of English language
use. Staff working in international environment need a good command of English.
An efficient staff member is a great contributor to corporate image. To be a proficient
language user requires not only language knowledge in terms of linguistic knowledge
but also a good communication skill. This can be referred to communicative
competence which include grammatical, sociolinguistic, discourse and strategic
competence outlining to be proficient in language (Canale and Swain, 1980; Omaggio
Hadley, 1993).

According to the competencies CFAs need at work i.e. greeting passengers,
responding to all enquiries, or solving problems occurring on board, what they need to
learn in terms of linguistic skills would include pronunciation, grammar, vocabulary,
communicative function i.e. offering,
apologizing. However, they also need to focus on social context in different aspects;
sociolinguistic skills which concern choice of words, levels of politeness or body
language. Moreover, they must focus on sociocultural skills such as understanding
cultural norms and their relation to those cultures. CFAs must show respect and
politeness to customers through their language use and communication skill. For
example, they need to make a correct choice of word or polite expression, i.e. to use
the term ‘disable people’ instead of ‘handicap’. They should greet passengers with
polite language such as ‘How are you, sir? instead of ‘What’s up? They have to be
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aware of body language including facial expression, tone of voice and attitudes toward
customers. These soft skills are also the important components of good
communication skill.

Comparing to the concept of competency “ Competency is a combination of
knowledge, skill, and abilities/attitude needed to perform a specific task (Voorhees,
2001), a competency of having good communication skill would involve knowledge -
knowledge of language i.e. vocabulary, grammar, functions of language,
pronunciation, etc.; skill - can anticipate the next move of the conversation,
appropriate body movement; personal attribution — decisive, flexible. It can be seen
that there are several components to be taken into consideration about each
competency required by the company.

In terms of the corporate image, how a business function or organization is
perceived by the public is one of the key to their success. Remarkably, staff members
are vital contributors to the image of the company especially in service-oriented
business like airline business. CFAs are front line staff representing the airline image.
The management expects that CFAs have a competency of ability to communicate
with excellent listening and problem solving skills. For example, CFAs need to have
professionalism in solving problems i.e. the problem does not still exist and the
solution is satisfactory to the airline, passengers and the crew members. In case of
safety and emergency which are the most important practice of the airline business,
CFAs must be able to give a command statement or exercise the safety and security of
the actual environment by subjecting to the international safety rules and regulations.
The competencies which CFAs master and achieve reflect successful company policy.
Their performance can create new customers to the airline. Remarkably, the airline
revenue will increase. In return, the staff will be proud to be part of the successful
company.

Regarding the relationship of corporate image and staff competency, especially
for those who work in service-oriented business, an English training course focusing

on a good communication skill will be a great benefit to both the company and staff.
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5.3.2 A competency-based approach VS CAI

This study emphasizes on the competency-based approach. As stated in the
findings that there was an improvement in the gained scores of the participants after
completing the course, some features are discussed. As described by Richard
(2001),the competency-based approach focuses on the outcomes of learning as the
starting point of course design by identifying the tasks a learner need to perform
within a specific setting. The course was designed based on the competencies found
from needs analysis which CFAs must be able to perform at the end of the course.
Some of the essential elements of competency-based system proposed by Foyster
(1990), Delker (1990), and Norton (1987) are; participants progress through the
instructional program at their own rate by demonstrating the attainment of the
specified competencies; learning must be self-paced; flexible training with a large
group or individual study; supporting material including print, audiovisual and
simulations (models) are used. These practices are relevant to CAl used in this study,
except for one aspect, the real models are not provided for CFAs to practice. In
addition, CAl offers an opportunity to learners of different learning styles to utilize the
lessons.

The CFA participants revealed that they were happy to take the e-Learning course
because of its practicality, authenticity. They could access the lessons at their
convenient time. Due to the tight schedule of the CFAs, they prefer taking an e-
learning course. This will notably create an intrinsic motivation and instrumental
motivation for learning. These motivations are considered the affective aspect of the
learners that support their cognitive process.

Regarding the posttest which was a performance test of acting in role-play
situation, role-plays help determine the level of their communication skills the
participants could perform well with the new vocabulary and expressions introduced
in the lessons. All the participants showed appropriate attitude/personal attribution in
each test. They could master the competencies.

To get the most benefit from the course, it is interesting to combine the CAI
and classroom teaching in one training course. Even the participants can practice their

English in a real-life situation when they work, a discussion and simulation in
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classroom will reinforce them to learn from peer-learning. It will also introduce more

learning strategies to the participants.

5.3.3 Learning strategies

As from the results from Chapter IV showing that the mean score of the
participants increased from Level 3 Intermediate to Level 4 Advanced, there were
some interesting points to discuss. It was found that in some participants the score in
the feature of structure increased which could be the effect from the lessons and the
practice in real situation. But the score in the feature of interactions and personal
attribution was at the same level. The reason might be that they are aware of their
language use and ignore the soft skills which are the expectation from the
management. For some participants, their score in this feature remain unchanged. It
can mean that they always emphasize on the soft skills and try to maintain. In the
other way around, it is also found that some participants who have lower overall
scores are rated higher in the feature of interaction and personal attribution because
they show their interest in the customers and attentive. But they need improvement in
the area of the linguistic knowledge. It is also interesting to find that some of the
participants have sense of humor but they tend to laugh in a serious situation. Even
they are attentive, have service-mind but their inappropriate manners can cause a
misunderstanding situation as well. Thus, it is necessary that the test result should be
examined in every aspects based on each criterion. Only putting an emphasize on the
overall score may lead to a gap of achieving a competency.

In conclusion, an e-Learning competency-based English course module can
serve the needs of chief flight attendants in terms of the ESP course which has
conceptualized the content around the competencies needed for their job. Its
effectiveness of the course is confirmed by the increasing of the posttest scores, the
positive toward attitudes toward the course. The course is useful in the eyes of the
participants. Still, there are some recommendations for further study.
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5.4 Recommendations

1. According to the limitations of the study about the room used for the pretest
and posttest that was not fixed at the same room every time, this may effect the test
surrounding and the test-takers’ scores. Therefore, the researcher would recommend
that the test should be arranged in the same room, same surroundings for further study.

2. There should be a further study on a development of an English training
course in workplace which combines classroom basis and e-Learning basis to have a
benefit of both sides.

3. The impact that this study has on the community of the CFAS is that it
creates a positive learning atmosphere for the staff members. The course module

supports the life-long learning and the on-the-job training of the organization.
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Interview Form A

Preliminary Interview with Chief Flight Attendants

General Information

Date / Time Interviewee’s name
Age Gender Male Female Airline
Years of working E-mail

Other information

Main question in the interview:

1. Please tell us about your main duty as a chief flight attendant.

2. Do you have any difficulties handling those situations / tasks?
Yes No

Examples

3. What are the competencies a CFA needs to help him/her work
effectively on board?
1. Ability to
2. Ability to

3. Ability to
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4. Has the management provided any support or training to help develop staff?
Yes No

If yes, what kind of such training courses are those?

What are your comments about such courses?

5. Is English communication important for CFA job?

If yes, why?

If no, why not?
6.Are there any English training courses to enhance staff's English proficiency?

If yes, what kind of such English training courses are given to staff?

If no, should there be a training course to enhance staff's English proficiency?
If yes, why?

If no, why not?
7. What kind of English courses do you think should offer for CFA?

Content

Teaching method

Assessment method

8. Is English proficiency one of the criteria for promotion?
Yes No
9. What is usually a management expectation in terms of staff's English

proficiency and other appropriate behavioral indicator?

10. What do you think you should do to improve your job performance towards

career advancement and success?

11. Additional comments / information
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Interview Form B-1
Preliminary Interview with Management

General information

163

Date / Time Interviewee’s name
Gender Male Female
Office Position

Years of working experience in airline industry

Contact number E-mail

Other information

Main questions in the interview
1. Is English communication important for CFA jobs?

If yes, why?

If no, why not?

2. What are the most necessary tasks/competencies that CFAs should be able to

perform in their jobs?
No. 1 Task

No. 2 Task

No. 3 Task

No. 4 Task

No. 5 Task

3. For CFAs to achieve successful job performance, what is usually the management

expectation in terms of English proficiency and other important competencies?

4. Are there any English courses providing for CFAs by the company to enhance staff

English proficiency?

If yes, what kinds of such English courses are provided for staff?

If no, should there be English courses to enhance staff’ English proficiency?

If yes, why?

If no, why not?
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5. What kind of English courses should be provided for CFAs?

General English Specific English
Please specify the components of an appropriate English course that should be offered
to CFAs

Content

Teaching method face-to-face e-Learning
Assessment method
Others

6. Additional comments / information

Thank you very much for your kind cooperation
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Appendix B

Interview Form B-2

Preliminary Interview with Airline Customers

General Information

Date/Time Interviewee’s name
Gender Male Female
Citizenship E-mail

Main questions in the interview

1.Have you traveled by plane in the past six month? Yes No

2. What is your personal airline preference?

3. What are the main factors that affect your airline selection?

4. Have you experienced any problematic situations on board?

5. Did the chief flight attendant handle the cases efficiently?
If yes, how?

If no, why not?

6. In your opinion, is English oral communication important for CFA job?

If yes, why?

If no, why not?

7. What recommendation would you make regarding the needed competencies a CFA
should have in order to work effectively?

1. Ability to
2. Ability to
3. Ability to

8. Addition information/comments
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Appendix C : Questionnaire
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Participatory Site Observation Form

Participatory Site Observation Checklist

Date and time

Participant’s name

Flight

Gender Male

Other information

Female

Sector

Age

Task

Language Use

Factors contributing to
the success or failure o
each task (e.g. use of
key-words, body
language, assistance o
staff, personal
attribution, etc.

f

1.Studying related
documentary

2.Maintaining general
conversation with
passengers

3.Responding to enquiries
about airline services and
products

4.Handling complaints

5.Handling health
problems

6.Dealing with difficult
passengers

7. Handling unanticipated
and emergency situations

8. Familiarization with
cultural differences
9.0ther type of task

Ur
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Appendix E

The Instructional Quality Validation Form for Expert

This evaluation form is a guideline for assessing the instructional quality of the

research “ A development of an

e-Learning competency —based English

course module for chief flight attendants. This form consists of three parts :

contents, the materials and activities, and assessments. Please put a tick in the

box that is relevant to your opinion on this Likert ‘s scale checklist and please

feel free to write your comments and suggestion in the last column of each topic

Rating Scale Description
5 Strongly agree / excellent
4 Agree / very good
3 Neutral / good
2 Disagree /fair
1 Not agree/ poor
Topics Y our opinion Comments&

5 4 3 5 1 | Suggestions

Contents

1. The contents are relevant to the stude
needs.

2. The contents are comprehensive.

3. The contents are focused.

4. The sequence of the contents are
appropriate.

5. The contents are suitable for the time
allotted.

6. The contents are at the right level.

The materials / activities

nts
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7. The materials/activities match the unit
object.

8. The materials/activities are authentic.
9. The material / activities are meaningfu
to the learners

10.The materials/activities are learner-
centered

11. The material/activities includes the
cultural content relevant to the target
culture.

12.The materials/activities are varied anc
appropriate to different learning styles.
13. The instructions are clear and
appropriate to the learners.

The assessment

14.The assessment activities assess wh
learners have learned.

15. The assessment activities are
appropriate to the students’ level.

16. The assessment criteria can assess

learners in many aspects.

At
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Appendix F

The Online Courseware Quality Evaluation Form
This evaluation form is a guideline for assessing the online courseware quality of the
research “ A development of an e-Learning competency —based English course
module for chief flight attendants. This form consists of five parts : general criteria,
criteria specific to simulations , interaction, content, format

Please put a tick in the box that is relevant to your opinion on this Lkert ‘s scale

checklist and please feel free to write your comments and suggestion in the last

column of each topic

Rating Scale Description

Strongly agree / excellent

Agree / very good
3 Neutral / good
3 Disagree /fair

2 Not agree/ poor




178

Topics

Your opinion

4

3

2

Comments&
Suggestions

General criteria

1. Instruction are clear
2.Program is easy to use
3. Handles incorrect responses

appropriately

4. High level of interest maintained

Criteria to specific to simulation
5. Clear direction

6. Appropriate graphics

7.Sample keyboard/mouse use

8. Realistic situation for role playing

Interaction
9. User established the pace
10. User frequently interact with

program

Content

11. The content is accurate
12. The content is appropriate to meet
goals

13. No age, gender, or ethnic
discrimination

14. The contents are suitable for the ti
allotted.

15. The sequence of the content is

appropriate

me
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Format

16. Format is interactive

17. Variety in presentation

18. The graphics are attractive

Other comments and suggestions

Adapted From “Evaluation form: Education Software” by Foreier (1996)
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Appendix G
Oral / Speaking Test

Instruction

You will be given three role cards. You will play a role of a chief flight attendant.
Please read each role card at a time. You have one minute to prepare yourself.
When you are ready, you start your conversation with a passenger according to each

role card.

Role card 1
You are a chief flight attendant on a flight from London to Bangkok. The business
class
passenger’s name is listed as “ 11K Jodi, Mrs. Brown " After checking the
passenger’s
name, you welcome her at her seat. Welcome your passenger according to the steps of
welcoming passenger on board. Introduce the crew members working in the business

class. Initiate a small talk and response to passenger’s enquiries.

Role card 2

2. During the flight from Australia to Bangkok, your crew member informs you that a
male passenger seating at 40D probably smoked in the toilet because she smelled
cigarette after he left the washroom. Now he tries to light up a cigarette. The name
listed in passenger manifest is ‘Douglas Bolden, Mr. Approach the passenger,
investigate the case, and inform him necessary information, the regulations concerning

smoking on board.

Role Card 3

3. During a cabin walk-around after meal service on flight from Bangkok to
Copenhagen,

you notice a female passenger sitting at 55A has not taken her lunch. The meal tray
is on her table. She looks pale. Approach the passenger, find out the information and

ways to help.
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Appendix H

The competency-based English test and the scoring rubrics

After the examinees finished the competency-based English test, their test
was rated by two raters. The rating scales below describe different
mastery levels within the various areas of language knowledge. The
examinees were rated from 1-5 on knowledge of vocabulary and

expressions, syntax, pronunciation, cohesion, and functions.
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Theoretical construct definition | Operational construct definition

Knowledge of vocabulary and Evidence of accurate use of a
expressions both general and worksariety of general and work-related
related items, including cultural | items, including cultural references,
references as demonstrated in the context of
the specific test tasks, and as rated

on the following scales

Knowledge of syntax Evidence of accurate use of a

variety of syntactic structures, as

|~

demonstrated in the context of the
specific test tasks, and as rated on

the following scales

Knowledge of pronunciation Evidence of accurate pronunciation
in terms of word stress, sentence
stress, rhythm, and intonation as
demonstrated in the context of
specific test tasks, and

as rated on the following scales

Knowledge of language forms Evidence of accurate use of a
for explicitly marking cohesive variety of language forms for
explicitly textual relationships marking cohesive textual
relationships, as demonstrated in
context of specific test tasks, and|as

rated on the following scales
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Knowledge of functions

Evidence of appropriate use of
various functions and level of
language as demonstrated in the
context of the specific test tasks 3

as rated on the following scales

ind
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The Scoring Rubrics for English Communication for CFAs
(Table)
Criteria for assessing competencies in English communication for
CFAs

1. Comprehension
Levels of Mastery
Proficient (5)
Comprehension is consistently accurate in nearly all contexts and includes
comprehension of linguistic and cultural subtleties.
Advanced (4)
Comprehension is accurate on common, concrete, and work-related topics
and mostly accurate when the speaker is confronted with a linguistic or
situational complication or an unexpected turn of events. Is able to
comprehend a range of speaking varieties (dialect and/or accent) or

registers.

Intermediate (3)

Comprehension is mostly accurate, concrete, and work-related topics
when the accent or variety used is sufficiently intelligible for an
international community of users. When the speaker is confronted with a
linguistic or situational complication or an unexpected turn of events,

comprehension may be slower or require clarification strategies.

Elementary (2)
Comprehension is often accurate on common, concrete, and work-related

topics when the accent or variety used is sufficiently intelligible for an
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international community of user. May fail to understand a linguistic or

situational turn of events.

Pre-Elementary (1)
Performs at a level below the Elementary level. Comprehension is limited
to isolated, memorized phrases when they are carefully and slowly

articulated.

2. Interactions and personal attribution
Proficient (5)
Interacts with ease in nearly all situations. Is sensitive to verbal and non-
verbal cues, and responds to them appropriately. Is able to handle nearly
all situations properly and effectively with appropriate personal

attribution. No signs of improper and ineffectively service etiquettes.

Advanced (4)

Responses are immediate, appropriate, and informative. Manage the
speaker/listener relationship effectively. Is able to handle situations well
with appropriate personal attribution. There are a few insignificant signs

of improper and ineffective service etiquettes.

Intermediate (3)

Responses are usually immediate, appropriate, and informative. Initiates
and maintains exchanges even when dealing with an unexpected turn of
events. Deal adequately with apparent misunderstanding by checking,

confirming or clarifying. Is able to partially handle situations properly
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and effectively with appropriate personal attribution. There are some

signs of improper and ineffective service etiquettes.

Elementary (2)

Responses are sometimes intermediate, appropriate and informative. Can
initiate and maintain exchanges with reasonable ease on familiar topics
and to predictable situations. Generally inadequate when dealing with an
unexpected turn of events. Is able to least handle situations properly and
effectively with appropriate personal attribution. There are several signs

of improper and ineffective service etiquettes.

Pre-Elementary (1)
Performs at a level below the Elementary level. Response time is low, and

often inappropriate. Interaction is limited to simple routine exchanges.
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3. Vocabulary and expressions
Proficient (5)
Vocabulary range and accuracy are sufficient to communicate effectively
on a wide variety of familiar and unfamiliar topics. Vocabulary is
idiomatic and sensitive to register. There are no errors in selecting word

choices.

Advanced (4)

Vocabulary range and accuracy are sufficient to communicative
effectively on common, concrete, and work-related topics. Paraphrases
consistently and successfully. There are few errors in selecting word

choices.

Intermediate (3)

Vocabulary range and accuracy are usually sufficient to communicate
effectively on common, concrete and work-related topics. Can often
paraphrase successfully when lacking vocabulary in unusual or
unexpected circumstances. Errors in selecting word choices may

sometimes lead to miscomprehension.

Elementary (2)

Vocabulary range and accuracy are often sufficient to communicate on
common, concrete, or work-related topics but range is limited and the
word choice often inappropriate. Is often unable to paraphrase

successfully when lacking vocabulary.
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Pre-Elementary (1)
Peaforms at a level below the Elementary level. Limited vocabulary

range consisting only of isolated words and memorized phrases.

4. Structure (Relevant grammatical structures and sentence
patterns are determined by language functions appropriate to
the task)
Proficient (5)
Both basic and complex grammatical structures and sentence patterns are
consistently well controlled. All the required functions are performed
appropriately. Relevant and adequate information given are sufficient to

fulfill the task requirements.

Advanced (4)

Basic grammatical structure and sentence patterns are consistently well
controlled. Complex structures are attempted but with errors which
sometimes interfere with meaning. Most of the required functions are
appropriately performed. Information given are sometimes insufficient or

extraneous.

Intermediate (3)

Basic grammatical structures and sentence patterns are used creatively
and are usually well-controlled. Errors may occur particularly in unusual
or unexpected circumstances, but rarely interfere with meaning. At least
half of the required functions are appropriately performed. Information

given are usually inadequate or irrelevant.
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Elementary (2)

Basic grammatical structures and sentence patterns d with predictable
situations are not always well-controlled. Errors frequently interfere with
meaning. Less than half of the required functions are performed

appropriately. Information given are usually inadequate or irrelevant.

Pre-Elementary (1)
Performs at the level below the Elementary level. Shows only limited
control of a few simple memorized grammatical structures and sentence

patterns.

5. Pronunciation
Proficient (5)
Pronunciation, stress, rhythm, and intonation, though possible influenced
by the first language or regional variation, almost never interfere with

ease of understanding.

Advanced (4)
Pronunciation, stress, rhythm, and intonation, though influenced by the
first language or regional variation, rarely interfere with ease of

understanding. Few errors in pronunciation are found.

Intermediate (3)
Pronunciation, stress, rhythm, and intonation are influenced by the first
language or regional variation but only sometimes interfere with ease of

understanding. Some noticeable pronunciation errors are found.
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Elementary (2)
Pronunciation, stress, rhythm, and intonation are influenced by the first
language or regional variation and frequently interfere with ease of
understanding.
Pre-Elementary (1)
Performs at the level below the Elementary level. Pronunciation, stress,
rhythm, and intonation are heavily influenced by the first language or
regional variation and usually interfere with ease of understanding.

6. Fluency
Proficient (5)
Is able to speak at length with a natural, effortless flow. Varies speech
flow for stylistic effect, e.q. to emphasize the point. Uses appropriate
discourse markers and connectors spontaneously. Speech flows with no
long pauses. Relationships between sentences are clear.
Advanced (4)
Is able to speak at length with relative ease on familiar topics, but may not
vary speech flow as a stylistic device. Can make use of appropriate
discourse markers or connectors. Some pausing are produced, fillers are
used. But they are not distracting. Relationships between sentences are
generally clear.
Intermediate (3)
Produces stretches of language at an appropriate tempo. There may be
occasional loss of fluency on transition from rehearsed or formulaic
speech to spontaneous interaction, but this does not prevent effective
communication. Can make use of discourse markers or connectors.
Fillers are not distracting. Relationships between sentences somewhat

clear.
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Elementary (2)

Produces stretches of language but phrasing and pausing are often
Inappropriate. Hesitation or slowness in processing may prevent effective
communication. Fillers are sometimes distracting. Relationships between
sentences are frequently confusing.

Pre-Elementary (1)

Performs at the level below the Elementary level. Can produce very short,
isolated, memorized utterances with frequent pausing and a distracting use

of fillers to search for expressions and to articulate less familiar words.

[Adapted from International Civil Aviation Organization (ICAO) rating
scale]
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Appendix L : Course Development

Competencies Objectives Description Title Tasks Activities
1.1. Conducting 1.Learners will be ableThis unit covers “Welcome | -Greet passengers The First Encounter-
fluent and to utilize the skill of | knowledge, skill, and | Aboard” by title and name Match the rules of how t
appropriate generallistening, speaking, | attitudes required to -Offer help with be prepared to welcome
conversations/daily reading for the comply with belongings customers
talks with purposes of mastering requirements and - Introduce oneself ang
customers and the competency of etiquette for other people Match the titles and
foreign staff welcoming passengersyelcoming passengers -Address passengers’ | addressing forms
greeting, offering help,on board an aircraft. needs
1.2.Responding to| engaging a small talk| The unit is also - Respond to Choose the correct
passengers’ responding to designed to enhance passengers’ calls greetings and respond tq
enquiries about enquiries. the knowledge, skills - Answer questions anggreetings
airline products, | 2. Learners will be and attitudes in give information
services, and able to recognize and| responding to -Explain the fact Fill in dialogues with
special promotiong use the vocabulary angassenger general - Thank the passenger| appropriate expressions
language enquiries. It covers the - End a conversation
patterns/expressions | ability to verify the *Practice on board with
used to greeting, passengers’ needs, passengers using the
introducing oneself, | explain the products vocabulary and
making an offer, and special promotion expression learnt
engaging a small talk, as well as to deal with
responding to special request and
enquiries. preferences.

3. Learners will be
able to initiate and
respond to enquiries
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2.1. Handling
passengers’
complaints

1.Learners will be abl
to acknowledge and
verify the passengers
dissatisfactions

2.Learners will be abl
to recognize and use
vocabulary and polite
expressions to respor
to complaints and to
find a solution

3.Learners will be abl
to maintain a service
standard using
appropriate
expressions and
maintain positive
attitudes toward
passengers

2 This unit covers
knowledge, skills and
attitudes required to
comply with
requirements and
etiquette for handle
complaints

d

11°]

“Handling
complaints”

- Approach the
passenger

- Acknowledge and
respond to
dissatisfaction

- Verify the case

-Ask for detail
-Explain the airline
procedure

- Apologize

- Suggest action

- Promise to investigat
- Offer an alternative

- Reassure passengers
comfort

- Show polite
understanding

- Use active listening
-Negotiate

-Thank the passenger

Match the complaints
with the appropriate
responses

Fill in the dialogue with
the polite responses.

Match the meals with the

their definition
Read a passage about r
of cabin crew and answe

bthe questions

5'Match the cabin

equipments with their
definitions

Practice language
function ‘apology,
suggestion,

*Practice using

ole
o

expressions when on du

Fy
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3.1. Making
decision and
solving problems

1.Learners will be abl
to acknowledge and

verify the problems or
board

2. Learners will be
able to recognize and
use vocabulary and
appropriate
expressions to solve
problems

3. Learners will be
able to reassure
passengers’ comfort

2 This unit is designed tp“Solving
Dynamic
Problems”

enhance the

1 knowledge, skills and
attitudes/personal
attribution in solving
problems. It covers the
ability to analyze
problem, to identify
fundamental cause of
problem, and to
determine possible
solution regarding the
situations concerned.

-Approach the
passenger

- Acknowledge and
respond to the problen
- Verify the problem

- Ask for detail

- Investigate the case
symptoms

- Offer help

- Call for
doctor/assistance

- Acknowledge the
witness

- Negotiate

- Exercise rules and
regulations

- Explain the fact

I

Read the passage abou
health problems on boar
and answer the question

Match the organ of the
body with the vocabular
Match the passengers’
health complaints with
the symptoms

Practice the language of
investigating

Match the health and
medical vocabulary with
the meanings

Read a passage on
intoxicated passengers
and answer questions

Match the vocabulary
with the meanings

Read a passage on
technical and emergency
problems

Match the vocabulary
with the meanings

n Q9 ~
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Fill in the dialogue with
the appropriate
expressions about rules
and regulation




199

Appendix M
A Checklist for expert to validate lesson Plan and Materials
() Date : Time:
Expert’'s Name :
Office :
Contact Number E — Mail Address
Type if expert : _______ESP Teacher IT Expert

_______ Other (Please specify)

Please markv() in the rating box below.

+1 means the item is appropriate

0 means “I'm not sure.”

-1 means the item is not appropriate

This Checklist is a guideline for assessing a classroom materials for the
research “A Development of an e — Learning Competency based English Course
Module for Chief Flight Attendants” The checklist four contents material and

activities consist of parts :assessment and area test

Please put a tick in the box that is relevant to your opinion and please feel free to write

your comments and suggestions in the last column of each topic.

Topic +1| 0| -1| Comment/Suggestion

Contents

1. The Objectives are appropriate

2. The objective are achievable

3. The Contents are relevant to the student’s

needs

4. The Contents are suitable for the time

allocated

5. The sequence of the contents are at the|

right level

6. It flows from unit to unit

7. It flows within the unit
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Topic +1

Comment/Suggestior

Material
8. The material / activities match the unit

objectives.

9. The materials/activities are engaging and

learner — centered

10. The material/activities are meaningful and

useful to the learners

11. The material/activities include cultural
content appropriate to the learners

12.The material/activities are authentic

13.The instruments are clear and approprigte

14.The material/activities are at the right
level, of appropriate difficulty, and age

appropriate

Assessment
15. The assessment activities assess what

learners have learned.

16. The assessment activities are appropria

the student’s level

17.The assessment activities can assess

learners in many aspects

Oral Test
18.The test is valid and consistent with its

objective

1. The test has appropriate content validity

20.The instrument of the that clear

21.The language is used appropriate

22.The length of the test is appropriate

N
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23.The test is free form cultural, sexual,

ethical, racial, age bias

24.The test assesses competencies in oral
communication through actual
performance in social settings appropria

to the competencies being assessed.

te

25.The results of the test will reflect the
competencies being assessed

26.The searing rubric for assessing oral
communication describes degree of

competencies

27.The searing rubric consists of appropria
and enough criteria to assess the

competencies being assessed

[e

Adapted from Patanapichet (2009), Chimroylarp (2006), Foreier (1996)
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