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ABSTRACT The hotel industry is operating in a highly competitive environment. For tourist hotels, one of the
best ways to enhance the competitiveness is to provide immediate and effective interns training. Through the web-
based computer assisted learning, intern students’ training costs can be substantially reduced. In this study, the
researchers evaluated “learning motivation”, “learning attitude”, and “learning effectiveness” of test subjects that
were selected from hotel service interns working in the food catering department of international tourist hotels. In
this experiment, the researchers taught them how to follow the correct service procedures using three different
teaching methods, namely expository teaching, computer-aided training, and web-based training. The researchers
then utilized ANOVA and step-wise regression approach to analyze and consolidate the learning results. This study
addressed the issue of introducing web-based training to hotel’s intern students. Thereafter, the researchers studied
the actual effects once the hotel introduced web-based computer assisted instruction, to confirm whether or not it
can enhance the learning effectiveness of intern students.

INTRODUCTION

Competition in the hotel industry is heating
up, as every hotelier is feeling the impact of mar-
ket competition. Business organizations are ea-
ger to strengthen their operating structure for
creating the competitive advantage. Since the
international hotel industry always places great
emphasis on the service quality and attention to
details in order to maintain the market competi-
tiveness, service personnel have to rapidly catch
up with new trends, and may have to be re-trained
occasionally. Work and study are part of the rou-
tine activities of hotel workers that need to be
carried out simultaneously. However, since in-
ternational hotel industry is so labor-intensive,
the traditional corporate training curriculum can-
not fulfill the human resource development for
international hotel industry (Tsou 2001). There-
fore, the tourist hotel industry relies heavily on
technological advances to design the educational
training strategy for the service personnel, so
that it can meet their business needs.

With the advantages of the information tech-
nology and the popularization of the internet
service, educational training can be realized

“Address for correspondence:

Ya-Hui Kuo

No. 840, Changcing Rd., Niaosong Dist,
Kaohsiung 833, Taiwan, ROC

E-mail: green@csu.edu.tw

through the computer network with fast speed
and flexible demand, over a large scale. Asa re-
sult, the training costs could be substantially
reduced (Horton 2000; Driscoll 2002). Web-based
computer-assisted instruction has created great
impact over the traditional education and train-
ing. Many trainers, experts and scholars believe
that the information technology has reformed
the educational practices by introducing inno-
vative teaching methods (Moursund 1992; Me-
hlinger 1996; Dexter et al. 1999; Dias 1999). Web-
based learning and training systems are coming
on fast to replace the traditional business edu-
cational training systems (Rand 1996) and bene-
fiting trainer and student from computers for in-
structional purposes (Dogan 2013). Business or-
ganizations widely use web-based training
(WBT), because it is more effective and enables
considerable saving on manpower and money.
In the past, organizations had to make plans for
in-house training or send interns to outside train-
ing centers to take scheduled lessons. More-
over, the use of computer network learning meth-
od means more flexibility and space for employ-
ees while they can work and learn at the same
time. The schedules can be carefully worked out
without affecting corporate productivity and
service quality, or interfering with their regular
duties (ASTD 2001).

Web-based training is a means of providing
distance learning through Internet, Intranet, or
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World Wide Web using innovative learning mod-
el (Hall 1997) and the form of teaching thinking
via web-based computer simulation which is
available and easy to access (Abdullah and Shar-
iff 2008). With the advantages of information tech-
nology and the popularization of the internet,
educational training can be realized through the
network with fast speed and flexible demand, over
a large scale. It usually involves lower training
costs (Horton 2000; Driscoll 2002). Therefore,
many scholars emphasizing the importance of
information technology rely on computer inte-
grated instruction or technology integration in
teaching. They also provide lessons on how to
use the information technology in training pro-
grams and classroom teaching (Dias 1999; Spra-
gue and Dede 1999; Ertmer et al. 1999). Technol-
ogy integration is included in regular curriculum
(Curriculum Integration) as an important strate-
gy. For the hotel industry, web-based training
may provide needed training for their interns
without the constraints of space and time. Espe-
cially for well-known international hotel chains,
time, distance, and travel are their major consid-
erations in the planning and development of the
training curriculum. Web-based training method
is a cost-effective method of interns training for
first-line service personnel (Das et al. 1999). It
not only will improve the quality of hotel servic-
es, but also can reduce the training costs sub-
stantially. Therefore, the introduction of web-
based training system is considered an effective
strategy for enhancing the learnning performance
of intern students.

Web- based Training

Since the 1990s, information technology has
become more mature for the development of on-
line staff training programs, so the application of
network technology is becoming more and more
widespread (Ruttenbur et al. 2000). Today’s teach-
ers have to be able to know how to use this tech-
nology wisely for effective teaching and learn-
ing (Baytak and Hirca 2013).Web- based training
is an implementation of training activities
through the web. For most training recipients,
their learning environment is simply to find a
computer in their organization and then log onto
the computer that has network access, through
which they may receive online training by brows-
ing through web pages (Nichols 1997; Dyer
1997). the lesson content of web-based training
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can be modified and updated at any time, as it is
designed to be self-directed (self-directed) and
self-tuning (self-paced) learning (Hall 2001; Dis-
croll 2002). Web-based training also has the char-
acteristics of mass media, as training, evaluation,
and other learning activities can be carried out
through independent computer platforms. In
addition to the benefits of original computer-aid-
ed training, web-based training can also be im-
plemented without the physical constraints of
space and time. Also, WBT demands less re-
source, and yet it can offer more flexibility and
diversity.

Contents of web-based training may be de-
signed for variety of formats. It can improve learn-
er’s self-learning performance, while having high
degree of interactivity and feedback. The two-
way communication encourages information and
resource sharing across the organization. Fur-
thermore, its implementation can save the train-
ing costs as well as other benefits (Hall 1997).
Routine lessons are very suitable for web- based
training, such as the internal service processes
in many departments of tourist hotel (Johnson
2000). In addition, the worker turnover rate in
many tourist hotels is high. By strategy allianc-
es, many hotels may corporate with schools and
employ a lot of intern student. If hoteliers use
web-based training system, it not only can pro-
vide interns with new learning environment, but
also enables substantial savings in training costs.
If a tourist hotel operates as part of an interna-
tional hotel chain, web-based training curricu-
lum can realize considerable savings on time,
travel distance, and travel expenses through the
introduction of web-based training system (Das
etal. 1999).

Expository Teaching and Web-based Instruction

Expository teaching has long been the most
commonly used teaching method. Using this
teaching method, teachers do the talking when
giving instructions, where students sit in the
classroom and listen to them passively. The ad-
vantages of this teaching method are identified
in this study. Students can save time in the pro-
cess of knowledge acquisition; it is easy for teach-
ers to control the instruction pace and order in
classroom; because teachers explain subjects
with enthusiastic and humorous attitude, dra-
matic effect, and logical explanation, students
are willing to learn the lessons. The disadvan-
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tages are identified in our study. All teaching
activities are centered on teachers; students only
need to listen to the instructions, and take notes
occasionally, but this falls short of active learn-
ing and participation; the traditional teaching
method tends to ignore individual differences
among students, so students are unable to de-
velop the problem solving ability on their own.

Computer-assisted instruction is to use the
computer as a teaching tool which stresses the
importance of adaptive learning. Its advantages
are identified in our study. The learning programs
can be individualized; students can set their own
pace of learning; they can learn how to solve
problems through trials and errors, and in differ-
ent circumstances; it may also reduce the pres-
sure of learning. Its disadvantages are identified
in our study. It is more costly than the traditional
teaching method; it lacks humanity, so that it
can be easily influenced by human factors; it is
more difficult to analyze the learning effective-
ness.

According to the currently published litera-
ture, a combination of computer-assisted instruc-
tion and traditional expository teaching may pro-
duce remarkable learning effects (Dalton and
Hannafin 1988). This means the above two teach-
ing methods can produce complimentary effect
for each other, while using the expository teach-
ing as the main teaching tool, and the computer-
assisted instruction as supplement. This com-
bined teaching method can be introduced to
mathematics and science classes at junior high
level. In this study we established hypothesis 1
(H1), by inferring that three different teaching
methods will produce significant differences in
“learning effectiveness” in the process of train-

ing.

Learning Motivation, Learning Attitude and
Learning Effectiveness

Kotler (1997) believed that motivation is the
result of stimulated demand that is sufficient to
trigger actions in order to fill that individual’s
need. Domestic scholars like Chang (1994) be-
lieved that motivation is the mental process of
an individual, from triggering of thinking, main-
taining the action, and directing the action to-
wards a target. The driving force comes from in-
ner self of individual, which is strong enough to
affect and change the individual’s behavior.
Motivation may be in the form of interest, atti-
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tude and desire for something (Munn 1969). It
therefore triggers action, directs and maintains
the ongoing behavior (Baron 1998).

For service internships of tourist hotels, their
motivation to receive education and training is
closely related to the work environment (Miller
1967). At the same time, if students consciously
know that the instruction content will meet their
interests and needs, their learning satisfaction
from such instruction will be increased (Lam and
Wong 1974).

For the e-learning process, attitude, experi-
ence, cognitive and learning styles are the four
key indicators that are used to measure the learn-
ing effectiveness of students (Simonson et al.
2000), in which learning attitude is the most im-
portant of all indicators. Attitude can direct the
perception of an individual towards certain
things, so attitude will have direct bearing on
effectiveness of learning. Thus, “learning effec-
tiveness” and “learning motivation” of student
are related to each other. If a student shows high
motivation for learning, the student’s learning
results will be enhanced (Berdie 1965; McCombs
2000). In this study, the researchers set Hypoth-
esis 2 for this research by inferring that there is
positive and significant link between “learning
motivation” and “learning effectiveness” (H2).
Also, for the same reason, a positive and signif-
icant link between “learning attitude” and “learn-
ing effectiveness” (H3). This research was de-
signed for comparing “learning effectiveness”
of student using three different teaching meth-
ods, namely, expository teaching, computer as-
sisted training, and web-based training. This
study further infers that the use of three differ-
ent teaching methods will have certain degree of
moderating effect on the causal link between
“learning motivation” and “learning effective-
ness” (H4). Similarly, certain degree of moderat-
ing effect also exists on the causal link between
“learning attitude” and “learning effectiveness”
(H5) using three different teaching methods.

RESEARCH FRAMEWORK

The present study is mainly focused on the
learning effectiveness of intern students of in-
ternational tourist hotel once the hotel introduced
computer-assisted instruction. The researchers
also explored the explicit correlation between the
two, using three different teaching methods as a
disturbance variable. The relationship between
variables and hypotheses used in this study are
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all given in Figure 1. The framework of our re-
search is delineated basing on various hypothe-
ses researcher set for this study.

Design of Research and Implementation

Under this research framework; all related fac-
tors for this study are classified into three types,
namely, independent variables, dependent vari-
able, and disturbance variables. “Learning moti-
vation” and “learning attitude” are set up as in-
dependent variables, and “learning effective-
ness” as dependent variable, and three different
teaching methods as disturbance variable. Lik-
ert’s seven-point scale (Likert Scale) is adopted
for measuring the performance results.

For this study, a questionnaire is designed
that includes the evaluation of four target di-
mensions, namely, learning motivation dimension,
learning attitude dimension, learning effective-
ness dimension, and demographic data variables.
For the learning motivation dimension, this
study has modified some part of the motivation
scale original developed by Huang (1985) “Mo-
tivation Scale for Adults Participation in Con-
tinuing Education,” with 15 questions used for
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our study. For the learning attitude dimension,
researcher referred to the work of Liaw et al. (2007)
with the title “Questionnaire to Study the Atti-
tude of College Students towards E-learning
Systems”, so 12 questions are used for this
study. For the learning effectiveness dimension,
the researchers used the concept of Huang and
Chien (1993) by allowing each student to actual-
ly learn and experience through expository teach-
ing, computer-aided training, and web-based
training respectively. Thereafter, a questionnaire
is given with six questions asking what they have
learnt from the above teaching methods. The
survey data are collected, then quantified, and
consolidated with relevant demographic data for
each test subject. A statistical distribution is pro-
duced based on the demographic data variables,
such as gender, marital status, work unit, age,
educational level, and other variables.

The researchers’ formal study was based
mainly on quasi-experimental design basing on
the education and training programs developed
for the human resources department of 16 inter-
national tourist hotels in Taiwan. In this research,
test subjects were selected from intern students
that were attending the internal training courses
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provided by 16 international tourist hotels. The
research team also acted as lecturers. Test sub-
jects were intern students in the same group that
worked in the Chinese Food Department, \West-
ern Food Department, and LOGUE BAR respec-
tively. The teaching content was focused on the
service process of food catering services. Teach-
ing was conducted by means of expository teach-
ing, computer-assisted training, and web-based
training on rotation basis. For expository teach-
ing and computer-assisted training, 50 minutes
of instruction time is assigned for each lesson,
and for skill teaching lessons the class time is
divided up into 15 minutes for teaching and 35
minutes for practice. For research experiment, 5-
6 students are assembled to form one group to
learn and practice the food catering service pro-
cedures, so altogether 6 groups are formed. Stu-
dents of web-based training are provided with
opportunity to practice what they have learnt.
Each teaching method is implemented for one
week, in rotating through three different teach-
ing methods. The experiment is tested on select-
ed service staff of the three departments men-
tioned above. The experiment lasts for two
months, so that each student becomes quite fa-
miliar with three different teaching methods.
Then, the questionnaire is distributed to these
students asking them to fill out all the questions.

For test subjects, who are asked to respond
to the questions in the questionnaire, 39 come
from the Chinese Food Department; 34 from the
Western Food Department; and 36 from Logue
Bar. From a total of 109 test subjects taking part
in the questionnaire survey, 17 are deemed in-
valid questionnaires (representing 15.6% of the
total number of questionnaires issued). These
questionnaires are invalid mainly because re-
spondents failed to answer all the questions
asked, or they filled out the questionnaire with
similar answers for all questions, or they had not
completed the education and teaching program
using all three teaching methods, or they took
leave of absence in the learning process. After
removing the invalid questionnaires, 92 of the
questionnaires are considered valid (84.4% of
the total number of respondents). The results of
confidence analysis show that Cronbach’s a val-
ues for target dimensions are all greater than 0.8,
so the pre-study questionnaire has obtained
good reliability, as shown in Table 1.
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Table 1: Results of confidence analysis for target
dimensions

Target Scaled Cronbach’s

dimensions questions a values

Learning motivation 15 items 0.875
dimension

Learning attitude 5 items 0.906
dimension

Learning effectiveness 12 items 0.869
dimension

RESULTS AND DISCUSSION
Description of Data Sampling

The results of analysis on the basic personal
information of respondents are given in Table 2.
It shows that almost 70% of test subjects were
male (66 / 71.8%). 31 respondents came from the
Chinese Food Department, 29 respondents from
the Western Food Department, and 32 respon-
dents from the LOGUE BAR. The majority of re-
spondents were in the age group of 21-40 years
old. Most respondents have an education level
of college degree (64 / 69.6%), while the average
monthly income for respondents is NT $ 45,000
or more (123 /53%). Most respondents have se-
niority of 1-2 years in the organization they work
for (47 / 80.6%), followed by 3-4 years (26 /
28.3%). The average monthly income for most
respondents was 10,000-30,000 NTD (56 / 60.8%).
From the above data, it can be seen that most of
the hotel staff under training are relatively new
to their jobs.

Hypothesis Testing

Variance Analysis for Learning Outcome from
Three Different Teaching Methods

For this study, hypothesis 1 is set by infer-
ring that there is significant difference in learn-
ing effectiveness using three different teaching
methods (H1). To verify this hypothesis, ANO-
VA test and Scheffe Post Hoc test are used, tak-
ing o = 0.05 as significance level. The learning
outcome from three different teaching methods
isanalyzed. The test results are 4.066 for F value
and 0.026 for P value. Thus, our hypothesis is
verified that significant difference exists in the
learning effectiveness from three different teach-
ing methods, as shown in Table 3. Following our
cross comparison, it can be seen that web-based
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Table 2: Frequency of sample data in each group from demographic data analysis

Variable Frequency Percentag  Variable Frequency Percentage
Name (%) Name (%)
Gender Male 67 80.6 Monthly 0 -15,000 4 4.2
Female 28 29.4 Income  15,001-30,000 57
(NTD) 60
Work Unit  Chinese Food 31 32.6 30,001-45,000 23 24.2
Department
Western Food 29 30.5 45,001 or more 11 17.6
Department
LOGUE BAR 35 36.9
Age Under 20 2 2.1 Seniority 1-2 years 48 50.5
21-30 52 54.7 3-4 years 26 27.4
31-40 36 37.9 5-6 years 19 20
41-50 5 5.3 7 years or more 2 2.1
Education Graduate 24 25.2
School
(or above)
Level College 66 69.5
Senior H or 3 3.2
vocational
schools
Junior H 2 2.1
(or below )

Table 3: Variance analysis results for learning outcome from three different learning methods

Dependent F value P value (a)Teaching (b)Teaching Mean Significance
variables method method variance (a-b) level
Learning 4.066 0.026 Web-based Computer-
effectiveness training assisted 2412 .017
training
Expository .3967 .005
teaching
Computer- Web-based -.2412 .017
assisted training training
Expository
teaching 1444 .048
Expository Web-based -.3967 .005
teaching training
Computer- -.1444 .048
assisted
training

instruction can produce the best learning result,
followed by computer-assisted training, so hy-
pothesis 1 is substantiated.

Testing of Correlation between Learning
Motivation, Learning Attitude and
Learning Effectiveness

For this study, multiple correlation coeffi-
cients and step-wise regression analysis are used
to test hypothesis H2 and H3. Table 4 shows the
mean values for variables, standard deviation
values and correlation coefficients. In this study;,
the correlation coefficients for all variables have
reached the significance level of p <.01. As shown
in Table 4, the correlation between “learning

motivation” and “learning attitude” produces
high correlation coefficient (r =.76); the correla-
tion between “learning attitude” and “learning
effectiveness” shows moderate correlation co-
efficient (r =. 64); the correlation between “learn-
ing motivation” and “learning effectiveness”
shows moderate correlation coefficient (r =. 65).

As the first step, the demographic data vari-
ables are plugged into the regression model, and
then “learning motivation”, “learning attitude”,
“predicted learning effectiveness” are entered
in the second step. The results of step-wise re-
gression are obtained as shown in Table 5. It can
be learnt that, under the control of demographic
data variables, the effect of “learning motivation”
over “learning effectiveness” can be predicted
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Table 4: mean values for all variables, standard deviations and correlation coefficients

Mean value Standard Learning Learning Learning
deviation motivation attitude effectiveness
Learning motivation 4.15 57
Learning attitude 4.02 53 .76™
Learning effectiveness 3.88 .60 .64™ .65™

Note: a. n = 95; "p <.05, ™ p <.01

(AR?=.493, p<.01). The result shows significant
positive correlation ($=.533, p <.01). Similarly,
under the control of demographic data variables,
the effect of “learning attitude” over “learning
effectiveness” is also predictable (AR? <.526,
p<.01), while significant positive correlation (3
=. 780, p<.01) is shown.

Table 5: Outcomes of step-wise regression analysis
for the relationship between learning motivation,
learning attitude and learning effectiveness

Learning effectiveness

Prediction B Rz AR?
variable
First Step Demographic
Data Variables .004
Second  Learning 533" .498™ .493™
Step Motivation
Learning .780™ 5289 .526™
Attitude

Notes: a. n = 95, " p <.05, ¥ p <.01

The results of regression analysis show that
H2 and H3 are substantiated. It can be seen that
when students have shown proactive motiva-
tion and positive learning attitude, positive out-
come will be produced for their skill learning and
learning ability through active participation in
the staff training program. More importantly,
positive attitude toward learning has been prov-
en that it can substantially improve the outcome
of learning process.

Testing of Moderating Effect of Three
Different Teaching Methods on the Causal
Link between “Learning Motivation”
And “Learning Effectiveness”, and the
Correlation between Them

For testing the moderating effect of three dif-
ferent teaching methods on the causal link be-
tween “learning motivation” and “learning ef-
fectiveness”, and the correlation between them,
this study sets out hypothesis 4 and 5. In the
first step, demographic data variables are
plugged into the regression model, and then
“learning motivation” and “learning attitude” are
entered to test the predictability of “learning ef-
fectiveness”. The same testing procedures are
repeated for all three different teaching methods,
S0 as to generate the analysis results as shown
in Table 6.

The analysis results are given in Table 6. It
can be seen that, even with the three different
teaching methods given in rotation, positively
correlation still exist on the relationship between
“learning motivation”, “learning attitude” and
“learning effectiveness”. But careful study of
the regression outcome one can find that, the
causal link between “learning motivation” and
“learning effectiveness” is the highest when
using web-based training method and comput-
er-aided training method, so “learning effective-
ness” attains the highest level. When using web-

Table 6: Different teaching methods on the causal link between “learning motivation” and “learning

effectiveness”

Moderating effects analysis Web based Computer Expository teaching
training assisted and training
training
B R? AR? B R2  4R? B R? AR?
First Step Demographic data variables .093 .002 .108
Second Step Learning motivation 459" 612 .520™ .453" .643 .6307.394" .538 .430™
Learning attitude .724™ 599 .506™ .800™ .596 .574™.642™.602 .494™

Notes: a. n = 95, demographic data variables, including divisions, gender and so on. "p<.05,”p<.01.
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based training, the impact of students’ motiva-
tion over learning is significantly higher than that
using expository teaching and training. For stu-
dents’ learning attitude, the introduction of e-
teaching will produce far more impact on stu-
dents than the regular and traditional learning
and training methods. In the process of intern-
ships training, it is found that the use of three
different teaching methods in rotation definitely
has an impact on the outcome of student learn-
ing. Thus, this result has verified that the use of
three different teaching methods will produce
moderating effects over the causal link between
“learning motivation” and “learning effective-
ness”, as well as the casual link between “learn-
ing attitude” and “learning effectiveness”, so H4
and H5 of our study are also substantiated.

CONCLUSION

From the test results, it can be found that e-
learning is far better than the traditional learning
method. Some possible reasons are identified in
our analysis. Because the food catering service
procedures practiced by international tourist
hotels are meticulous and often repetitive, for
relatively new service interns, it will be more dif-
ficult to understand the details through exposi-
tory teaching and training within a short period
of time, not to mention digesting the the materi-
als learnt and letting them become part of their
skills for rendering of services. Coupled with
another problem, expository teaching does not
give students an opportunity to visualize the
service procedures in the form of digital images.

However, through computer-assisted instruc-
tion, students can learn step by step, and the
instructions can guide them through the whole
process. It can provide full explanation when
needed, and even can correct their action
through simulation exercises. Furthermore, web-
based training gives students more freedom in
terms of time and space. Students just need to
log onto the computer with network access and
attend a lesson at any time any place; correct
procedures may be learnt through repetitions.
Since their working hours are more than other
industries, the working conditions in tourist ho-
tels are generally considered as labor-intensive.
Thus, web-based training is very suitable for their
interns training. Students are allowed to set the
learning schedules according to their own pace.
Thus, their learning motivation will be higher
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compared with the previous situations when they
had to allocate time to sit in classrooms and at-
tend traditional training. As a result, they now
show more positive attitude towards e-learning,
so their learning effectiveness is expected to in-
crease.
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