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[bookmark: _Toc192827840]1. Introduction 
Critical thinking is vital in decision-making, problem-solving, and caseload management for Cambrian Training Company (CTC) training officers in the hospitality sector. This report examines how critical thinking enhances effectiveness in managing caseloads, collaborating with multiple stakeholders, including employers, trainers, and government bodies, and addressing challenges within the learning and development role. It explores the impact of biases and assumptions on decision-making and evaluates various frameworks that support critical thinking in professional practice. 
At CTC, training officers (T/Os) deliver a range of qualifications across multiple sectors in South Wales, with a particular focus on hospitality. This report examines hospitality-related qualifications, including Hospitality Services Level 2 and Hospitality Supervision and Leadership Level 3. 
A training officer's role involves delivering high-quality education to multiple employers across South Wales while ensuring compliance with industry standards. They develop learners' competency, knowledge, and skills through tailored assessment methods and manage a caseload of at least 36 learners. To maintain compliance with Key Performance Indicators (KPIs) set by the Welsh Government and the Education Workforce Council (EWC), T/Os ensure learners complete their qualifications within designated periods. Additionally, they foster stakeholder relationships, expand business partnerships across Wales, and liaise with internal departments to facilitate the timely completion of apprenticeships. 
Critical thinking is fundamental to a T/O’s ability to navigate responsibilities, from managing stakeholder relations and ensuring regulatory compliance to solving complex issues and making informed decisions. By applying critical thinking, T/Os can identify challenges, develop alternative solutions, and engage in reflective learning to continuously improve their approach. 
This report provides a critical evaluation of the role of critical thinking in decision-making, problem-solving, and daily management tasks, incorporating relevant models and theories to support the discussion. 
[bookmark: _Toc192827841]2. The Role of Critical Thinking in Teaching and Learning 
[bookmark: _Toc192827842]2.1 Definition and Theoretical Foundations of Critical Thinking 
[bookmark: _Int_NMSwSGuw][bookmark: _Int_SJAPa17a]"The function of education is to teach one to think intensively and to think critically. Intelligence plus character—that is the goal of true education" (Martin Luther King, 1992). 
Critical thinking is a structured approach to problem-solving that enables individuals to analyse information, evaluate options and make informed decisions. It can be applied to various contexts, including education, where it helps assessors identify challenges and develop solutions. 
In the context of training and assessment, critical thinking allows training officers (T/Os) to address issues such as learner underperformance. For example, if a learner expresses demotivation or struggles to balance their workload with qualification requirements, a T/O must determine whether temporary adjustments, such as suspending learning for a few weeks would be beneficial. This decision requires evaluating whether the issue is short-term or likely to persist throughout the qualification. The T/O then liaises with the line manager, who reviews the team's Key Performance Indicators (KPIs) to assess the feasibility of suspension versus termination. Ending a qualification is considered a last resort, ensuring the organization remains within budget and performance targets. 
Maslow’s Hierarchy of Needs (Maslow, 1943) is a useful framework for understanding learner motivation. The model categorises human needs into five levels: physiological (basic survival needs such as food and sleep), safety (employment, stability), belonging (relationships and social connections), esteem (respect, status, and self-worth), and self-actualization (achieving one's full potential). 
Applying critical thinking to Maslow’s hierarchy, a T/O can assess whether a learner is prioritising job security over their qualification. If a learner is struggling to engage in their studies due to job-related pressures, understanding their motivational level can guide the T/O in providing appropriate support. For instance, highlighting how completing the qualification could lead to career progression may shift the learner’s motivation from safety needs to psychological growth. By recognising these motivational factors, T/Os can tailor their approach to help learners move up the hierarchy and maximize their potential. 
[bookmark: _Toc192827843]2.2 The Importance of Critical Thinking and Decision Making 
Critical thinking is essential in the role of a T/O, particularly when making informed decisions and overcoming challenges. One area where critical thinking is applied is enhancing collaboration between T/Os and essential skills tutors, even when professional relationships may be strained. By analysing the root cause of communication breakdowns, whether due to miscommunication or a lack of clear procedural guidelines, employees of CTC can facilitate discussions between departments to address these issues. This may involve implementing meetings, setting clear expectations, or establishing deadlines to improve workflow and maintain the quality of delivery. 
Another crucial aspect of critical thinking is identifying and addressing the diverse training needs of learners. Learners requiring additional support must first meet with an Additional Learning Needs (ALN) assessor to determine the type of assistance required. The ALN assessor then collaborates with the T/O to arrange necessary support measures, such as specialised equipment or alternative assessment methods. By continuously evaluating the effectiveness of these accommodations through learner visits, the ALN assessor and T/O ensure that all individuals, regardless of their needs, can complete their qualifications. 
Resource management is another area where critical thinking plays a significant role. When faced with a lack of essential resources, T/Os must assess the severity of the issue and develop a practical solution. For example, if technological tools such as computers or telephones are unavailable, immediate escalation to the line manager and IT department may be required to minimise disruptions. However, if the shortage is less critical, such as a temporary lack of stationary, T/Os can adapt by utilising available digital tools until supplies are replenished. Assessing situations and making crucial decisions ensures the continuity and efficiency of training operations. 
Through critical thinking, training officers can navigate complex challenges, enhance collaboration, and implement effective problem-solving strategies, contributing to the success of both learners and the organisation. 
[bookmark: _Toc192827844]2.3 Critical Thinking and Managing High Caseloads 
Critical Thinking is also important when managing high caseloads. T/Os manage a minimum of 36 learners while ensuring compliance with the Welsh Government’s 61-day rule. Ineffective scheduling can lead to an increasing number of overdue learners, adding pressure to workload management. If learners exceed their Expected End Date (EED), they must be prioritised, which in turn delays attention to other learners who are approaching the 61-day threshold. This cycle can become overwhelming unless the T/O applies critical thinking strategies to optimise scheduling and maintain compliance. 
Critical thinking enables T/Os to overcome logistical challenges and maintain a high standard of delivery. One example is the need to strategically plan your day's journey when covering learners across South Wales. A structured approach prioritises visits based on location, urgency, and compliance deadlines. For instance, if a T/O has 40 learners in total, with 20 learners based at Celtic Manor Resort, they can efficiently schedule visits to meet at least three learners a day, ensuring that all 20 are seen within a week. This strategy allows the remaining learners to be evenly distributed across the following three weeks, ensuring that up to 40 learners can be seen within a month. 
However, unforeseen circumstances, such as learner cancellations or employer disruptions, may arise. To mitigate these issues, T/Os must incorporate contingency planning, to ensure that alternative scheduling options are available. By applying critical thinking to travel planning and caseload management, T/Os can maintain compliance, reduce stress, and provide consistent support to all learners. 
[bookmark: _Toc192827845]2.4 The Role of Critical Thinking in Stakeholder Management 
[bookmark: _Int_l4jBlBv6]"Effective communication is the bridge between confusion and clarity" (Turner). Maintaining strong relationships with stakeholders is essential for the stability of CTC, as it fosters trust, upholds high training standards, and ensures compliance. Key stakeholders include placement managers, Employee Ownership Trust (EOT) members within CTC, the Welsh Government, the Education Workforce Council (EWC), and Estyn auditors. As Landau (2022) states, “A stakeholder is either an individual, group, or organisation that is impacted by the outcome of a project or business venture.” Given their influence, effective communication is crucial, as stakeholders may make significant decisions based on the information presented to them. 
The Paul-Elder model provides a structured approach to identifying and addressing communication breakdowns between T/Os and stakeholders. Through six key steps—Scenario, Research, Application, Analysis, Solution, and Action Plan—CTC can resolve inconsistencies in stakeholder interactions. 
Scenario: The issue is a lack of clear communication between stakeholders and T/Os, leading to misunderstandings about training objectives. 
Research: CTC’s management, directors, and data team will gather insights through surveys, feedback, and stakeholder meetings to identify communication gaps and assess the effectiveness of current practices. 
Application: Following the research phase, CTC’s research team and Heads of Business Units (HBUs) will meet to review the findings and pinpoint inconsistencies. T/Os will be briefed on the outcomes and tasked with brainstorming potential solutions before the next meeting. 
Analysis: If multiple stakeholders' express confusion regarding training objectives, it indicates that the current communication methods need improvement. At this stage, teams collaborate to enhance clarity and consistency. 
Solution: A new procedure is introduced where all training objectives discussed during learner visits will be documented in the learner's portfolio, ensuring transparency. Managers will have direct access to this information to enhance oversight. 
Action Plan: Stakeholders will receive clear instructions on accessing training objectives moving forward. The IT team will integrate an objectives section into learner portfolios, and T/Os will be required to update this information after each visit. The effectiveness of this solution will be reviewed after two months to assess stakeholder satisfaction and ensure the improvements meet expectations. 
By applying critical thinking to stakeholder management, training officers can enhance communication, streamline processes, and ensure accountability, strengthening collaboration across all levels of CTC. 
[bookmark: _Toc192827846]3. Biases and Assumptions in Training and Assessment Decision–making 
[bookmark: _Toc192827847]3.1 Understanding Biases and Assumptions in the Training Role 
[bookmark: _Int_noGQ2MuT]"Unconscious (or implicit) bias describes the associations we hold outside our conscious awareness and control" (Imperial College, 2023). In the role of a T/O, various biases and assumptions can influence workplace interactions and decision-making. One bias is generational, which arises from differences in communication styles and work habits across age groups. 
T/O ages at CTC range from 23 to 67, leading to distinct generational preferences in workplace communication. According to Purdue Global, members of Generation X prefer phone calls and face-to-face conversations, while Millennials and younger employees are more inclined toward instant messaging, texts, and emails. Supporting this, Ma et al. (2020) describe Gen X as “older adults often have a low digital literacy and are disengaged from the digital world.” 
These generational differences can impact assessment methods and workplace interactions. Older T/Os may favour traditional assessment approaches and resist change, whereas younger T/Os, while more adaptable to digital tools, may struggle with meeting deadlines. Additionally, decision-making dynamics can be influenced by generational tendencies. At CTC, fostering an inclusive workplace ensures that all voices are heard. Gen X employees may be more vocal during meetings, advocating for their established work methods, while Millennials and less experienced T/Os may hesitate to speak up, preferring to observe discussions. Encouraging open dialogue and active participation helps bridge these generational gaps, ensuring a balanced and collaborative decision-making process. 
[bookmark: _Toc192827848]3.2 The Impact of Biases and Assumptions on Training Outcomes 
[bookmark: _Int_TjsfaKJa]"Unconscious (or implicit) bias describes the associations we hold outside our conscious awareness and control" (Imperial College, 2023). In the role of a training officer (T/O), biases and assumptions can influence interactions, decision-making, and workplace dynamics. One form of bias is generational bias, which affects communication styles, work preferences, and assessment methods among training officers of different age groups. 
At Cambrian Training Company (CTC), T/Os range in age from 23 to 67, leading to distinct generational differences in communication and work habits. Purdue Global highlights that Generation X employees prefer phone calls and face-to-face conversations, while Millennials and younger professionals favour instant messaging, texts, and emails for workplace communication. Supporting this, Ma et al. (2020) describe Gen X as “older adults often have a low digital literacy and are disengaged from the digital world.” These differences can create challenges in collaboration, with older T/Os tending to adhere to traditional assessment methods, sometimes resisting newer approaches. Conversely, younger T/Os may struggle with deadlines but excel in utilizing digital tools for learner engagement and employer communication. 
Generational bias also plays a role in decision-making and workplace discussions. At CTC, fostering an inclusive workplace ensures that all perspectives are valued. Gen X employees are often more vocal in meetings, expressing strong opinions on changes that may impact their workflows. In contrast, Millennials and less experienced T/Os may adopt a more reserved approach, preferring to observe rather than actively contribute. Encouraging open dialogue and equal participation helps bridge these generational gaps, ensuring employees feel heard and valued. 
[bookmark: _Toc192827849]3.3 Recognising and Overcoming Biases in the Learning and Development Process 
Biases in the learning and development process can impact assessments, decision-making, and overall training effectiveness. However, evidence-based assessment methods offer a practical approach to overcoming these biases. By requiring learners to present individualised evidence from their workplace, assessments become personalised rather than standardised, ensuring relevance to the learner’s role while promoting accountability and fairness. This method prevents the application of a one-size-fits-all approach, which may inadvertently favour some learners over others. 
Another key strategy for minimising bias is regular feedback from multiple sources, including learners, employers, and fellow T/Os. The Head of Curriculum plays a crucial role in this process by conducting periodic visits to assess compliance and identify areas for improvement. These visits also foster collaborative working, where T/Os can exchange ideas, refine assessment practices, and ensure training methodologies remain objective and inclusive. 
A structured way to gather feedback is through the Progress of Achievement Record (PAR). This document provides an opportunity for learners, T/Os, and employers to discuss progress, highlight challenges, and address concerns raised during training. Additionally, the PAR includes a section on diversity and inclusion, allowing learners, particularly those from diverse cultural backgrounds, to share their experiences and suggest improvements. 
By systematically collecting and analysing feedback, directors and the data team can assess what is working well and identify areas for improvement. One effective way to improve diversity and inclusion is through ongoing training, which helps colleagues recognise unconscious biases and develop inclusive teaching strategies. By integrating these measures, training officers can foster a fair, adaptable, and learner-centred training environment that supports diverse needs and ensures equal opportunities for all. 
[bookmark: _Toc192827850]4. Critical Thinking Frameworks and Applying them to Workplace Scenarios 
[bookmark: _Toc192827851]4.1 Overview of Key Critical Thinking Frameworks 
Critical thinking is a fundamental aspect of workplace decision-making, and various models have been developed to enhance this skill. Two widely used frameworks in the training and assessment field are the Watson-Glaser (RED) Model and Bloom’s Taxonomy. 
The Watson-Glaser (RED) Model 
Developed in the 1920s, the Watson-Glaser (RED) Model is designed to improve critical thinking by following a simple three-step process: 
Recognise Assumptions – This step involves distinguishing between fact and opinion. In the learning and development context, a T/O must ensure that the information provided to learners is factually accurate and research based. For instance, when teaching health and safety regulations, it is essential to use reliable sources, such as company policies and government guidelines to ensure validity. 
Evaluate Arguments – The next step requires analysing and questioning the credibility of the provided information. T/Os must critically assess whether learning materials are relevant, up-to-date, and applicable. Even if content is created by another T/O, it must be reviewed to confirm its accuracy before being shared with learners. 
Draw Conclusions – After assessing the validity of the information, conclusions are drawn. If incorrect or outdated information is identified, the T/O or manager must intervene, ensuring that the material is either corrected or used in a different context where it remains relevant. 
While the Watson-Glaser model is simple and effective, it is considered outdated due to its limited steps. More comprehensive models, such as Paul-Elder’s critical thinking framework, offer a broader approach by incorporating additional stages of reasoning. 
Bloom’s Taxonomy in Critical Thinking 
Unlike the Watson-Glaser model, Bloom’s Taxonomy provides a structured, six-step process that progressively develops a learner’s ability to analyse, evaluate, and create knowledge. It is widely used in training and assessment to enhance learners’ cognitive skills and encourage further understanding. 
Remember – The first level focuses on basic recall of information. T/Os use directive words such as state and list in questions, e.g., “State the appropriate uniform for your role” or “List potential workplace hazards.” This helps learners retain fundamental knowledge. 
Understand – At this stage, learners explain concepts in their own words. For example, if a learner identifies wet floors, broken glass, and faulty equipment as hazards, a T/O may ask, “How do these pose risks in the workplace? "or “What safety measures can mitigate these hazards?” 
Apply – This level bridges the gap between Level 2 and Level 3 questioning by requiring learners to apply knowledge to their work environment. A typical Level 3 question may be: “Describe the purpose of a team. "A T/O might expand on this by asking, “What is the purpose of your specific team in your workplace?” This personalizes the learning experience. 
Analyse – Here, learners examine problems, identify advantages and disadvantages, and justify their reasoning. For example, a question like “Explain the pros and cons of paper-based vs. digital record-keeping "requires a critical analysis of workplace practices. 
Evaluate – Learners assess different options and form reasoned judgments. This step builds on the previous by encouraging learners to weigh evidence and decide, rather than just listing pros and cons. 
Create – The last step, also known as mastering the topic, requires learners to synthesize their knowledge into a structured response. This could be through a report, presentation, or case study analysis, incorporating research, policies, and theories to demonstrate a full understanding of the subject. 
[bookmark: _Toc192827852]4.2 Application of Frameworks to Workplace Scenarios 
Critical thinking models play a crucial role in enhancing training and assessment practices. This section applies three key models: Paul-Elder’s Critical Thinking Framework, Bloom’s Taxonomy, and the Watson-Glaser RED Model, to real-world training scenarios, demonstrating their effectiveness in improving learning outcomes and assessment methods. 
1. Paul-Elder’s Model: Revising Training Content Based on Learner Feedback 
A practical application of Paul-Elder’s critical thinking framework can be seen in revising the Level 3 learner appraisal document. Learners reported that certain terminology, such as “What do you do to MAD” (meaning Make a Difference in some hospitality settings), was unclear and not universally applicable. 
Steps in the Paul-Elder Model: 
Scenario- Training officers (T/Os) identified concerns regarding the clarity and relevance of the existing appraisal forms. 
Research- Feedback from learners highlighted misunderstandings of specific terms like "MAD," particularly among those unfamiliar with the acronym. 
Application- During team meetings, T/Os discussed the issue and explored alternative solutions. 
Analysis- The appraisal form was evaluated to determine whether placements already had standardised processes or if modifications were needed. 
Solution- A revised, branded appraisal form was introduced, replacing unclear acronyms with full explanations. The rating system was also adjusted from a 1-10 scale to a more accessible unsatisfactory, satisfactory, good, and excellent framework. 
Action Plan- The new appraisal form was implemented in placements that lacked an existing standardised assessment, ensuring clarity and consistency across training programs. 
2. Bloom’s Taxonomy: Enhancing Assessment Questions 
To improve the Level 3 Health, Hygiene, Safety, and Security unit within the Hospitality Supervision and Leadership qualification, Bloom’s Taxonomy was applied to structure assessment questions. The goal was to move learners from basic knowledge recall to higher-order critical thinking. 
Bloom’s Taxonomy Applied in Assessment Design: 
Remember- Learners identify basic concepts, e.g., “List potential workplace hazards.” 
[bookmark: _Int_KgSAxsz0]Understand- Learners explain hazards, e.g., “How do wet floors, broken glass, and faulty equipment pose risks?” 
Apply- Learners relate concepts to their workplace, e.g., “Describe the purpose of a team in your role.” 
Analyse- Learners examine pros and cons, e.g., “Explain the advantages and disadvantages of paper-based vs. digital record-keeping.” 
Evaluate- Learners assess and justify decisions, forming conclusions about the most effective workplace practices. 
Create- Learners synthesize their knowledge into a structured report or project, demonstrating mastery of the subject. 
By structuring assessment questions using Bloom’s Taxonomy, learners engage in progressive skill development, moving beyond memorization to deeper understanding and critical thinking. 
3. Watson-Glaser RED Model: Alternative Assessment Methods for Learners with ALN 
When assessing learners with additional learning needs (ALN), the Watson-Glaser Recognize Assumptions, Evaluate Arguments, and Draw Conclusions (RED) Model provides a structured approach to determining the most effective assessment method. 
Applying the RED Model to ALN Assessments: 
Recognize Assumptions: Learners have options for completing assessments, including written portfolio responses or professional discussions. Some learners may struggle with reading and writing, making portfolio-based questioning inaccessible. Others may experience anxiety and feel uncomfortable being recorded during professional discussions. 
 
Evaluate Arguments: 
Portfolio Questioning- Allows in-depth responses but disadvantages learners with reading/writing difficulties. 
Professional Discussions- Faster and allow verbal responses, but some learners may feel uncomfortable being recorded. 
Multiple-choice questions- Simplifies assessments and accommodates dyslexia-friendly formatting but lacks depth and limits critical thinking opportunities. 
Draw Conclusions: A blended approach is the most effective alternative. Multiple-choice questions can be used for basic knowledge assessments and learners with ALN. Professional discussions should be optional for those comfortable with verbal assessments, ensuring they meet qualification requirements. Portfolio-based assessments can be tailored to learners who prefer written responses, ensuring flexibility. 
[bookmark: _Toc192827853]5. Conclusion 
In summary, critical thinking is essential for T/Os of CTC in the hospitality sector, enabling them to navigate complex decision-making, stakeholder management, and caseload organization effectively. By applying critical thinking frameworks such as Bloom’s Taxonomy, Paul-Elder’s model, and the Watson-Glaser RED model, training officers can enhance the quality of training delivery, tailor assessments to learner needs, and address biases that influence workplace decisions. 
Biases and assumptions, if left unchallenged, can negatively impact training outcomes, making it crucial for T/Os to recognise and mitigate them through structured decision-making and continuous professional development. Effective stakeholder communication and structured problem-solving strategies ensure training programs remain inclusive, adaptable, and aligned with industry standards. 
The ongoing development of critical thinking skills amongst T/Os is key to improving learning experiences, fostering stronger professional relationships, and enhancing the overall effectiveness of training programs. By integrating these skills into daily practice, training officers can contribute to the success of learners, employers, and the broader hospitality industry.
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>404.3 - Understand how to maintain the health, hygiene, safety and security of the working environment

Assessment Criteria
0 3.1. Identiy information about health, hygiene, safety and security that should be recorded and stored
0 3.2. Identily other people and organisations who need to have access to information about health, hygiene, safety and security
0 3.3, Identily the information on health, hygiene, safety and security that external authorities may need to access
0 3.4. dentily the potential health, hygiene, safety and security hazards that exist, or may exist, in own area of responsibility

0 3.5. Explain how to monitor own area of responsibility to ensure maintenance of health, hygiene, safety and security of employees, customers and other
members of the public

0 3.56. Identity how frequently health, hygiene, safety and security inspections should be carried out
0 3.7. Explain how to assess the potential risks associated with the typical health, hygiene, safety and security hazards in own area of responsibility
0 3.8. Explain how to eliminate or minimise the risk associated with potential health, hygiene, safety and security hazards

0 3.9. Explain the imits of own authority when dealing with risks and hazards

0 3.10. Explain the procedures to deal with faults of equipment in own area of responsibility

0 3.11. Explain how to develop contingency plans to reduce the impact of any health, hygiene, safety and security problems that occur

0 3.12. Explain the procedure to follow in the event of an emergency, including - bomb alert - fire




