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PREFACE

Windsor Plaza Hotel is an international 5-star hotel chain with locations across Asia. The company has
received capital investments from Taiwan. Windsor Plaza hotels in Asia have been facing unprecedented
competition within the hospitality industry since hospitality has become the hottest trend lately. It has
attracted plenty of investment and Windsor Plaza in Vietnam is not an exception. In order to obtain
specific competitive advantages among current aggressive competitors, their staffs, which represent the
company and are the ones delivering direct services to customers, need to have sufficient knowledge
about the industry as well as obtain professional working skills in this field. Hence, among all of the HR
management operational activities, training courses for employees are playing an essential role in
developing employees. Mr Nguyen Le, a supervisor of the HR Department, carries out the project for the
remarkable new changes in the employees training program. He entrusts the writer to conduct this thesis
project to give suggestions based on the result of the research to set up an entirely new training course.

The thesis receives the support from many parties. My thesis paper has, fortunately, become more on-
point at the end thanks to the guidance of Mr Hans Breuker and Ms Tatiana Alekseeva. The research
teacher, Mr Marle, helped me strengthen the scope of the Research Methodology. | am grateful for the

cooperation of the managers and the staff of Windsor, who directly involved in the field research process.
The Netherlands, 15th October, 2017

Hoang Lien Nguyen



MANAGEMENT SUMMARY

The Personal Development Plan (PDP) has been applied in Western countries for many years, and its effects
on personal improvement have been proven. However, this concept is not well known in most Asian
countries, including Vietnam. Therefore, the implementation of the PDP concept in Windsor Plaza hotel
Vietnam might be of great significance to Asian cultures. The actual problem comes from the fact that this
program is not commonly practised in most of the Asian countries, including Vietham and the HR
department of Windsor has not ever had any experience with setting up a PDP program. Cultural issues in
general, habits and behaviours in particular, as well as the ideology of Asian people, need to be changed
to promote the effectiveness of PDP. The management question is: how to set up the system of PDP and
implement the PDP system to all the employees in Windsor?

PDP system’s groundwork should be based on the theories and best practices as well as sincere opinions
of managers and employees of the hotel. The research objectives are thus a general knowledge of PDP and
the opinions of managers and employees about the PDP and PDP system. The central research question is
as follows:

Central question 1: What kind of PDP system could fit Asian culture under the view of HRM in literature?
Central question 2: What does the HR director of Windsor expect and require from the PDP project?

Central question 3: What are the opinions of the managers of Windsor about the PDP project?

Central question 4: What are the opinions of the employees of Windsor about the PDP project?

This research will approach both managerial positions and lower employees who are the stakeholders of
this project.

“PDP” and “PDP system” were two core concepts of this thesis. The theoretical frameworks chosen to apply
in this thesis involve change management are: three steps of change by Lewin; Colour of change by De
Caluwé; and six cultural dimensions. The change management theory was essentially applied in this thesis
because it helped to make a new project more acceptable to employees before and during the advanced
steps of PDP implementation. This thesis project applied the Change model of Lewin because the specific
activities and the important points of each stage could lead to successful change. After field research, the
theory of De Caluwé was applied to recognise which colour-print thinking Windsor possesses. Based on
the opinions and suggestions of the managers and the employees, their characteristics were identified and
labelled as a specific colour-print thinking to select the most suitable approach. Besides, the culture was
one of the core disciplines, which should be considered in managing and operating a company when
people do business. The field research design (quantitative research) was based on the Hofstede’
dimension of culture to assess the relationship between the managers and the employees and to
determine the behaviours of the employees as related to individualism.

Mixed-method approaches were used for this thesis assignment -- the quantitative research for the
information of PDP system and the qualitative research for the PDP perspective information. As the most
popular data collection method of qualitative approaches, an interview demonstrated its effect in
uncovering the in-depth information. The interview guide was set up based on the theoretical frameworks
of Caluwe, Lewin and Hofstede, which were aimed at exploring whether the possible resistances and the

references of the managers relating to what cultural background and which colour-print thinking. Six
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managers of 6 main departments provided several views and suggestions, which contributed to set up the
PDP system and identify the resistance among their subordinates. Windsor can be classified as a mixture
of Yellow-Print and Green-Print thinking. Indeed, HR of Windsor is influenced by the Vietnamese culture,
which is shown in employees’ preference to working in groups rather than independently. Thus, the most
appropriate change is the Yellow-print approach. The employees respond upon commonalities from
others, which mean they are inclined to change under communication. To work out the learning process in
the change plan, the plan will be periodically adapted to employee feedback and informal negotiation; this
also enhances the “learning process” characteristic of the Change. Those activities emphasise the
manager’s role, which is communication, in the PDP project. Thus, the mixture of colours was linked with
other aspects by the rope of PDP concept. The desk research also revealed three indicators, which lead to
success or fail PDP project during the implementation -- they are the manager’s role, cultural differences
(leading to resistance), and communication. Fortunately, the manager’s role and communication can
simultaneously proceed since the manager’s role is to communicate and the communication objective
requires an active role of managers. Meanwhile, culture factors relating to Collectivism and Power Distance
are the reason for the resistance of the managers and the employees. From the result of the qualitative
research, the most resistance among the managers comes from their awareness of increasing workload
and responsibility. Meanwhile, the research’s result also indicated that employees are mostly reluctant to
express issues and otherwise communicate with their managers. Moreover, employees showed their
disdain for the unsustainable use of the PDP project, the financial support, the long PDP writing form, the
greater workload, the control of the managers, and the unapproved PDP.

Particularly in this change, the relationship between the managers and the employees is required to be
more intimate. In order to provide the qualified PDP, the employees need not only their knowledge but
also the regular motivation and the help of reflection on the past performance to identify the
strengths/weaknesses/abilities from the managers. The previous roles of managers (commanding,
monitoring and evaluating) are transformed to the new functions as mostly motivating, reflecting and
feedbacks. On the other hand, according to the passive culture, the employees are formerly passive to wait
for the command of the managers, their role in this project requires them to be active in suggesting and
discussing with managers their ideas and suggestions about plans. Moreover, the change also compels a
set of new behaviours. According to the conversations with the managers of Windsor, Asian people are
less committed to their views and are easily influenced by others via Collectivism Culture. It is taken into
the consideration that they need to change those behaviours. A critical advisory elaborates the
suggestions from the researcher with the completed PDP system and the implementation plans of the
project.

This thesis report includes three parts. The first part is the introduction that covers the company
background and the reasons behind the thesis, which will describe the current situation of the hotel. At
the end of the introduction, an overall objective of the research and advisory will be formulated. The
second part is the research, which contains the theoretical framework and the field research process. The
theoretical framework is the firm foundation for the thesis project and is primarily based on the previous
research activities in similar fields. The field research establishes the methodology that indicated the

technique of how the researchers conducted the case study. Next, the result of the research is critically



analysed and assessed on the reliability and validity aspects. The research part closes with the conclusion
whereby the research questions are thoroughly discussed and answered. Finally, a critical advisory will
elaborate the suggestions from the researcher with the completed PDP system and the implementation

plans of the project.



CHAPTER 1: INTRODUCTION

1.1 COMPANY BACKGROUND INFORMATION

Windsor Plaza is a multi-national corporation whose branch extended to Vietnam in 2014 and is currently
managed by WMC Group (Windsor Property Management Group Corporation). With its headquarter located
in the vibrant Ho Chi Minh City, WMC Group operates a variety of properties in the hospitality industry
including hotels, restaurants, offices and commercial shopping centres. Under the management of WMC,
Windsor Plaza hotel is one of the most popular and affordable 5-star hotels offering high quality,
authentic Vietnamese hospitality and first-rate facilities (Windsor plaza hotel and WMC Group, 2016).

Among over 400 full-time staff, seven members work in HR department to operate all training courses
regarding Expertise and Skills development. Improving employees' performance allows the hotel to
accomplish its vision of expanding and becoming the leading international hospitality company in Asia
(WMC Group, 2016). Thereby, the hotel will be able to maximise its stakeholders' benefits. The hotel’s aim

will be the improvement of employees through the training courses operated by the HR department.

.2 THE MANAGEMENT PROBLEM

Windsor Plaza hotel possesses a great number of excellent staff, who is all well-trained in both practical
skills and academic knowledge. It is undeniable that the HR team makes a significant effort to offer and
operate the training courses for all employees. Recently, the director of the HR department has just
approved an entirely new project called “Personal Development Plan” (PDP) that focuses on career
knowledge and personal development for each employee.

This interesting program gains an attention of the whole HR department. Although the PDP concept is
popular in the industry, the actual problem comes from the fact that this program is not commonly
practised in most of the Asian countries, including Vietnam. The HR department of Windsor has never had
any experiences with setting up a PDP program before as well. Indeed, a PDP seems to be a new concept
to many organisations in Asia that leads to the “problem” for this project. On the other hands, it might
contain relevant concerns, which requires further research and analysis.

As a result, a well-prepared PDP system is essential to carefully draw and deal with the pointed-out
difficulties in Windsor while applying PDP system. Besides, since the program should be applied to all
employees, an effective implementation is needed to give a meaningful reason that motivates most of the
employees and managers.

The management question is: how to set up the system of PDP and implement the PDP system to all the

employees in Windsor?

1.3 THE OBJECTIVES OF THE ADVICE

In general, PDP system needs various components to be completed. It could be divided into two phases.
Because the PDP project is entirely advanced, phase 1 should be the theoretical stage in which the
researcher sets up the PDP system based on the research result. The most critical advisory is about
exploring and suggesting which kind of PDP system will fit both the requirements of the HR department,

the managers and the employees.



Phase 2 is the practical phase whereby the project is adequately implemented to all employees. Although
PDP is acknowledged as an effective tool for self-development one based on distinct characteristics and
skills, the private aspects might be exposed and monitored. Thereby, the employees might demonstrate
resistance or unwillingness to take part in this project due to cultural differences. The most strategic
advisory of phase 2 is about identifying and minimising opposition and effectively implementing the PDP
project in all major departments.

The advisory objectives, therefore, contain two parts: 1) Aow to set up the most suitable PDP system and
2) how to minimise opposition to PDP implementation. This will, step-by-step, make the program more
acceptable to the employees. This thesis assessment will include an investigation of the employees of the
hotel and provide the HR department with the most effective HRM advice for the preparation of the course
system. Thus, the hotel can deal with employees' resistance and encourage them to take part in this

course.

1.4 THE OBJECTIVES OF THE RESEARCH

The groundwork of PDP system should be based on the theories and best practices as well as sincere
opinions of managers and employees of the hotel. It is obvious that the research objectives have to be
framed by the advisory objectives, and a comprehensive view of PDP is a firm foundation to produce a
precise and critical advisory. The research objectives are thus a general knowledge of PDP and the
opinions of managers and employees about the PDP and PDP system.
The central research questions are as followed:
Central question 1: What kind of PDP system could fit Asian culture under the view of HRM in literature?

SQ1.1 What are the main definitions of PDP and PDP system?

SQ1.2 What kinds of systems are described in literature?

SQ1.3 What elements of a PDP system should be included?

SQ1.4 What are the references/examples of the PDP?

SQ1.5 What failure and success factors do the references report?
The central question 1 aims to explore the nature of a PDP, how a PDP influences employees themselves
and organisations across the world by identifying the success and failure factors of the best PDP practices.
The collected information can contribute to obtaining the general background about a PDP system as well
as its positive influences on the evidence to enhance the trust of clients. The central question 1 could be
answered by desk research.
Central question 2: What does the HR director of Windsor expect and require from the PDP project?

SQ2.1 What kind of PDP systems does the HR department of Windsor prefer?

SQ2.2 What are the views of the HR department of Windsor on what a PDP system has to result in?

SQ2.3 Why does the HR department of Windsor want to approach the PDP as a new training project?

SQ2.4 Who will be the participant in the PDP?

SQ2.5 What are the financial requirements of the Finance department for the PDP project?

SQ2.6 What are the administration requirements? (Form of PDP, list of the needs, when it is applied)
Central question 2 will explore the client's expectations for the PDP project. The expectations of the client
are called "the requirements” relating to the kind of system, administrative issues and finance implication.

Besides, another type of facility to encourage and support employees' improvement contribute to
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enhancing their belief in this project. As a client, HR director can provide the suggestions for various
options of PDP systems, which could be approved by the Board of the hotel.
Central question 3. What are the opinions of the managers of Windsor about the PDP project?

SQ3.1 What types of roles are the managers supposed to play in the PDP project?

SQ3.2 How do managers regard their role in the PDP project?

SQ3.3 How do managers think/feel about PDP project and PDP system?

SQ3.4 What kinds of PDP systems does the manager prefer/suggest?

SQ3.5 What awareness should the managers recognise among their employees?

SQ3.6 How can the PDP system be applied in practice to be successful?
Since the PDP project could entail more responsibilities and workloads for managers, their role in this
project is highly significant. Central question 3 aims to collect opinions of the managers whose roles,
views, suggestions and ideas can directly influence the PDP process. Plus, they play an essential role that
stands between the hotel and the employees because they can understand their direct subordinates very
well and their opinions must be based on credible and neutral views of both parties. Therefore, the field
research of the thesis project has to explore how they feel/think to deal with their opinions before
carrying on the PDP project in the whole team.
Central question 4. What are the opinions of the employees of Windsor regarding the PDP project?

SQ4.1 How do the employees think/feel about PDP when researchers explain the PDP system to them?

SQ4.2 What would the employees like/dislike about a general PDP?

SQ4.3 What would the employees like/dislike about such a (yet to be determined) system?

SQ4.4 What kinds of PDP systems do the employees prefer?

SQ4.5 What kinds of supporting conditions do the employees expect?
It is important to understand the perception of employees, especially the initial period when they have not
understood the goal and the process of PDP project. It could help the research advisory become more
appropriate and practical. The findings will help the hotel to promptly recognise and deal with the
inherent problems (such as resistance). Moreover, the sub-questions 4.3 and 4.4 aim to collect the
employees' opinions to illustrate the PDP system they expect. The official PDP system is only effective
when the system satisfies both the employees' needs and HR department requirements. This research will

approach both managerial positions and subordinates who are the stakeholders of this project.
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CHAPTER 2: RESEARCH

The field research aims to collect sufficient information to deliver the strategic advice for Windsor about
setting up the PDP system and planning for the implementation. The research focuses on the opinions of
managers and employees regarding PDP, ensuring that all concerns are taken into consideration when the
hotel starts to process the PDP. Additionally, in order to set up the appropriate PDP system that can satisfy
the hotel’s requirements and employees’ needs, it is necessary to link these issues. Thus, the research is
finally drawn up by four central questions.

The central question 1 is formulated to get a general comprehension and critical knowledge about PDP as
well as recognising the success and failure factors in a PDP. These can be explored by desk research,
which is mentioned in the theoretical framework chapter. The central question 2 regards the collection of
the hotel’s requirements for the PDP project. Meanwhile, the managers and employees’ opinions are

shown in the research objectives of the central questions 3 and 4.

II.1 THEORETICAL FRAMEWORK

1I.1.1 Core concept elaboration
< Concept of “The Personal Development Plan” (PDP)

According to Murray (2007), a general PDP is a personal portfolio, which can efficiently reflect, evaluate
and develop skills to reach goals. Constructing the PDP helps people recognise their current abilities and
enhance their future capabilities. The most remarkable function of a PDP is to provide the mechanism plan
by which the writer can form a special preparation for their future through focusing on the gap between
abilities and capabilities (see appendix 1).

Similarly, Beausaert, Segers and Gijselaers (2011a) also conceptualised the elements of a PDP with the
three following terms: learning and reflection, information and feedback, and motivation of supervisors.
He also cited that the purpose of a PDP is to improve the affair on learning objectives towards the
transition in a situation or one’s status. Regarding the PDP global influence, Murray (2007) stated that the
PDP could be the “learning by doing” option that most Western organisations commonly use in their
training programs as an assessment instrument for the employees. It also has a function for developing
self-actualisation.

Based on the purpose of using a PDP, Smith and Tillema (2001) classified that the PDP is used for three
purposes as follows: professional development (formative assessment), personal portfolio (summative
assessment) and decision-making (promotion/salary). Specifically, depending on the purpose, the critical
activity of each type of a PDP is also pointed out. Learning is the primary activity when a PDP is used for a
professional purpose while a personal profile and a decision-making purpose need an action to present
oneself (Beausaert et al.,, 2011a). In the workplace, Passmore and Dos Santos (2014) claim that using a
PDP as a professional development tool is more effective than others. Their research also emphasised the
importance of introducing and using a PDP as a tool for learning and development that can attract
employees. Thus, the learning and development purposes need to be apparently announced by the
supervisors. On the other hand, Smith and Tillema (2001) mention that the decision-making purpose of
using a PDP also relates to supervisors’ role of reflecting, evaluating and deciding. It is said that a

supervisor plays a vital role in the PDP project of an organisation and his or her part is dependent on the
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purposes of using the PDP. Moreover, Beausaert, Segers, and Gijselaers (2011b) and Passmore and Dos
Santos (2014) state that processing a PDP needs additional supporting conditions. Those could be
motivation, reflection, finance and sustained use, which depend on the context of using the PDP.

< Concept of “The Personal Development Plan System”
Using a PDP in an organisation needs a system to operate and monitor its process and result. A PDP
system is a prerequisite to set up for this mission. A limited resource leads to no specific definition of a
"PDP system". However, it could be explained based on its purpose and what it entails. The Department of
Public Service and Administration of South Africa (1998) made the point that "the PDP system will help to
ensure the principle of access and entitlement to all members of staff to meaningful training, and
education opportunities become a practical reality." Those factors have to be recognised and adequately
prioritised in order to observe and evaluate the general operation of a PDP project. In particular, finance,
time, and capacity of a whole organisation or individual department could be identified as the primary
factors (Department of Public Service and Administration of South Africa, 1998). The model of the system
needs to be explicitly set up for the time phases, and the resources of each department in an organisation
should be utilised. However, additional factors can also be put in the system depending on the purpose of
implementing the PDP so that the supervisor, who has the responsibility to connect departments, can
efficiently monitor the PDP project accordingly.
On the other hand, some empirical research findings stated that the PDP system could be set up based on
the PDP’s purpose, the organisation’s nature and requirements. Three different purposes of using a PDP
are self/professional development, decision-making and personal profile. They can form three PDP model
systems. The features of the PDP project in the organisation should be drawn together with the purpose of
PDP to design the most suitable PDP system (Smith and Tilema, 2003) (see appendix 2).
Moreover, it is obvious that a general system could be established to answer questions such as what,
when, and how an organisation uses a PDP to achieve a specific goal (US Department of Commerce, 2017).
Based on the definition above, a report of North West Provincial Government (2010) suggested a link
between a PDP system and a performance management system. In order to implement a meaningful
training program and educational opportunities, organisation needs and employee needs are accessed
under the context of performance management system (North West Provincial Government, 2010).
Therefore, according to several previous research activities on the relationship between a PDP system and
a performance management system, some particular elements must be selected to be put into the PDP
system. Namely, they are procedural steps, a financial calculation, a reward/punish policy, administrative
elements, and roles of the manager (Hr-survey.com, 2017; US Department of Commerce, 2017). All of
these features must be included in the PDP system.

1I.1.2 Literature Review

/I.1.2.1 Human Resource Management

Human Resource Management (HRM) is the term used to name the system for operating people in an
organisation (INC.com, 2017). HRM is also defined based on its purposes, one of which is to manage
employees in an organisation effectively and hence increasing their productivity by helping those staffs to
perceive their strengths, weaknesses and talents. The principal activities of HRM are performance reviews,

training and testing.
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Additionally, Human Resource Management theory describes the importance of human, saying that each is
an element of an organisation and growing people means growing organisation (Boxall, Purcell and
Wright, 2007). Understanding and applying these theories can help Windsor Plaza Vietnam create a solid
strategy to implement the PDP project at the hotel.
11.2.2.2 Change management plan

Human plays a vital role in a general change as the PDP project could create a massive change in
management of the organisation. Each change in the organisational management is aimed towards
changing the employees' perception and action. In this case, the change management theories set up a
firm foundation that makes the PDP more approachable to the employees. Creasey (2007) addresses the
importance of dividing the term "change management” into "change" and "project management", which is

easily visualised as below:

Element: The scope of focus:

Change Organizations and operations
Project management Tasks and activities

Change management Impacted employees

In other words, "change management" is "the process, tools and techniques to manage the people side of
change to achieve the required business outcomes. It incorporates the organisational tools that can be
utilised to help individuals make successful personal transitions, resulting in the adoption and realisation
of change (Creasey, 2007). Change management focuses on the people impacted by the change of
organisations in tasks and activities. The change management theory is essentially applied in this thesis
because it helps to make a new project more acceptable to employees before and during the advanced
steps of PDP implementation. Hence, the implementation plan is also considered as a change management
plan, which is handed to the HR department of Windsor at the end. The concrete steps and elements of a
change management plan will follow the instruction of the template of Queensland Government Chief
Information Office (2011).
+ Lewin’s change management model: Three steps of Change.

One of the most famous change management models is the “three stages process of change”. This model
is used for understanding the nature of organisations, slowly impacting the employees, and leading an
institutional change. According to Lewin (1947), the change process will go through 3 stages: Unfreezing
- Moving - Refreezing. As he describes, in order to shape a cone of ice from a huge ice cube, melting the
ice cube (unfreeze) is the very first essential step, then melding the iced water into the expected shape
(moving) and finally solidifying the new shape (refreeze) should be carried out.

Lewin (1947) emphasises that the first stage is the most challenging phase, where the key points are
providing the crucial reasons for changes and evoking strong reactions in employees. In the second phase,
Lewin (1947) notices that time and communication are the two keys for the changes. It takes time for
people to believe that a change will benefit them later on, and communication is the vital activity for
persuasion. In this phase, it is also noted that the reason leading to most failures is that people think the

change will benefit the organisation only. "Moving" is defined as the change in the thoughts and
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perceptions of people. The last step, Refreeze, is to carry out the change content during the daily business
of the whole organisation. Critical points in this stage are identifying the supports and barriers to the
change, setting up a visual change system, providing training, and rewarding success (Bamberg, 2013).
This thesis tends to apply this particular theoretical model because the specific activities and the essential
points of each stage could lead to successful change. The hotel expects to establish a PDP as a
prerequisite for every employee, and direct managers should follow a ‘coaching’ course. It is essential to
follow Lewin’s model step by step to ensure that the change is smooth and approachable.

+ De Caluwe’s change management model: The Colour of Change
Vermaak and De Caluwé (2016) state that this model helps the change process to become more useful. It
facilitates selecting the most suitable strategy for a particular cultural concern in a changing context. De
Caluwe and Vermaak (2004) observe and present five different belief systems within an internal culture of
organisations relating to employees' thinking of their workplace. Those are labelled by colours: yellow,
blue, green, red and white, which are described in the table in Appendix Section (see appendix 3)
After field research, this theory will be applied to recognise which colour-print thinking Windsor has. The
opinions and suggestions of the managers and the employees help to identify specific colour-print
thinking. Based on the result of the research, the most suitable approach will be applied.

/1.2.2.3 Six dimensions of culture - Hofstede (1980)
Culture is one of the core disciplines, which should be considered in managing and operating a company
when people do business. In order to connect diverse nations around the world, Hofstede's six cultural
dimensions can be used as the model standard to compare the level of differences between countries.
Additionally, comparing with other cultural theories, an abstract score of the examination on six cultural
dimensions of Hofstede indicates the particular view to the nature of the culture of each country, including
Vietnam. Besides, the literature of PDP concept emphasised that cultural differences are a determining
factor for a successful PDP project. Moreover, two of six dimensions of Hofstede's theory, which are
individualism and power distance, are relevant to the core concepts of the PDP because they focus more
on the personal discipline and the interactions between managers and subordinates during the process of
training PDP. The collective information process, which is expected to gain honest reactions or perception
of the employees, should be deeply analysed. Because of these shared dimensions, Hofstede's theories
can be applied in the PDP process. The field research design (quantitative research) will be based on the
Hofstede’s theory to figure out the relationship between the managers and the employees, and the
behaviours of the employees relating to the individualism.
The measurements of Vietnamese cultural dimension and the explanation for each dimension can be seen
in appendix 4.
/1.2.2.4 Review of practical cases

+ Personal development plans replace Performance Review at Harvey hotel
At Harvey hotel, Beckert and Walsh (1991) report the following about their practical PDP project:
"emphasises on personal development, individual abilities and achieving goals create sharper employees,
better managers, and superior guest service”. They carried on the PDP project into their seven properties

and collected several reviews after the very first trial.
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They reached a favourable outcome by opening lines of communication, by aligning measurable goals of
each employee, and by reviewing. However, there were some failure factors, which were figured out after
reviewing. They defined specific abilities themselves rather than identifying skills required for each
position and level of employees, and the consequence thereof is that they fall into the "one size fits all"
trap. According to the hotel report, the company was not created the best environment to develop and to
recognise the outstanding performance. Then, the problem was found out to arise from communication
issue. The employees were so cautious when producing opinions and reporting feedback to their
managers, leading to the ineffective PDP.

+ Business development - PDP - at Royal Mail Anglia
Tamkin (1995) studied a PDP project case at Royal Mail Anglia. The company introduced the PDP in 1992.
The result was positive in developing both employees and managers. Their satisfaction with training had
increased. The review showed that the PDP contributed to improving conversations and raising awareness
as well as affirming the manager’s role in coaching and communicating with their subordinates.

+ PDP at TSP Bank
PDP has a long history at TSB, dating back to1988 (Tamkin, 1995). Along with a constant improvement in
the PDP format and system, positive impacts are greater than negative ones. From the beginning of an
implementation, the managers were criticised for being uninterested in the project, which caused the
employees to lose enthusiasm. Besides, the managers believed that the cultural elements also played a

significant role.

11.2 FIELD RESEARCH

1I.2.1 Research strategy

According to the general nature of PDP, cultural factors, mostly involving mentality, will impact the
employees and the managers throughout the PDP project process. The goal of the field research is to
collect insights, both positive and negative, from both sides for analysis. Because the concept of PDP is
not familiar with Asian culture, there might be some uncertainty factors which may negatively influence
the results. These factors will be identified during the research process. Besides, Murray and Beglar (2009)
recommend using a combination of qualitative and quantitative research, stating that the advantages of
each approach can be utilised and the disadvantages simultaneously avoided. Moreover, the quantitative
methods are purely involved in collecting and interpreting numerical data to identifying a status of a
solution while the report goal consists of more than only assessing how much the employees perceive the
PDP. Meanwhile, qualitative approaches are to reach the in-depth study of people in the actual condition.
Therefore, mixed methods offer more instruments to collect data that allow him/her to get to the
inspections closer than a defined series of solely quantitative or qualitative tools.

Considering the feature of the central questions, two variables need examination are the perception of
employees about PDP and the PDP system. There is a method can be useful in this case. Mixed-method
approaches will be used for this thesis assignment - the quantitative research for the information of PDP
system and the qualitative research for the PDP perspective information. According to Cresswell and Plano
Clark (2007), the triangulation design, the embedded design, the explanatory design, and the exploratory
design are four fundamental forms of mix-methods approach. Among these forms, the exploratory design

will be marked for this specific strategy because of two reasons: the quantitative study is developed by the
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results of a qualitative study, and the mean of this report is to set up the entire new project system for an
organisation (Murray and Beglar, 2009). The exploratory design is usually conducted in two stages, with
the qualitative study being administered before the quantitative study and determined by the result of the
former phase (Cresswell and Plano Clark, 2007).
11.2.2 Research process: Qualitative research phase
/1.2.2a Data collection method
+ Collecting data
Since the purpose of the research was fairly complicated to formulate the questions by letters, an interview
was a proper method of collecting data (Brotherton, 2008). As the most popular data collection approach
of qualitative method, interviewing has demonstrated its effectiveness in exploring in-depth information
regarding human behaviour. It was too complicated to be discovered by questionnaire or other
instruments. In this case study, the sub-questions of central question 2 and 3 were mixed between the
explanatory and exploratory, which could be answered through video conferencing interviews.
Additionally, due to nature/importance/influence of needed information, which can define the level of
hotel's requirements at the beginning, the data collected has to be apparent and concrete. Therefore,
conducting a face-to-face interview with the representative from Windsor hotel was a useful approach to
answer the central question 2 and 3. Although the face-to-face interview is helpful when exploring or
explaining situations or issues (Brotherton, 2008), Skype video- conferencing was used in this case study
due to geographical distance (Vietham and Netherlands) between the interviewer and the interviewees.
The interview guide (see appendix 5) was set up based on the theoretical framework. Relating closely to
cultural background and colour-print thinking, it aims to explore the possible reasons for resistance and
therefore the preferences of managers.
+ Research sampling

Brotherton (2008) state that "non-probability-based sampling" is commonly known as the sampling
design/strategy to collect qualitative data. The research objectives require in in-depth case studies rather
than numeric or statistical information. Purposive sampling can be used if there is a person who possesses
essential characteristics as a key informant. Indeed, if a chosen delegate holds the precise, sufficient and
specific information, research result can be analysed merely, and the research purpose is smoothly
reached by eliminating redundant data.
In this case study, two main questions related to HR department' requirements and references toward PDP
needed to be examined. The specific requirements of HR department were particularly delivered by the HR
director, who will decide on the approval for the suggested PDP project. He provided the most valuable
information with which the researcher can create a background for setting up the PDP system. In order to
collect the opinions of the managers of Windsor, the samplings must be the managers from 6 central
departments of Windsor. Six managers could bring several views and suggestions which could contribute
to set up the PDP system and identify the resistance among their subordinates.

I1.2.2b Method of analysing result
During the Skype video-conferencing interviews, the conversations were entirely recorded. However, a
long conversation may contain a wide range of information as well as unnecessary data. Thus, the basic

principles of qualitative data analysis are applied to address the crucial information by reducing their scale

17



and complexity (Brotherton, 2008). Boeije (2010) suggests that two vital steps needed to approach the
essential data are "segmenting the data into parts and reassembling parts again into a coherent whole".
Those steps are also called "coding" the data, which is a means for ordering, reducing and summarising
data (Brotherton, 2008). However, as the very first stage is to keep a visual conversation, the recording has
to be completely transcribed.
According to Brotherton (2008), analysts can read the data in the meaningful form if the data is broken
down and reassembled systematically and theoretically. He also claims that the final step, which is
structuring data, needs to be processed to identify the possible problems easily. This structure has been
established based on correct and visible coding. Open coding, axial coding and structuring have
respectively been carried out throughout the analysing process (Boeije, 2010). Open coding is conducted
for "breaking down, examining, and conceptualising the keywords relating to the fundamental concepts
and then labelling them for a relevant section by the texts”. Next, an action of grouping those labels is
called “axial coding” (Strauss and Corbin, 1990).
In this case, the hand-written method was proposed to visually format the coding by means of drawing
the relationship among those codes/labels.
11.2.3 Research process: Quantitative research phase
/l.2.3a Data collection method
+ Method of collecting data
A questionnaire was the selected option in this case. Wright (2005) raises the advantages of using the
questionnaire as a powerful tool to examine the candidates because of low cost, high flexibility, proven
dependability, and broad extensibility. Brotherton (2008) claims that questionnaire is the most effective
method to communicate with a large number of potential respondents. A survey was designed based on
the formulation of research questions and operationalisation of the literature of core concepts (see
appendix 17). The objective of the questionnaire was to gain insight from the employees' perception
regarding the initiative for setting up the PDP system as well as any possible resistance towards PDP
before and after implementing the model at the hotel. Based on the theoretical framework, each element
of PDP and PDP system was used to record the employee's opinions on those. Next, each driver factor in
the operationalisation (see appendix 6) was formulated and translated in detail into the questionnaire.
+ Research sampling
The PDP will be applied, and it, therefore, impacts the whole organisation because of its range of validity.
In this case, Windsor has approximately 650 employees in total. However, the participants of the first trial
of the PDP project will be the six primary departments of Windsor with 202 employees. For this reason, a
sampling technique called "cluster sampling" was chosen to reduce the nhumber of samplings and keep the
comprehensiveness of the population. By grouping similar homogeneous individuals, some from each
group can contain and reflect the feature or responsibility of a whole group (Given, 2008). Brotherton
(2008) also believes that the result of the research would be sufficient as long as the sampling population
reflects the nature of the entire population. The questionnaires were delivered to all members of 6
departments and the researcher expected to possibly receive an 80% response rate (approximately 160

due to their benefit in the project. The table indicates the calculation of sampling (see appendix 7).
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I1.2.3b Method of analysing data
There are several software applications used to analyse quantitative data such as SPSS, Excel, SAS
(Verhoeven, 2008). The software allows the researcher to interpret the data collected from the interviews
and produce reliable results after analysing.
The questionnaire was designed to include two types of questions and required only ten minutes to
complete. Because the employee's mentality was reflected more precisely by the level of their awareness
and perception, the 5-point Liker scale was proposed to measure this specific element. Multiple-choice
questions were applied to collect information regarding their desire and expectation aspects. Furthermore,
Excel is used as the method of analysing data due to the simplicity of data and provides a pattern to help
to analyse many kinds of questionnaire design. Hence, it can be the most effective method of analysing
data for the quantitative study, especially in this study.
In order to make the data more assessable, three following statistical measures were applied (Verhoeven,
2011):

o Frequency distribution of attributes: as the univariate analyses indicate how often the scores occur.
e The "'mean’”: the measure of central tendency for calculating the average.

o The “‘mode’: the measure of most often occurring.

11.2.4 Research result analysis: Qualitative research phase

+ Result of qualitative research regarding the open/axial codes
In the result analysis process, the recorded interviews were transcribed and translated into English to
apply the open coding. The similar statements relating to each aspect were coded by the same words and
categorised (based on the common characteristics) by the axial codes (see appendix 8). The specific result
with the perspectives and codes can be seen in appendix 9, and each aspect of the interview content is
analysed as follows:

£ The roles that managers are supposed to play in the PDP project.
It is not deniable that the roles of managers play a crucial part of PDP project to keep in touch and process
the project successfully. That is why every role of a manager can influence the result of the project —-- they
can impact the employees' action. Based on the outcomes of the research activities and interviews, many
duties were raised and discussed in terms of consideration and cooperation. Although the managers have
had different views on the project, they seem to take part in the project by honestly suggesting which
roles they are willing to take in the project. In fact, although many kinds of duties were mentioned, most

of them can be clustered into "communication” category, such as motivate, inspire, explain,

feedback/review, keep intimated, companion. These functions are also meaningful for exchanging

information process. Depending on the content of the conversation, their roles are classified into those
codes. They can recognise their importance in communicating with the employees since all managers'
indications are coded for "communicate’ [1.28, 2.50, 3.44, 4.39, 5.49, 6.33]. The roles mentioned above
were suggested with the belief that they could contribute to the success of the project.

+ The considerations of managers related to the roles.
A link between the managers’ roles and considerations about their roles were scattered in the interviews.
Since the communication was suggested for their role, the concerns relating to the role were coded by the

following words: workload and relationship. All managers were concerned about increasing workload if

they had to spend their scantier time for intense conversation with employees. Plus, passionate and
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honest conversations to share needs, thought or feedback requires a close relationship between the
managers and the employees.
+ The general opinions of managers toward PDP and PDP system.

This question could be converted into the question “what the managers like and dislike about the PDP
project and PDP system" during the interview because this interpreted question was simpler to understand
and helped to explore information more deeply. Regarding the PDP, the managers expressed a positive
feeling toward the practical nature and benefit of PDP. Notably, one of the managers stated that whatever
the role a manager has, the PDP tends to narrow the distance between him and his employees. Some of
the general perceptions about PDP also were the reason for the feeling of transformation to positive. On

the other hand, jncreasing time and workload, which was also expressed during the interviews, raised the

specific factors leading to the negative feelings of all the managers. Plus, one of the managers recognised
and disliked the possible misunderstanding between managers and employees as they usually
communicate.

According to the result and the atmosphere during the interviews, although all of them worried about an
increasing workload and responsibility, there was no substantial resistance within managerial Board. They

all have a critical perception of the nature and benefit of PDP. _They can fully cooperate with PDP project as

long as the PDP system can be feasible to assign the missions and workload equally. Plus, the

communicating instruments with their subordinates by different types of PDP and appraisal form can also

be flexible. Providing meaningful and sufficient information about PDP to all participants is most needed.

+ Suggestions for the PDP system in Windsor
This question is converted into “how to make the PDP project more active?”. This question aims to collect
the suggestions about all aspects and elements of the PDP project that could contribute to operate and
monitor the project effectively. The PDP system theory helps break down the system into components to
make a specific question. There was no particular PDP system introduced, they, however, provide the clues

with essential elements of the PDP system such as communication, reward/penalty and timeframe,

procedural steps, PDP form, appraisal form and a link to decide reward/penalty from appraisal form.

The key points of the interviews showed that the same workloads, manageable system, effective method

to _make the informative conversation between managers and employees were the most important

standards for the PDP system.
+ Specific concerns of the employees that the managers identified
Similar to the managers, the employees have the discretion of increasing workload and changing schedule.

Besides that, jnformal announcement combining_the /ack of knowledge about PDP caused the unconscious

insecurity toward the PDP project. The managers emphasised the necessity to have a proper statement in
this situation. More importantly, the distance of positions can be a disadvantage at the starting point of

launching project. A barrier is created causing unfavourable conversations and misunderstanding that they

are_monitored and investigated. Besides, two managers emphasised that the Asian habits and passive

behaviours of most of the employees could harm the PDP project. Those reasons are identified and should

be taken into consideration among employees.
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£ Suggestions for the factors that might lead to the successful PDP system in Windsor.
The managers implemented ideas to make a criterion for successfully applying the PDP system into

Windsor; which are their active roles, the best system, the positive employees and managers' belief, slowly

change their perception. The communication played a vital role in applying this project which can be

considered as a change in management. The system to control the project has functioned for slowly
changing the employees' mind and perceptions. On the other hand, a clear and functional system can also
contribute to bringing about success.

11.2.5 Research result analysis: Quantitative research phase

+ Result of quantitative research regarding the statistical analysis
By conducting the field research, 202 questionnaires were delivered to the webmail of members at six
main departments of Windsor hotel to collect their opinions towards the PDP itself. Within ten days of the
expected timeframe, it was optimistic that 81% of questionnaires were responded through internal
webmail system of Windsor. Because of the time limitation of this thesis project, the researcher had
decided to stop collecting data since the respondents reach the validity of the research at 80% as the initial
researching plan (appendix 10, figure 1). From the research result on how the employees feel about PDP,
what kind of PDP system they prefer, and what they like/dislike about a (yet to be determined) system, the
PDP project is believed to bring an optimistic improvement on up-coming training project within Windsor
hotel.
According to the quantitative research result (appendix 10, figure 2), although most of the employees are
not familiar with PDP, and they have not used PDP for their development, they still have purely perceived
PDP as an advanced project. It can differ from the current unpractical training program. Likert-scale was
used to measure the level of agreement on how the employees understand the characteristics of PDP and
the "mean" criterion score over 3.5 on most of the aspects. Therefore, an advantage of using PDP is a
primarily agreed upon PDP project, which has a preference at the start of the launching process. There are
still two good signals that most of the respondents confirmed, namely the valued advice of managers and
the best results coming from the intimacy with the managers. Nevertheless, disadvantages of this PDP
project are also discovered through analysing the process. In this case, the majority of employees feel
uncomfortable to discuss many matters with their managers. It is obvious that the scale is inclined toward
a disagree-side that the "means" of most of the statements were less than 3.0. The employees prefer
working in a group and sharing opinions with colleagues rather than doing that with their manager due to
complicated procedures, formal meetings, and unsympathetic managers (appendix 10, figure 3). It was
obvious that the Collectivism culture in Windsor was the dominant workplace culture since the employees
mostly worked in groups and easily shared ideas together.
The multiple-choice method was used in the questionnaire to identify the preference of the employees
towards the PDP and PDP system. The percentages here stand for the ratio of the respondents choosing an
answer (see appendix 10, figure 4 and 5). The result demonstrated that the predetermination of the
changing of this project is learning. Similar to De Caluwé’s theory about Green-print thinking, De Caluwé
et al. (2004) claimed that "changing and learning are conceptually closely linked". Moreover, Green-print

thinkers "are motivated to discover the limits of their competencies and to involve themselves in learning
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situation”, according to De Caluwé et al. (2004). Learning by doing for self-development was identified as
a sign of Green-print thinking.

On the other hand, some characteristics of a PDP system were formulated in the questionnaire to ask for
which one about PDP system the employees like/dislikes the most. The result (appendix 10, figure 6 and
7) indicated the special points that the employees prefer a meaningful training program in terms of
informal conversation with the managers, raising self-awareness and voluntary and equal workload.
However, it was a surprise that the reward policy was not crucial in this context that took only 25% of
respondents. Since a set of HRM tools such as reward, salary and promotion play a motivating role leading
to a change in getting something back, the Red-print thinking may impact a small part of Windsor.

Because the desirable supporting conditions were to support the learning condition rather than the reward

(salary, promotion and bonus), the Green-print thinkers were the majority compared to the Red-print

thinkers.
11.2.6 Additional desk research

The field research provided a specific perspective of the managers and the employees toward the PDP
project. The Hofstede and De Caluwé’ theories were applied in the process of analysing the staff’ opinions.
Regarding the cultural aspects, back to the theoretical framework, in the Collectivism culture, the
employees have collective culture and less decisive on specific business. They are relatively easy to be
influenced by others (Hofstede, 2011). Meanwhile, in De Caluwé theory, the Yellow-print thinkers believed
the change itself is to have everyone on the same page regardless of the power of change coming from a
formal position or informal influence (De Caluwé and Vermaak, 2004). In order to enhance this statement,
additional desk research aimed to prove the relation of Collectivism and Yellow-print thinking. De Caluwé
and Vermaak (2016) researched to examine the colour-print thinking of international people working in
the Netherlands. The result showed that most Asian countries that have the Collectivism culture as put
forth by Geert-Hofstede (2016) got the highest average score for Yellow-print thinking (De Caluwé and
Vermaak, 2016). Additionally, based on the field research outcome, the research took it as the input for
the Quaestio Survey Software by Dimensional Insight Netherlands. The result also indicated that Windsor
notably fell into the mix of Yellow and Green-print thinking (Quaestio Survey Software by Dimensional
Insight Netherlands, 2016). Red-print thinkers also occupy a small part of Windsor, and those could be an
opposing force due to the apparent benefit of PDP project. They can cause complexity in setting the
reward/punishment policy since it required a set of HRM tools relating to the salary/bonus to motivate
them. Hence, it was necessary to choose a mixture of Green-Print and Yellow-Print thinking as the pattern

of Windsor for assessing the implementation.

[1.3 CONCLUSION

+ Central question 1:
Within the context of desk research, different structures of search terms were attempted on Google and
Google Scholar to find relevant papers for PDP. Although valued results were limited and impractical within
the hospitality industry, some definitions of PDP and PDP system were thoroughly discussed. However,
only a limited number of findings were relevant in Europe, and almost none was found in the Asian
context. In general, PDP is described as a practical tool to develop oneself. In organisations such as hotels,

inconsistencies may appear if the employees perceive PDP as an inappropriate practice. The PDP could be
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more useful if it benefits the employees and helps them to develop not only their career but also their
qualities. Therefore, the very first consideration of PDP should be how to clarify its purposes to employees
best.

Besides, the PDP system is designed by the similarities between PDP system and performance
management system due to the lack of literature. No valuable hit appeared that caused a limitation in the

result of PDP system. The PDP system model, thus, was defined based on the purposes of PDP: for

professional/self-development or decision-making or personal profiling. As a result, elements of a PDP

system can be adapted from performance management system. These are finance, timeframe,
reward/penalty policy, appraisal form, procedural steps and some typical PDP elements from PDP
characteristics such as PDP form (formality of producing PDP), supporting conditions, and
internal/external training course. Other factors extracted from experimental PDP projects of practical
organisations (such as Harvey hotel, Royal Mail Anglia, TSP Bank) are communication, the role of manager,
and culture (Beckert and Walsh, 1991 and Tamkin, 1995). It is reported that failures in PDPs are usually
caused by miscommunication, lack of managerial and organisational support (supportive conditions) and
culture. These aspects, if managed efficiently and improved, could turn failures into successes in PDP
implementation.
In order to implement a new system into an organisation theoretically, changes in current management
methods are required. In this case, change management theories, such as Lewin’s “three stages of change”
(1947) and De Caluwe’s “colour-print thinking leading to change” (2004), were applied throughout the
data collection and analysis processes. As a result, the aspects of colour-print thinking theory related to
perspective, thinking style and working style of the managers and their employees could be applied. In
order to help them embrace the change, selecting the most suitable interventions, focuses and
approaches are needed.

+ Central question 2:
First, during the interview, the director of the HR department of Windsor indicated that the company’s
productive employees possess potential abilities, but do not have the opportunities to grow due to the old
current training programs. Self-development is the prime purpose of using PDPs as well as the preferable
PDP system, which is required by the director of HR department of Windsor. The PDP system must be both
an innovative system yet adapted to suit the internal culture of all six main departments of Windsor. The
system should result in as much acceptance and low resistance as possible. The PDP system can function
to overcome the difficulties relating to culture, workload, employees’ attitude and the relationship
between managers and employees. Regarding the financial support, it was required that the support must
be equal and meaningful for motivating both managers and employees (see appendix 18, interview 7).
There was no specific requirement for finance and administration of PDP system.

+ Central question 3:
According to available literature, managers are one of the critical factors leading to success pf PDP
implementation. The interviews were conducted with six managers of Winsor’s six main departments, with
the aim of collecting their opinions regarding their roles in PDP projects and suggestions for the ideal PDP
system. The central question 3 is “what are the opinions of the managers of Windsor about the PDP

project?”
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SQ3.1 What type of role are the managers supposed to play in the PDP project?

In fact, although many kinds of duties were mentioned, most of the duties can be clustered into one single
category, namely the "communication” category, by transmitting their knowledge, experiences,
motivations and reflections about the project to their subordinates.

Following the PDP conceptual framework, the data collected from Windsor managers indicated that they
have also acknowledged their crucial roles in the PDP project. They appreciated and suggested that the
communication tasks between them and their subordinates were the most vital activity during the PDP
process.

SQ3.2 How do the managers consider their role in the PDP project?

A link between the managers’ roles and considerations about their roles were found scattered in the
interviews. Those concerns were coded by the words work/oad and relationship, which were discussed in
all interviews. Since communication plays a vital role in the PDP project, the managers concerned the
increasing workload and the intimate relationship between managers and employees. Thus, it is
reasonable that their relationship is taken into consideration with regards to the managers' roles in the
PDP project. The previous studies provide evidence that the general atmosphere was not conducive
enough to foster honest conversations between managers and employees in Asian countries (according to
Hofstede's theory) and within a hotel (as the result of quantitative and qualitative research).

S$Q3.3 How do managers think/feel about PDP project and PDP system?

Regarding the usefulness of PDPs, the managers expressed positive feelings towards their practical nature
and beneficial effects for their employees. They all support the “self-development” purpose of PDPs and
managers’ role in the PDP project. According to the results, the Management Board did not seem to have
much resistance against PDPs. Their single concern was the additional workload for employees due to
PDPs. Therefore, given the opportunity, the Management Board can fully cooperate in a PDP project if the
system allows them to assign workload and responsibility equally among employees. Moreover, PDP and
appraisal forms should be flexible and adaptable for managers to best cater to their employees.

SQ3.4 What kind of PDP system do managers prefer/suggest?

The managers provided the clues with essential elements of the PDP system such as communication,
reward/penalty and timeframe, procedural steps, PDP form, appraisal form and criteria to decide
reward/penalty from appraisal form. Besides, all of them preferred a PDP system that is on a voluntary
basis, flexible and manageable with equal workload between employees.

$Q3.5 What attention should the managers identify among their employees?

Similar to the managers, the employees have the discretion of increasing workload and changing work
schedules. Moreover, unofficial information combining the lack of knowledge about PDP on the
employees’ side caused unconscious defence towards the PDP project. A barrier is created because of
unfavourable conversations and misunderstandings about how they are monitored and investigated.
Further, two managers emphasised that the Asian habits and passive behaviours of most of the employees
could harm the PDP project. Such reasons were identified and should be taken into consideration in

informing employees about PDPs.
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SQ3.6 How the PDP system can apply in practice to succeed?
The managers suggested ideas for successfully introducing the PDP system into Windsor: their active
roles, the best system, the positive employees and managers' belief, slowly change their perception. The
project can be considered as a change in management and communication should play a vital role in this
project. Plus, the PDP system has been functioned for slowly changing the employees’ mind and
perceptions. On the other hand, a clear and functional system can also contribute to a successful
implementation of PDPs.

+ Central question 4.
By conducting field research, 202 questionnaires were delivered to webmail of members of 6 main
departments of Windsor hotel to collect their opinions about PDPs. From the research results on how the
employees feel about PDP, and what kind of PDP system they prefer and what they like/dislike about a
unspecific system, the PDP project is believed to bring an optimistic improvement on upcoming training
projects within Windsor hotel.
SQ4.1 How do employees think/feel about PDP when researcher explains the PDP system to them?
This question was translated into actual statements involving their relationship with managers and their
work prospects. Likert scale was also used to measure the level of agreement on those concerns because
they were recognised as favourable conditions to increase employee willingness to produce their PDPs.
Regarding their workplace, the employees stated that some group projects have been relatively equivalent
to the individual ones. This finding can support the individualist characteristic. Moreover, employees are
also identified with unfavourable stories about current training courses and developmental opportunities.
Regarding disadvantage of the implementing the PDP, employees mentioned that they did not have a close
bond with their managers while one of the keys to the success of the PDP project is building relationships.
According to the results, a high power distance negatively influences the PDP project because the
employees might feel uneasy while expressing their needs, personal plans, self-reflection to the managers
due to inferiority. On the other hand, the employees acknowledged PDPs as a good opportunity to develop
themselves. Thus, the employees would be willing to take part in the PDP project if the concerns relating
to power distance are solved.
SQ4.2 What would the employees like /dislike about a general PDP?
The result indicated most employees believed that the PDP is an active and practical project (learning by
doing), which can benefit their career and self-development. Generally, the purposes of the PDP were
positively perceived by employees.
Nevertheless, some employees have not fully perceived their managers' role in the PDP project. On the
other hand, the results showed the most significant concern of employees is their fear of being controlled
and monitored by the managers. This concern is also proven by the Power distance dimension of
Hofstede, i.e., that there was always a hierarchy in their working relationships. Therefore, conflicts might
result from the intimacy between two parties during the implementation of PDP. Moreover, additional time
commitment and the critical, self-reflective nature of PDPs may lead to increased anxiety among
employees. Additionally, they opposed to an idea of spending money on an external coach when they

could not foresee any long-term benefits of PDPs in terms of a raise in salary, position or bonus.
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Most concerns come from a lack of information about supportive conditions and specific benefits
regarding time and workloads. Therefore, this can be considered as a critical failure factor for most PDPs
even before their implementation. In order to turn this factor into success, communication must be
improved especially on the manager side.

SQ4.3 What would the employees like /dislike about a general PDP system?

This sub-question was directly asked given some statements which had been picked out from the
theoretical framework and interviews with managers to collect specific opinions of employees. The ideal
PDP system has not been determined yet until the employees gain sufficient knowledge about PDP systems
in general.

The result indicated that the employees liked playing an active role in the system and that almost half of
respondents prefer learning by doing and self-awareness system (Appendix 10, figure 6). Repeatedly, a
signal of Green-print thinking was pointed out from the opinions of the employees. However, the results
also indicated that they also preferred a system that provided them with clear benefits in salary. These
factors should be noted for designing the most appropriate system for employees. However, fewer
employees demonstrated expectations for a system that gives them a chance to communicate with
managers, which pose a consideration for the project.

On the other hand, the employees directly showed anxiety about being controlled by managers (appendix
10, figure 5) and they also do not like the extra work from writing such a long PDP form. Plus, there was a
specific point indicating their worries that this was going to be a temporary project.

SQ4.4 What kind of PDP system do the employees prefer?

Two questions were designed to collect employees’ preferred PDP system and supporting conditions. More
than half of employees prefer a self-development system, which is in line with the predominantly Green-
print thinker population of Windsor. Although the questionnaire is limited to only asking for reasons,
research aims to find the most favourable PDP system at Windsor. Regarding the supporting conditions,
the results showed that all of the factors of supporting conditions are equally essential. Supporting
conditions include support from their managers for motivating, reflecting and referencing, i.e., the
financial department for bonus or course fees and the HR department for sustained use of PDP projects.
No material supporting condition relating to salary or reward was highly required, so it was proved that
Red-print thinkers were in the minority.

Additionally, the researcher also asked for considerations that could lead to a successful or failed project,
as perceived by employees. Similar to the proposed theoretical framework, the factors such as
communication, manager’s role, time and cultural differences, are considered by employees as the
determining factors. The PDP system should be set up by solving these concerns to ensure the
effectiveness of PDP projects.

SQ4.5 What kind of supporting conditions do the employees expect?

This question was an extra aiming to collect supporting conditions desired by the employees. Financial
support for external classes and overtime were expected as sufficient supporting conditions. Regarding
mental supports, employees would be motivated by their managers and the sustainable use of PDP
project. Since the learning objectives and reflecting objectives were considered as the supporting

condition for the employees, the Green-print thinking of De Caluwé’s theory was applied in this case.
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> Field research results contributed to suggesting the most suitable PDP system and to
discovering which colour-print thinking dominates the employee population. Beside the
suggested elements of PDP system above, Windsor can be classified as a mixture of
Yellow-Print and Green-Print thinking. Indeed, HR of Windsor is influenced by the
Vietnamese culture, as is shown in employees' preference for working in groups, as
opposed to working individually. Thus, the most appropriate change of management is
the Yellow-print approach. The employees also gather common interests for changing
their motivation in the workplace, and they possess an ambition to develop themselves.
The mixture of Yellow-Print and Green-Print approach can be effective in attracting them
to the PDP project. To be more detailed, the employees respond upon commonalities from
others, which mean they are inclined to change upon clear communication. However, out
of all different goals, they have one common aim, that is, to explore their talents and
expand the horizons of knowledge. To work out the learning process in the change
management plan, the plan will be periodically adapted to employee'’s feedbacks and
informal negotiations. This is also meant to enhance the "learning process"” characteristic
of the change. Those activities emphasise the manager' role, which is communication, in
the PDP project. Thus, the mixture of colours was linked with other aspects by the rope of
PDP concept. Suitable interventions, which can be used in the Advisory part, were the
types of change process of Green-Print and Yellow-Print thinking (see appendix 3)

» Desk research also uncovered three indicators which lead successful or failed
implementation of PDP project: manager's role, cultural differences (leading to resistance)
and communication. Fortunately, manager's role and communication can be
simultaneously associated since the manager's role js to communicate and the
communication objective requires an active role of managers. Meanwhile, the cultural
factors related to collectivism and power distance is the reason for resistance to change of
both managers and employees. In order to lower the resistance, the cultural factors are
also put in the context of the Colour of change theory to find the suitable interventions
for each kind of resistance. The link of Collectivism culture and Power distance with the
Yellow-Print thinking was defined above. Thus, the type of change process of Yellow-Print
thinking will be used to deal with cultural resistance. Another resistance found during the
field research process was the concern of both the managers and the employees about
increasing workload. This opposing can be solved by a suitable PDP system, to be set up
mostly based on their references and suggestions.

11.4 RESEARCH REFLECTION

In this section, the quality of research, which includes reliability and validity, is discussed on the basis of
strong and weak points. Both reliability and validity criteria are used to mark two kinds of error that can
occur in research (Boeije et al., 2009). According to Verhoeven (2011), reliability assesses the incidence of
random errors and validity is the extent to which systematic errors occur.

Verhoeven (2011) state some causes for random errors, ranging from responders to researcher's mistakes,
which decrease the reliability of the research. Moreover, for the research to be reliable, it must be
replicable while giving the same result. In order to enhance the reliability, he also come up with examples

such as sample size, triangulated design, pilots, standardisation of the method and peer examination.
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These examples can be applied to the research process regardless of whether the research method is
quantitative or qualitative.
One step further is to assess the validity of research after the reliability assessment. Verhoeven (2011)
claim that systematic errors occur when someone deliberately gives a wrong answer and, as a
consequence, the result does not reflect the reality. The measurement instrument and the research group
are main indicators for validity. These are separately discussed below:
I.4.1 Qualitative research phase

I1.4.1a Reliability
The reliability of this research is partly enhanced due to the correct sample size. The project will be
applied to 6 main departments of Windsor, and the qualitative objective was to collect the opinions of the
managers of 6 departments. Therefore, the sample size was accurate. Moreover, desk research was
conducted to obtain background information, which is subsequently used to design the interview guide,
based on the core concepts operationalisation. The researcher planned to use the triangulation design that
the draft research result and the theoretical framework must be similar.
In fact, the researcher has not been professionally trained to interview the managers, and random errors
were unavoidable. In order to improve the interview techniques as well as the reliability, the pilot method
was studied to conduct the trial interview version with Mr Nguyen Le, who is the supervisor of Windsor.
Besides, since English conversations and the Internet connection could compromise the quality of
information being transferred between each party, using the mother language of both interviewer and
interviewees during the interviews can solve this issue. Thus, the reliability of the research is improved.
Continuous interactions between the interviewer and interviewees during the interview may cause random
errors when the received information is unclear or misleading. Moreover, due to their lack of experience,
the researcher only follows the guidance of the interview guide in order to obtain the necessary
information and ignores the further elaboration of useful and exciting information that contributes to
setting up the PDP system. All interviews were recorded during the Skype video-conferencing and
transcribed carefully. Indeed, during the analysis of data, errors related to conjecture and
misunderstandings were noticed. To be able to obtain more accurate data, the researcher contacted some
managers again to confirm the information and asked for more details and received very positive
feedback. As a result, the reliability of data analysis has been enhanced because the errors discovered
during analysis were subsequently corrected.

11.4.1b Validity
The research has validity if it is free from systematic errors (Verhoeven, 2011). First of all, the interviews
were conducted by Skype video-conferencing and the interviewees were identified. The topic of the
research is relatively sensitive as it expresses in-depth opinions toward an upcoming project in their
workplace. Thus, respondents might not give an honest or complete answer. However, the respondents
were informed about the content and objectives of the research as well as the nature of the interview.
During the interviews, the researcher recognised that all respondents recognised the importance of their
roles in this project and were prepared to answer appropriately. Moreover, the pilot method was carried
out with a supervisor to test beforehand, and measurement instrument lasted during the field research.

Generally, the internal validity is not high but can offer reasonable assurance.
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Plus, the qualitative research was conducted in the majority of the population. Although the team leaders
did not participate in the research as initially planned, the head managers of each department play a vital
role, and their opinions should reflect the entire population. Therefore, this research has external validity.
Lastly, the researcher designed the interview guide based on the core concept operationalization as well as
the suggestions of supervisor and research teacher. The researcher admitted the necessity of taking the
construct validity into account in qualitative research. Therefore, the core concepts were checked twice
before starting research to help construct the validity of the research.
11.4.2 Quantitative research

I1.4.2a Reliability
Regarding the measurement instrument, the questionnaire was designed based on the core operational
concept and produced in Vietnamese, thereby enhancing accuracy and avoiding misunderstanding. Likert
scale was used in the questionnaire to measure the level of agreement of respondents which can
standardize the questions as well as the answers. According to Swanborn (2009), this is an efficient way to
enhance the reliability of quantitative research. The pilot method was carried out to check the
approximate time to fill in the questionnaire, and the researcher accurately estimated that 10 minutes was
suitable.
Besides, the measurement procedure involved the distribution of the questionnaire on webmail that allows
the equality of condition for all respondents. Moreover, there is a small gap between sampling and actual
responders, whereby 81% of the respondents delivered the answers. As a result, the reliability can be
estimated as high.

11.4.2b Validity
First, the internal validity is assessed on whether the researcher has drawn a right conclusion (Verhoeven,
2011). The outcome is a clear answer to the research questions, and each research question was
concluded separately to avoid confusion. Furthermore, since this research was a combination of
descriptive research and explorative research, the findings were independently organised due to the
different techniques in analysing and producing the result. Thus, a unique conclusion was drawn based on
the organised results, and the internal validity of the quantitative research is high.
Secondly, whether the researchers measured what he/she wanted to measure is the criterion of assessing
the construct validity (Verhoeven, 2011). In other words, the core concept operationalisation must be
correct to formulate the questions in the questionnaire. In this case, "PDP" and "PDP system" are two core
concepts of this research, which are broken down into small pieces for each branch of the tree structure.
Also, the research teacher has checked the operationalisation; thus the researcher believes the research
has constructed validity.
Lastly, the external validity of quantitative research is assessed on the population and sampling
(Verhoeven, 2011). This aspect includes the sampling frame, sampling method and response situation.
The researcher used the cluster method to group the same characteristics of the respondents because
each cluster (department) has a different nature of tasks whereby each influences the effect of PDP project
in different ways. Moreover, each employee possesses a unique webmail address thereby mitigating the
risk of having many answers by one respondent. The webmail system was checked whether all sampling

could receive an invitation to this research. Moreover, the ratio of derived respondents was higher than
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expected by 1% without any complaint and non-answer case. However, there remains the risk that comes
from anonymous online research since the research was not able to control for the possibility that the
questionnaire was filled out by other people. The risk can reduce the validity of research but is
insignificant because the benefit of truthfully answering the survey was emphasised in the invitation.

Generally, the research also has internal validity.
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CHAPTER 3: ADVICE

This chapter describes the establishment of the critical advice for the management problem as "how to set
up the PDP system and implement it in the Windsor Hotel Plaza". The advisory objectives are divided into
two phases. In phase 1, some alternative solutions for a possible PDP system will be assessed on the
advantages and disadvantages to select the best one. In phase 2, an implementation plan will be
introduced by specific activities and timeframe to implement the PDP system into practice. At the end of
the thesis project, Windsor will receive a complete change in a management plan. That advice must be
based on the theoretical framework and field research results to maximise the feasibility while minimising

as much resistance as possible.

[1I.1 SETTING UP THE PERSONAL DEVELOPMENT PLAN - SYSTEM

llI.1.1 Elements of PDP system
Based on the combination of the desk research and field research results, these following elements are
critically selected to be included in the PDP system of Windsor. In order to create a simple and flexible PDP
system, the PDP system must contain as many as all general projects' elements. Next, the selected element
will be carefully assessed on some possible alternatives to choose the best. An advisory PDP system will be
a combination of the best alternatives.

e Communication objective

e Timeframe of the project cycle

e PDP form

e Appraisal form

e Supporting conditions

e Reward/Penalty policy

lll.1.2 Alternative solutions
According to the opinions of managers, they all suggested for a flexible PDP system. Thus the researcher
decided not to introduce a whole best PDP system but the best of each element of the system. The
alternative solutions for each component were delivered, and their effect and suitability were evaluated by
the assessment domains: HR department's requirements, the criteria for managers and employees'
references, contribution to problem-solving (reduce and avoid resistance), and contribution to human
development.

From the result of the qualitative research, the most resistance among the managers comes from their

awareness of increasing workload and responsibility. Meanwhile, the research’s result also indicated that

employees have mostly opposed communicating with their managers. Moreover, employees showed their

scepticism of the unsustainable use of PDP project, the financial supporting, the long PDP writing form,

more workload, the control of the managers and unapproved PDP.

Each alternative solution for elements of the PDP system has pros and cons. Each element, which will be
assessed by the five assessment domains, scores a maximum of 10 points in total (2 for each). The

assessment form with the scores and specific explanations can be found below:
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Assessment

domains

Alternative solutions (AS)

Communication objective

AS1. The purpose of the most important element is to gain trust from employees. A specific

communication plan must be created before the implementation process. It is also considered as

the change of the management plan, which acts to change the employees' perception and action.

The communication objective should be focused and constantly promoted during the process of

the project by HR department. (scores 10)

AS2. The purpose of the communication objective is to provide information of the PDP system

and to train how to produce a quality PDP. The managers will undertake the responsibility of

communicating with employees by private conversation. (score 4)

HR department’

requirements

HR department did not request how the communication objective should be
developed. However, the lack of information about PDP and the
misunderstanding between employees and managers were indicated. Thus,
the importance of communication to slowly change the employees’ perception

can be a mission of HR department. (AS1 scores 2; AS2 scores 1)

Criteria for
managers’

references

The resistance of managers still exists from the increasing workloads that can
influence the employees. Moreover, the communication objective could not be
effective if the possible misunderstanding has not been solved. The
manageable and equal workload standard can be ensured if HR department

undertakes this mission. (AS1 scores 2; AS2 scores 1)

Criteria for
employees’

references

AS1 can avoid the initial opposition of employees toward their relationship
with managers. The employees still believe in the policies of the HR
department, so HR department should help them to believe in their managers
as well. (scores 2)

AS2 can create more distance with their managers (scores 0)

Contribution to
problem-solving

(resistance)

AS1 can meet the HR requirement that focuses on communication objective.
The resistance of both sides can be reduced. Workload and responsibility are

equally shared with HR department. (AS1 scores 2; AS2 scores 1)

Contribution to
human

development

AS1 provides managers and employees sufficient information and specific
direction with the expert knowledge of HRM. Then they also develop self-
confidence (scores 2). AS2 helps managers and employees obtain knowledge

about PDP only. (score 1)
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Assessment
domains

Alternative solutions (AS)

Time frame of the project cycle

AS1. The first project starts with 2 phases. In phase 1, the PDP project is considered a trial, which

is promoted within managerial positions only in 3 months. After cycle 1, errors and failure

factors will be demonstrated and adjusted. A new cycle will be implemented in Windsor for four

months in phase 2 with a correct PDP system (scores 8)

AS2. The selected PDP system will be implemented immediately in Windsor. Each project cycle

lasts four months (score 5)

HR department’

requirements

AS1 suits HR director's opinion. A long-term PDP project should be empirically
practised before an official implementation. However, it may take more than
half a year to apply the system in Windsor officially. (scores 1)

AS2 will not take a long time to be officially applied according to HR

department’s requirement (scores 2)

Criteria for
managers’

references

There is no managers’ reference in this term. However, they support a flexible
PDP system that could be easy to revise and change based on previous cycle
result. AS1 allows the revision and change on a small scale that could enhance
the quality of PDP system in the next cycle, which has a huge size and is much

harder to revise. (AS1 scores 1, AS2 scores 0)

Criteria for
employees’

references

There is also no employees ‘reference in this term. AS1 allows the employees
to observe the performance of managers in the first cycle within three
months. They have time to prepare the mindset, acknowledge before their
performance. (scores 2)

AS2 relatively forces them to take part in the project without preparation time.

(scores 0)

Contribution to
problem-solving

(resistance)

AS1 is considered as a phase to provide more information and experience for
both managers and employees that can contribute to the lack-of-information
problem. (scores 2)

AS2 has no pros and cons in contributing to the problem-solving (score 1)

Contribution to
human

development

AS1: Managers have a chance to approach the PDP system to obtain
knowledge, improving their communicating skill and self-awareness before
connecting with their employees. This opportunity helps them be more
confident with experience about PDP. (scores 2)

AS2 allows the equal and simultaneous development of both the managers

and the employees if the project started immediately in full Windsor. (score 2)
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Assessment Alternative solutions (AS)

domains

PDP form

AS1. The paper template of PDP is designed for all managers and employees. Each item of PDP
form has been filled in by writers. (See appendix 14) (scores 4)

AS2. The PDP form can be flexible to decide based on the comfort between managers and
employees regardless of private conversation or paper or any other types. The paper template is

still designed for taking notes or for the persons who need it. (scores 8)

HR department’ No requirement (AS1 scores 1; AS2 scores 1)

requirements

A flexible PDP form is mentioned in the interview of 4 managers (see appendix

9). It can simplify the steps of review and feedback, and the information of

Criteria for ] ] ) ] ]
, PDP itself is clearer if the users choose their most suitable method of
managers
; producing PDP. AS2 has more advantages than AS1 that the formality is
references
prolific but manageable by constantly interacting with the managers. (AS
scores 1, AS2 scores 2)
Criteria for The employees mostly opposed to delivering a long PDP document. Let them
employees’ choose the PDP form can make them feel comfortable to express their
references thoughts. (AST scores 0; AS2 scores 2)

o The resistance from both sides can be reduced since they can discuss and
Contribution to ) ) ) ) ) ]
) decide the PDP form. AS1 is possible to increase the resistance if the
problem-solving )
(resi | managers could not understand the complicated thoughts of employees by
resistance
reading words. (AS1 scores 0; AS2 scores 1)

Both can enhance the self-awareness and voluntary while they are interacting

o with each other through PDP form. AS1 allows the employees to think carefully
Contribution to o o ]
h before writing, as well as delivering a complete personal portfolio. On the

uman
other hand, AS2 helps the managers and employees to improve their
development o ) o ) )
communication skills or other specific skills relating to the selected PDP form.

(AS1 scores 2; AS2 scores 2)

Assessment Alternative solutions (AS)

domains

Appraisal form

AS1. Use the current appraisal form of Windsor (see appendix 15). The managers will evaluate
the employees’ performance by filling in the appraisal form as with other projects. The form is in
text format (scores 4)

AS2. The appraisal form will be included in the PDP form as the last part. The employees will
self-evaluate their efforts to achieve their goals. The managers will decide on the reward/penalty
aspects based on whether the employees can obtain the entire value of PDP. If the PDP form is

conducted in an oral format, the appraisal form can be like this. (scores 10)
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HR department’

requirements

AS2 can add value in the voluntary criterion of PDP system as the HR

department’s requirement (AS1 scores 1; AS2 scores 2)

Criteria for
managers’

references

AS1: the role of managers weighs on the appraisal step, and the workload is
increased. However, it is easy to manage due to the acquaintance. (scores 1)

AS2: this is related to the manager's suggestion about the Appraisal form. It
also is entailed by the PDP form, which makes the consistency of PDP system
about two different elements. It also helps to moderate the workload of the

managers. (scores 2)

Criteria for
employees’

references

AS1: the employees prefer informal conversation during the PDP project,
including PDP form and the Appraisal form (appendix 10, figure 6). In case the
managers use the old appraisal form, there is no discussion of the results
between them and the employees during the evaluation process. The
resistance increases if the employees do not feel satisfied or agreeable with
the managers' evaluation. (scores 1)

AS2: the employees also support the self-awareness PDP system (Appendix
10, figure 6). It can satisfy their opinions on the PDP system regarding this

aspect. (scores 2)

Contribution to
problem-solving

(resistance)

AS1: the current distance, which creates resistance between managers and
employees, exists from positional tasks as an evaluation step. The current
appraisal form seems unable to solve this problem. (scores 0)

AS2: The resistance to the managers decreases when they do not bear the
responsibility for evaluating the employees' performance via a formal
appraisal form. In contrast, the resistance from the employees will not be

created if it is not evaluated by the manager. (scores 2)

Contribution to
human

development

AS1 does not add any value in human improvement (scores 1)
AS2: the employees can improve their self-reflection, honesty and discussing

skills by evaluating themselves. (scores 2)

Assessment
domains

Alternative solutions (AS)

Supporting conditions (motivation, reflection, sustained use, financial supporting)

Motivation and reflection are two important factors in communicating objectives. The managers

must undertake those responsibilities during the conversations. Besides, this project is

guaranteed to proceed as an official and long-term scheme with sustainable purposes of using

PDP. HR department should early set up a conference to officially announce the PDP project to

the employees for them to have enough time to provide sufficient information. There is no

alternative solution.

Regarding financial support, which is related to the reward/penalty policy, see next table.
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Assessment Alternative solutions (AS)

domains

Reward/Penalty policy

AS1: The PDP system uses the financial support as the tool to encourage the employees, for
example, a bonus will be granted to those who reach their goal in PDP. The managers will decide
reward/penalty based on their employees’ current capabilities and target, how much time they
will spend, how much effort they will be able to achieve goals. The reward/penalty policy has to
include this issue in the financing statement reports. (scores 6)

AS2. The PDP system raises self-development as the premise of the project. Thus, the financial
support plays a role as equal subsidies for external coursing fees, overtime (if yes) and reward to
encourage the employees. However, the salary could be considered to be higher if their
improvement can benefit Windsor. The reward/penalty aspects are suggested in the PDP by the
employees, and the manager will consider approving it based on his/her understanding about

their subordinates. (score 10)

AS1: this could meet the general HR department’ requirement on low cost (no

financial support, only reward for person who can reach the goal), manageable
HR department’ ) o
. (old reward/penalty policy), and simplicity (scores 2)
requirements
AS2 is suggested by HR Director to keep the nature of PDP (self-development).

(scores 2)

AS1: The manager of the Finance department stated that this solution has
been used and still been effective. It is also convenient for budgeting if the

financial support as a reward is equally applied to all employees. However, the

Criteria for purpose of PDP is changing from self-development to reward/bonus.
managers’ Moreover, the managers will take more workload on deciding the suitable
references reward/penalty for each subordinate.(scores 1)

AS2: The employees suggest the reward/penalty for themselves. Thus the
managers expect to reduce possible workload. This option also emphasises

the self-awareness and voluntary aspect of the employees. (scores 2)

The employees mostly preferred the financial support for the external

Criteria for
| , coaching and bonus for overtime (appendix 10, figure 8). The purpose of PDP

employees
pioy system is meaningful due to equally subsidising the financial supporting for

references

each employee. (AS1 scores 1; AS2 scores 2)

AS1 remains the old version of financial support and reward/penalty policy
that cannot contribute to gaining trust from the employees. As the reward is

- granted just for the employees who can reach their goal, others may lose
Contribution to o )
) motivation for the next cycle of PDP project. (scores 1)
problem-solving o ) )
(resi ) AS2 can show the favourability of Windsor for supporting the self-
resistance
development of the employees, regardless of whether that improvement

benefits the hotel or not. The financial support is equally granted to all the

employees who take part in the project, which can also become a motivation
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among them. (scores 2)

o AS2 helps to change the employees' perception of their development. They
Contribution to ] ) )
h can have the opportunity to follow any external courses that they like with the

uman
financial support. They must be honest to determine the proper
development

reward/penalty for themselves. (AS1 scores 1; AS2 scores 2)

1lI.1.3 The official PDP system of Windsor
According to the desk research result, combining with the HR director’s requirement and the suggestion

of three managers, self-development PDP system, which raises the meaningful purpose of PDP project, is

elected. Accordingly, the learning activity is considered as the main point.

According to the research conclusion, there were possible PDP systems used in Western cultures, but they
were not commonly used in Asia. The lack of knowledge and practical experience in this field requires us
to be careful to set up and implement PDP at the hotel. Fortunately, although the valuable searching result
was limited, the literature review has indicated some issues, which may have resulted in either successful

or failed project. Communication, the role of the managers, and the cultural differences, if critically

managed, are regarded as factors for success. Hence, they will be carefully applied to the implementation

plan to ensure the success.

The PDP system consists of the elements, the procedural steps and the specific tasks of the stakeholders.
Among alternative solutions, the advisory solution must contribute to the decreased resistance from both
sides. The selection of the best elements of PDP system comes after the assessment for all the alternative
solutions of elements. It is obvious that this process, which has the higher score, is assembled to the
flexible PDP system:

e Communication Objectives: The most important element is to gain trust from the employees. A
specific communication plan must be created before the implementation process. It is also considered
as the modification of the management plan, which acts to change the employees' perception and action.
The communication objective should be focused and continuously promoted during the process of the
project by HR department.

e The time frame of the project cycle: The first project starts with 2 phases. In phase 1, the PDP
project is considered as a trial promotion within managerial positions for only three months. After cycle
1, errors and failure factors will be demonstrated and adjusted. A new cycle will be implemented in
Windsor for four months in phase 2 with a correct PDP system.

e PDP form: The PDP form can be flexible based on the relationship between the managers and the
employees regardless of private conversation or in writing paper or any other types. The paper template
is still designed to take notes for the persons who need.

e Appraisal form: The appraisal form will be included in the PDP form as the last part. The
employees will self-evaluate by their effort to achieve their goal. The managers will decide on the
reward/penalty aspects based on whether the employees can obtain the entire value of PDP. If the PDP
form is an oral interview, appraisal form can be like this.

e Supporting conditions: Motivation and reflection issues are the two important factors in the

communication objective. The managers must undertake those responsibilities during the conversations.

37



Besides that, this project needs a long-term schedule to process, therefore it would need an official
sustainable purpose of using PDP. HR department should officially set up a conference in the early stage
to announce the PDP project to all employees and provide them with sufficient information.

e Financial support: The PDP system raises the self-development as the premise of the project. Thus,
the financial support plays a role as the equal subsidies for external coursing fees, overtime (if requires)
and reward to encourage the employees. However, adjust the employee’s salary could be considered for
the outstanding performance.

e Reward/penalty policy: As suggested in PDP, the reward/penaltyare come from the employees,
and the manager needs to review and decide the approval based on his/her understanding about their

subordinates.

> After assembling each of the best elements to complete the PDP system, it is assessed on
the standard of managers’ references such as a simple, manageable, flexible but “fixed’,
equal workload and self-awareness/voluntary toward the procedural steps and the
specific task of stakeholders.

[11.2 CHANGE IN MANAGEMENT PLAN

In this session, the implementation plan is considered as a change. In order to successfully integrate the
PDP system in Windsor, it is necessary to set the objective is to change managers and employees'
perception, to trust and accept the new PDP system. The plan consists of the activities in concrete
timeframe based on the theories of change management. According to Lewin (1947), the change process
will go through 3 stages: Unfreezing - Moving - Refreezing. Each phase of the plan will be elaborated
below.

lll.2.1 Stage 1: Unfreezing - Identify and create a sense of the urgency to change
Lewin (1947) stated that this is the most challenging phase in which the key points are providing the
crucial reasons for changes and evoking strong reactions in employees

/Il.2.1a Identify the change

£ Type of change
The PDP system is implemented in Windsor as a system change and on the largest scale across Windsor.
Since these improvements lead to the change of policies, business processes within a large scale, the
speed of change supposes to be relatively slow. Based on the research conclusion, the types of change
process should follow the Green-Print and Yellow-Print approach.

+ Reason of change
The reason for change comes from unpractical current training courses causing unhappy feeling for
employees. According to Windsor's HR Director, most of the staff found difficulty in applying theories to
practical situations. One of the most critical issues is conflicts between employees and managers. In order
to solve it, an entire new self-development project needs to be launched before an official

implementation.
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* The current situation of Windsor
The unofficial information about the change is widely spreading around Windsor due to a lack of
knowledge and experience in this field. As a result, the employees are expressing different concerns
towards the PDP project

+ Scope of change
All the administrative employees in Windsor are related to this change. Two hundred and two (202)
employees and managers in 6 main departments of Windsor (HR, IT, Finance, F&B, Sales, FO) should take
actions to fulfil their PDP. Because of being impacted by a mixture of Green-Print and Yellow-Print
thinking, the Change Plan bring common interests together and create settings for collective learning (De
Caluwé and Vermaak, 2016). The Green-Print aims at communications and the Yellow-Print aim at
forming the coalitions which influence others to share the common interests. Communications will get
involved in Hotel Change Plan as the facilitators. Thus, the changing process is designed to help the
employees, and the managers develop their relationship by communicating, which works together with the
manager' role in motivating. Besides, the Hotel Change Plan will be periodically adapted to employee's
feedbacks to make the learning process more efficient. The employee's feedbacks also mean to enhance
the "self-development” characteristic of the Change and the win-win situation.

+ The Goal of the change
The change is not the focus on the PDP plan, but it is required in order to provide sufficient information
and specific directions about PDP for Windsor's employees. The ultimate Goal is to minimise resistance
from both sides so that the managers and the employees accept the PDP project as the self-development
project which is given priority to benefit themselves.
After the change, the PDP system is smoothly implemented and sustainably used at Windsor. The
managers' roles are emphasised according to the PDP system. Particularly, the managers not only improve
their desired aspects but also in the communication skills (motivation, reflection, feedbacks, explanation,
training and decision). Besides, the employees can believe in the PDP system in order to improve
themselves on producing a quality PDP, committing with their plans, maintaining relationships with
managers and obtaining their desire knowledge.

+ Check organisation requirements

. Mission and vision: Windsor Plaza hotels around the Asia have been facing unprecedented
competitions within the hospitality industry due to a thousand investors pouring money into this sector.
The employees who represent the company and deliver the services directly to customers are considered
as a prime resource of Windsor. In order to obtain specific competitive advantages among current
aggressive competitors, the employees of Windsor need to have sufficient knowledge about hospitality as
well as obtaining professional working skills in this field.

. Strategy: Training courses for employees are recognised as an essential role in developing
employees among all the HR management operational activities. Windsor has proved its specialised
attention to employees through "From training, as a solution to a need for on-going improvement in
service with the aim of integrating and developing the corporate culture of the Group, to internal loyalty,

and the company's commitment to building the participation and recognition of its employees.”
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. Culture: First, the researcher found that Windsor was classified as a mixture of Yellow-Print and

Green-Print thinking. In Windsor, HR department noted that the employees are young, dynamic, and eager

to learn. Windsor perceives the employees as the main assets that the Teal Model is always applied as an

objective to all training courses: “The goal is not to make everyone equally powerful, but to make everyone

fully powerful. A fern or a mushroom growing next to the tree might not reach as high as the tree, but

that is not the point. The point is not to make everyone equal. The point is to support the employees to

grow into the strongest, healthiest version of themselves”. Thus, the implementation of the PDP system

must follow the instruction of Yellow-Print and Green-print thinking of De Caluwé.

. Finance: It is unnecessary that the change plan must have the lowest cost as long as it has the

same accessibility to financial support.

/lI.2.1b Create a sense of the urgency of change

The communication objectives come out from this stage that is

managers and employees.

dispensable to gain trust from the

Responsibility

managerial positions.

Action Key messages Time of
Send a letter to invite o Invitation for a meeting to provide | One month | HR team
the managers to the| the information about the project. before the
meeting. . Time and direction of meeting official
conference
The meeting of . Present the current situation of | A day after the | HR director

training courses.

. Mention the PDP project as the
advance new training project.

o Situation of PDP project.

. Information about PDP and PDP
system (what is it? How is it?
beneficiary)

. Role of managers (motivation,

reflection, feedback, decision)

letter is sent

Post an announcement
on internal notice
board about the threat
of changing
environment

. State the threat of current
situation
. Announce the change project.

. Invite to the official conference.

One week | HR department
before the

official

conference to

introduce the

project.
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Mention the threat . Situation of current training | During the | HR director

and pose the question | courses. official
What will you do to . Mention PDP project as the conference
improve yourself - . . .

i advance training project, situation of
beside the current .

- PDP project.
training courses

continuously?" . Information about PDP and PDP
system (what is it? How is it?
beneficiary)

. Role of managers (motivation,
reflection, feedback, decision)

. Role of employees (produce PDP,
reflection, planning, action to reach the
plan, self-evaluate, determine the
reward/penalty)

. Mention the possible resistant
factors and solutions

. Announce the official

implementation

Set a performance . Ask for the feeling and opinions | A day after the | Managers or
appraisal meeting with | of employees about the PDP project | official team leaders
each employee. after the conference. conference who are close
to the
. Explain more about the PDP (if
employees

needed)

. Motivation

111.2.2 Stage 2: Moving - Of change and change approach
In this stage, Lewin (1947) noticed time and communication are two keys for the changes to occur. People
must take time to believe that the change will benefit them later on and communication is the vital activity
to persuade them. Meanwhile, the type of change process of Green-Print thinking is a process of learning
and unlearning, trial and error (De Caluwé and Vermaak, 2004) that there are not reasonable to force
learning. Plus, they also claimed that a facilitating communication and a win-win negotiation are much-
used interventions for the Yellow-Print thinkers.

lll.2.2a Particular of change

+ People change
Queensland Government Chief Information Office (2011) reported that in the change process, people's
roles and responsibilities might be influenced. Particularly, the relationship between the managers and the
employees is required to be more intimate. In order to provide a qualified PDP, the employees need not
only their knowledge but also the influences of the managers. The managers can motivate and help of

reflection on the past performance to identify the strengths/weaknesses/abilities of the employees. The
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previous roles of managers (commanding, monitoring, and evaluating) are thus transformed to new
functions as mostly motivating, reflecting and giving feedbacks. On the other hand, according to the
passive culture, the employees are passive in that they wait for the command of the managers, their role
in this project is required to be active to suggest and discuss the own plans with the managers.
Moreover, the change also compels a set of new behaviours. According to the conversations with the
managers of Windsor, Asian people are less committed to their plans and easy to be influenced by others
due to Collectivism Culture. These behaviours are taken into the consideration that they need to change
those.

* Information sharing
Throughout the process of the change plan, the current and updated information will be distributed to the
employees by their direct managers/team leaders during the private conversation or the departmental
meeting. This process enhances the purpose of narrowing the gap between the managers and their
subordinates.

lIl.2.2b Change approach

The Queensland Government Chief Information Office (2011) stated that the change approach consists of:

. The action plan: listing the activities, responsibilities, and timeframes for the project to be rolled
out. (see appendix 11)

. Resistance plan. during the field research, the resistance force is recognised. In this whole picture,
the resisting force is average. The resistance of the managers most likely comes from the roles, which
they could undertake, and that can lead to increased workload and responsibility. On the other hand, the
employees also demonstrated the opposition in time, writing a long PDP form, sustainable use, specific
benefit and being controlled by the managers. Besides, the cultural factors also influence the employees'
perception that they aware of communicating and discussing with the managers. The relationship
between the managers and the employees can be identified as the crucial factor in this change project.
The solution to deal with the resistance is a meaningful communication plan toward the employees.
Furthermore, a flexible PDP system, which is set up based on the managers and employees' references,
can contribute to reducing the resistance between them.

. Communication Plan. it is important to identify who will be responsible for the rolling out of
communication. The Yellow-Print thinking approach provides a tip: choosing the most influential person
regardless of the formal position or informal influence. Like the current situation, the employees do not
prefer to communicate with their managers intimately; director of HR department is the best one due to
his neutral position. The elements of communication plan are date, audience, reason, risk, instruments,
key messages and risk of misinterpretation. (see appendix 12)

. Training plan. Green-Print thinkers who occupied the majority of Windsor required a collective
learning in a learning process. The most significant interventions can be training and coaching. The
training will mainly talk about how to produce a good PDP. The employees will be classified by level of
education to make sure the training is given at a suitable level to each group. After classifying, the
financial support is equally funded for each employee to support the external coaching. The current
internal training courses are still promoting for the persons who request for them.

lll.2.2¢c Implementation schedule - procedural steps
The PDP system is set up by assembling the best solution of each element, which was suggested by the

managers, which leads to the situation that the procedural steps of the process are changed as described
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in the table below. The procedural steps and actions are based on the plans mentioned earlier and the

combination of Yellow-Print and Green-Print thinking of De Caluwé and Vermaak (2004).

Procedural Responsibility
Action Time
steps of

Build a Guiding | Select influential people from During the performance Managers
Coalition each department and from appraisal meeting, selection to

different levels to form a be done within one week

special team

Engage these people in the Meeting to be done within two HR

plan by emotional commitment | weeks department
Form a Make and spread a vision After the second step, no HR
Strategic statement for the planned deadline, the process of department
Vision and change (the statement should spreading the word has to be
Initiatives be understandable and continued.

memorable)
Enlist a Use the influential people as Right after the third step, no Guiding
Volunteer well as managers and team deadline, the process of Coalition
Army leaders to regularly spreading word has to be Managers

communicate with others in
the team and act as an

example during the process

continued

Team leaders

Team building activities to

strengthen the communication

On the monthly basis, this action
is required at least once before

the next step

Stakeholders

Enable Action Identify the employees, who Within one month, deadline can Managers
by Removing resist the change be stretched up to 2 months if
Barriers Categorize different types of the obstacle requires a longer

resistance. time

Extra conversations to ease the

opposition.

Pick an appropriate HRM tool

to deal with them (the last

choice)
Producing Managers/team leaders have Right after launching the project | Managers
process private conversations with within three days Team leaders

employees to decide the PDP

The

form, appraisal form, and employees
financial support
Produce the PDP and take Right after the private Managers
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notes to report to manager

(ensure that PDP form includes

conversation within one week

Team leaders
The

all performance objectives) employees

Personal discussion, reflection,

feedback, adjust PDP and

approve PDP
Generate Based on the PDP form, the 3 months The
short-term employees show their effort to employees
Wins reach their goal

Hold an anonymous vote to Monthly after the official launch. | HR

see how many employees say department

“Yes” to the plan

Implement the program known | Monthly after the official launch HR

as “Employee of the Month” department

based on the extent by which
he/she has accomplished the
PDP

111.2.3 Stage 3: Refreezing - Shape of the organisation change

Procedural Responsibility
Action Time
steps of
Sustainable Analyse every win, ask Monthly before and after the Manager
use employees for their feedbacks official launch HR
and keep improving the plan department
Review areas of resistance and | Monthly before and after the HR
identify areas of success official launch department
Team building activities Monthly HR
department
Shape of Keep mentioning success After the first cycle of the project | HR
change stories of the change if it is department
already the corporate culture,
honour the most successful
employees from the change.
Maintain the influential team, Anytime HR
replace the member (if department

needed), honour the team
members and make them
acknowledged by all

employees
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111.2.4 Quality control model - PDCA
The PDCA cycle is an effective tool for continuously improving a project in an organisation (Johnson,
2002). (See appendix 13). The PDCA cycle is made up of four steps for improvement and change, which
are functioned throughout three stages of change management plan at Windsor as below:
e Plan. Recognizing the opportunity and planning for the change are included in stage 1 of the
change management plan.
e Do: Testing the change is included in stage 2 of the change management plan.
e Check. reviewing the change, analysing the result and identifying learning are taken place in
sustainable use step of stage 3 of the change management plan.
e Act. taking action based on what Windsor learned in the check step is the last step in the change

management plan. The project will take a long-term of using after each cycle.
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[11.3 FINANCIAL IMPLICATIONS

The last important part of the advisory is a financial assessment. In order to have an approved project in
the practical context, financial factors are prerequisite conditions to be considered in term of budget and
revenue. Because this is a special project, which tends to benefit internal employees, it does not create any
direct revenue, but it brings up an intangible value for Windsor by providing developed and productive
employees. However, the costs have to be addressed as the budget for this project. It may appear some

types of unpopular cost depending on the selected type of PDP system. The nature of PDP project can

generate certain costs, such as financial support, training cost, overtime-working and reward.

Average currency exchange: TEUR = 24,500VND

Name of .
costs Interpretation Total cost
The financial support is equally funded for each person (N =202) | 404,000,000VND
in the interviewer cycle of project (16,450EUR)
Financial
support The cost is based on the average amount of external course fees
which is approximately estimated at 2,000,000VND
2,000,000vnd x 202 = 404,000,000VND
Extra training cost is not high due to remaining the current | 25,000,000VND
training courses. (1,020EUR)
Only operating a training course on how to produce a quality PDP.
Training This course officially takes 3 times for 6 departments:
cost Hiring coaching: 5,000,000vnd x 3 = 15,000,000VND
Printing documentary: 1,000,000VND
Facilities (room, electricity, etc.) 3,000,000vnhd x 3 =
9,000,000VND
Overtime working bonus is also equally funded for each person | 338,070,000VND
(N=202) per month (13,800EUR)
Overtime- | The cost accounted for 10% of monthly salary. Based on the cash | x 4 months (project
working flow statement of Windsor, monthly salary is 3,380,700,000VND: cycle)
3,380,700,000VND x 10% = 338,070,000VND = 1,352,280,000
(55,195EUR)
Although the reward/penalty policies of the PDP system are | 606,000,000VND
determined by the PDP users, it is still limited by the existing | (24,750EUR)
Reward financial support. The reward is granted one time with
approximately 3,000,000VND per person (N=202)
3,000,000VND x 202 = 606,000,000VND
In total 2,387,280,000VND
(97,440EUR)

46




AFTERWORD

Regarding the value of my thesis to the industry, it is obvious that although the PDP system has been
applied in Western countries since a long time ago and its effects on personal improvement have been
proven, this concept is not well-known in most Asian countries, including Vietham. The implementation of
the PDP concept in Windsor might be of great significance to Asian cultures as the nature of PDP is not
exactly appropriate in these countries. Cultural issues in general, habits and behaviours in particular, as
well as the ideology of Asian people, need to be changed to promote the effectiveness of PDP. | had the
opportunity to learn about PDP when | was studying at Saxion University of Applied Sciences. | was truly
captivated and thus, intended to do my PDP for self-development. | believe that an actual implementation
of the PDP system to Windsor may, in case of success, not only satisfy the needs for personal development
but also give employees a different perspective about PDP. They will learn more about PDP later and
become conscious of its use. Upon sharing their experiences with those around them, they can further
develop their capabilities. The PDP concept is potentially changing passive behaviours among the Asian
community towards their future career plan.

This 9-month thesis would finalise my study at Saxion Hospitality Business School. The initial planning for
it took almost six months, during which | still believed that | could keep the balance between my part-time
jobs and the thesis-writing process. However, my research topic turned out to be much more difficult than
expected and as | realised plenty of efforts | should spend to deliver satisfying results, | chose to focus on
the thesis fully. Being a direct entry student, | acknowledged my difficulties of not being able to obtain
several subjects such as quantitative research, accounting, and Human Resource Management.
Additionally, my poor communication skills had an adverse effect on the field research process. After the
final reflection, however, | recognised my improvements in both soft skills and the field-related
knowledge.

The methodology | chose, which was mix-research method required both the questionnaire and the
interviews to be conducted, causing a double workload. Moreover, the answers from the research
respondents usually arrived late due to the time-zone difference, causing me a lot of stresses. Yet this
condition enabled me to work on putting negative emotions under control and teaching myself time-
management. In particular, while waiting for the survey results, | started to formulate the advisory part
and possible additional desk research, to analyse the available data and categorise them.

After all, this is the very first time | have run a big project. The failure of the first thesis proposal defence
required me to alter the whole planned timeline and consequently put me under intense pressure.
Therefore, | truly appreciated the help of Mr Hans Breuker as my first examiner. His instructions gave me a
general view on my thesis topic and a clear direction to go through this semester. The establishment of
my thesis project was set under his supervision from the beginning. His advice was mostly given during
the consultation meetings at school every two weeks. When the submission date was closing in, the
consultation meetings and additional consultations via emails/Skype took place every week. Most
importantly, | greatly appreciate his consideration and efforts to help me improve my thesis. | was also
given a few pieces of training, which relate to the interview techniques that could help to enhance my

communication skills so that | could get more valuable information during the discussion with clients. On
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another hand, | received critical feedbacks during the thesis proposal defence with Ms Tatiana Alekseeva,
the second examiner, although she was not directly involved in the path of my thesis process. Her advice
led me to recognise one of the most important issues regarding the manager's role in the PDP project.
Thank you very much for the guidance from Mr Hans Breuker, and Ms Tatiana Alekseeva, my thesis paper,
fortunately, becomes more on-point at the end.

One of the most significant parts of this thesis paper -- the Research part -— was mostly instructed by my
Research teacher, Mr Rienk Van Marle. He helped me strengthen the scope of the Research methodology
on how a combination of quantitative and qualitative method would be the most suitable way to examine
in—-depth opinions of the managers and the employees toward the PDP project. Although the meetings
were time-limited due to his tight schedule (30 minutes per each), each step of the research process was
thoroughly checked by Mr Marle to enhance the reliability of the research. On the other hand, Mr Nguyen
Le was assigned by the client in Vietnam to assess and cooperate with my thesis. | would also like to send
my genuine appreciation to him as he always facilitated the best condition for me to conduct all the
guestionnaire and interviews. We constantly stayed in touch until the end of this thesis project. My many
thanks also go to the HR director of Windsor, who gave me very informative requirements for this project
and all members of Windsor HR department, who motivated me to produce this thesis report. Last but not
least, | am grateful for the cooperation of the managers and the staffs of Windsor, who were directly
involved in the field research process.
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APPENDIX

APPENDIX I: PERSONAL DEVELOPMENT PLAN CONCEPT

Reflect on
outcomes, evaluate
achievements and
progress. Review
and re-establish
future plans/goals

Self-assess skills
and identify
strengths and

weaknesses

REVIEW &

REFLECT IDENTIFY

Personal Development
Planning

ACTION &

RECORD PLAN

Develop your skills Prioritise
e.g. workshops, development
online course, needs in
seminars, self- consultation with
study, conferences, supervisor(s) and
mentoring, practice develop a plan of
and more action

In general, PDP is described as a practical appliance to
develop oneself by reflecting the past and current
performance; recognizing their own abilities or talent,
and then drawing the concrete strategy to strike their
personal goals. Depending on the context of using PDP,
some supporting conditions were raised to enhance the
effect on the result. Among these, the
supervisor/manager’s role is considered as a key to
success regardless of the purpose for professional/self-
development or making decision or personal profile. It is
attentional that many studies described PDP as the tool

which has the function for appraising the employees’

performance only causing the PDP could be misunderstood to be a tool for monitoring the employees. The

inconsistency may appear if the employees perceive PDP as the inappropriate practice. The PDP could be

more effective if it benefits the employees, which is the development for themselves not only in career but

also in their personal lives. In an organization

carefully to employees.

APPENDIX II: DIFFERENT TYPES OF

, the very first consideration of PDP should be clarified

PDP

Certification purpose

What can | deo in a controlled situation?

A

What aspects of my professional competence
should | chocsa to presant for externa' evalsation?

Self-review/ Self-appraisal/

dossler reflective portiolio

* Summativa purposs * Summative purpcse

« Cutcome orientation = Procees otientation

= Not used for faedback *\bluntary prasentation
WMandated use Voluntary use
(training context: » (personal initative

preselacted set-up) free set-up)

Self-evaluation/ Self-assessment/

tralning portfolio development portfolio

* Formative purpose * Formative purpose

* Qutcome orientation * Process orientation

= Cifficult o reflact *Relies on external faedback

How can | improve by getiing extamal feedback
to specific requirements?

What can | do lo improve aspezts ol my professional
competancies that | have chosen mysek?

v

Personal development purpose

Different types of portfolios, (Ad:

apted from Smith & Tillema, 2001, 2003.)
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APPENDIX lll: CALUWE’ THEORY - THE COLOUR OF CHANGE

Yellow-print Blue-print Red-print Green-print White-print
Something  |bring common  [think firstand  |stimulate people |create settings for |create space for
changes when|interests together |then act according|in the right wav  [collective spontaneous
you... to a plan leaming evolution
power game
o rational process |exchange exercise |leaming process |dvnamic process
a feasible a motivating
d solution, 2 win-  [the best solution, |solution, the best |a solution that a solution that
and create... | situation a brave new fit’ people develop  |releases energy
world themselves
Interventions |forming project assessment & training and open space
such as... coalitions, management, reward, social coaching, meetings, self-
changing top strategic analysis, |gatherings, open systems steering teams,
structures, policy |auditing situational planning, gaming |appreciative
making leadership Iquiry
experts in the facilitators who
By... field procedure experts |create settings for
facilitators who who elicits leaming personalities who
use their own involvement use their being as
power base instrument
analyticaland  |HRM knowledge |OD knowledge
Who have... planning skills  (and motivational |and feedback an abilitv to
a good sense for zkills skills discern and create
power balances new meanjngs
and mediation
knowledge and  |procedures and  [the setting and patterns and
And focus results working climate |communication  |persons
on... positions and
context
Resultis.. |partly unknown |[described and outlined but not |envisioned but  |unpredictable on
and shifting guaranteed guaranteed not guaranteed  |a practical level
Safeguarded |decision benchmarking  [HRM systems  |a leaming self-management
by... documents and  |and ISO systems organization
power balances
The pitfalls  |dreaming and ignoring external |ignoring power  |excluding no-one |superficial
liem... lose-lose and irrational and smothering  |and lack of action |understanding
aspects brilliance and laissez faire

Source: De Caluwé and Vermaak (2016)
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APPENDIX IV: HOFSTEDE’ THEORY - SIX CULTURAL DIMENSIONS

1 -
Vietnam
70
57
40
3
35
30
20
Power Individualism Masculinity Uncertainty Long Term Indulgence
Distance Avoidance Orientation

Source: geert-hofstede (2016)

4+ Power Distance
The chart shows that Vietnam has a high power distance (70) which means “society accepts an unequal
distribution of power (Tools, 2012). Specifically, in all institutions or organizations, there always is the
leader who plays an important role and has the power to make final decisions. They have the supreme
power over their staff. The employees are only expected to be assigned tasks from the top managers and
are almost unable to raise their own opinions. It is reported that “Challenges to the leadership are not
well-received” in Vietham (geert-hofstede, 2016).
In Vietnam, all relationships have their own hierarchy. The high power distance always exists between two
parties. This might create general habits for most employees when they work; they always wait for
commands from their boss rather than raise their initiatives. Having high score in this dimension, Vietnam
has strong hierarchies. The employees tend to acknowledge their leader’s power. Nevertheless, this could
cause a disadvantage for managers because managers are not able to receive honest reactions or
initiatives from team members and the employees are procrastinating to perform the tasks. This can lead
to the result that they might deny their own opportunities to improve themselves. Both employees and
hotel are affected negatively in this situation.

* Individualism
Individualism is defined as to what extent each person can take care of him/herself, the frequency in
working in group or individual (Tools, 2012). Individualism dimension scores 20 in Vietnam, which
indicates that Vietnam is a Collectivistic society. Living in this society, people have a gathering culture and
less private space for themselves. Hofstede (2011) also said that “People are born into extended families
or other in-groups which continue to protect them in exchange for loyalty”. Group is also mentioned as
the fundamental form in which people live or work. In a group, relationship is concerned and each
member has to have responsibility towards each other. In working environment, decision on specific
business will be finalized by the group before submitting to manager. Meetings and conferences play role
to raise, combine, develop employees’ ideas and connect their relationship.
Vietnamese culture of working in groups, as showed in the chart above, means that individualism is not

welcomed in most institutions. However, this could lead to one or some of them not having enough room
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to perform their best skills and abilities since an opportunity is shared for all members while they do not
obtain the same skills, knowledge and characteristics.

Hofstede and Minkov (2010) provided the relationship between power distance and collectivism that they
are likely to be positively correlated: larger power distance nations are also more collectivist. It can be
explained that they tend to be decisive and independent on setting their own plan. This could be a
problem if Windsor Plaza Vietnam applies the PDP because the PDP usually requires the employees to work
personally on their plan while they are easy to be impacted by others. Accordingly, the PDP could be
ineffective in this culture. It means this cultural dimension could be one possible difficulty causing
resistance to the PDP project.

4+ Long-term orientation

Beside, this dimension describes how every society has to maintain some links with its own past while
dealing with the challenges of the present and future (geert-hofstede.com, 2016). Vietham scores 57,
which falls in pragmatic culture. Traditional values are preserved and developed partly to be relevant in
the modern world. They find it easy to adapt new culture as long as traditional values are still preserved. A
score merely over 50 also shows that Viethamese people are willing to come up with future plan but less
committed to their own plan. Since PDP requires long-term engagement with the plan, this pattern could

be a struggle of this project.

Uncertainty Avoidance

UAI stands for the ability to accept unknown situations or risk. Hofstede’s cultural dimension model has
measured low score (30) for Vietham. In this case, Vietnamese people tend to enjoy their live with
unpredictable different situations and discover their own truth (Hofstede, 2011). Within organization, they
suppose that there is no need to have many rules leading comfortable attitudes. When they feel
ambiguous, they will change and avoid risky situations (geert-hofstede.com, 2016). They are willing to
change and take risk in order to obtain experience in a relaxing way. Vietnamese people are likely to focus
on long-term strategies than to think about what will happen then. They will adjust if it is necessary.

However, I'm not really willing to accept risks. | think a clear plan could help avoid as many unpredictable
situations as possible. If an unexpected situation occurs, at least | have prepared for it and got a backup
plan to reduce loss or accept it more easily.

Indulgence

This dimension is defined as the extent to which people try to control their desires and impulses, based
on the way they were raised. Relatively weak control is called “Indulgence” and relatively strong control is
called “Restraint” (geert-hofstede.com, 2016). A low score of 35 on this dimension illustrates that
Vietnamese culture is demonstrated as a Restraint society. Viethamese people actually act cautiously and
calmly after ideological struggle. They rarely indulge their desires because they always wonder whether it
is good enough. They are often so doubtful and pessimistic that they are limited in the ability to show
inner feeling. As the result, for whatever they desire, they have a tendency to restrain themselves by any
way.

Reflecting on myself, I’'m also an element of this society bringing sufficient features of Restraint culture. |
find it hard to tell others my true feelings and normally | conveniently follow the majority. But | positively
show a good manner where | can control myself when | should focus on studying or when | do relaxation.
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APPENDIX V: INTERVIEW GUIDE FOR QUALITATIVE RESEARCH
Introduction

I am Lien Nguyen, a final-year student of Saxion HBS in The Netherlands and in this phase of my study, |
am doing a thesis project individually. My thesis topic is also an up-coming change management project
in your hotel, this research is about investigating what your opinions about the PDP generally in terms of
your role, views, feeling and your suggestions on applying the PDP in practice to be succeeds. The reason |
choose you as one of my interviewees because your role in this project is highly important in transmitting
information, instructing the project, training, evaluating your subordinate’ performance and your
workload/responsibility is more weighed. The purpose of this interview is to collect your in-depth
opinions to figuring out any problems within this project so that it can satisfy and benefit all stakeholders
most. This interview could take about a half of hours and that | will record the interview. We will not use
any information you prefer not to implement in my research.

[J Start recording

Topic:

In brief, the PDP is a personal portfolio, which can effectively reflect, evaluate and develop oneself for
reaching one’s goal. However, the PDP could be misunderstood about its natural effect that its function is
for monitoring the employees. The inconsistence may appear if the employees have perceived PDP as the
inappropriate practice. The PDP could be more effective if it benefits the employees, which is the
development for themselves not only in career but also in their personal lives. Since the PDP project entails
more responsibilities and workloads of managers, your role in this project is highly important to stand
between the hotel and the employees because you can understand most instruction from HR department

and your directed- subordinates characteristic. The following topics will be discussed:

1. What type of role do the managers suppose to play in the PDP project?
How do managers consider about their role in the PDP project?

How do managers think/feel about PDP project and PDP system?

What kind of PDP system does the manager prefer/suggest?

What attentions should the managers identify among their employees?

S v A W N

How the PDP system can apply in practice to be succeeds?

Start of research question:

1. Background question (personal)

“Could you introduce yourself and explain what your position, responsibility are for the Windsor hotel
Plaza?”
2. What type of role you suppose to play in the PDP project?
» Evaluate + summarize
3. How do you consider about your role in the PDP project?
> Evaluate + summarize
4. How do you think/feel about PDP project and PDP system?

> Evaluate + summarize
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5. What kind of PDP system do you prefer/suggest?
» Evaluate + summarize
6. What attentions do you identify among the employees?
» Evaluate + summarize
7. How the PDP system can apply in practice to be succeeds?

> Evaluate + summarize

Closing

- Thanking

- Remind promises or agreements

- Given information will be used carefully

Reminder

- Summarize

- Ask examples

- Ask more explanation
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APPENDIX VI: OPERATIONALIZE THE CORE CONCEPTS

Figure 1: Core concept of PDP

PERSONAL DEVELOPMENT PLAN
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Figure 2: Core concept of PDP system
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APPENDIX VII: QUANTITATIVE RESEARCH SAMPLING

Department Population
= Sampling size

Cluster 1 Finance 31
Cluster 2 Human resource 7
Cluster 3 Front Office 61
Cluster 4 Food & Beverage 93
Cluster 5 Information technology | 4
Cluster 6 Sales
In total 202
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OPEN CODES - AXIAL CODES

APPENDIX VIII
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APPENDIX IX: QUALITATIVE RESEARCH RESULT REGARDING THE OPEN
CODES AND AXIAL CODES

+ The roles that the managers suppose to play in the PDP project.
Based on the outcomes of the researches and the interviews, it can be stated that managers are
supposed to play the roles as following open codes. (See appendix 9) There are 13 words in term of
“the type of role do the managers suppose to play” in the PDP project. At session axial code of the
table, “ro/e” item, the managers mostly mentioned the action that: communicate (interview 1, 2, 3, 6);
motivate/inspire (interview 1, 2, 4, 6); evaluate (interview 1, 2, 3, 4, 6).
The second group of roles was relatively impressed such as expl/ain (interview 1, 2), wnderstand
(interview 2, 4), feedback/ review (interview 4, 6), decide (interview 2, 5, 6), identify (interview 1, 3),
write PDP (interview 1, 3, 5), monitor/control (interview 1, 2, 3), keep intimated (interview 2, 3, 4).
Even though the last group of roles was referred by only one manager, those roles also can be taken
into a great suggestion for the change management plan. Those actions including kept neutral
(interview 3), companion (interview 5) are discussed.
It is obvious that the managers already took the consideration during suggesting their roles for this
PDP project. They all have perceived and expressed the importance of communication between
managers and employees as the successful key. Therefore, they stressed their roles under various
kinds of communication such as motivation, inspiration, explanation or evaluation. On the contrary,
there are other roles mentioned in the interviews, which seem to arise for consideration rather than a
suggestion that is analysed in the next section.

+ The considerations of the managers related to the roles.
Additionally, the managers who play as a bridge connecting hotel and employees also must report their
comments about employees to the Board of Windsor after evaluating and deciding the result of
development [2.38, 5.90, 6.106, 1.23, 3.38, 4.43, 6.34]. Besides, as the person who is close, and
usually observe and talk to employees, they perceive their roles including identifying the employees'
abilities, weaknesses or strengths and understanding employees' needs, personalities and skills [1.25,
3.40, 2.32, 2.37, 4.37]. This idea is from only 2 managers but it also contributes to the result of the
research about the roles of managers in the PDP project. Last but not least, "monitor/control” is likely
as their natural missions rather than suggestions, they reluctantly discussed those in the interviews
and hopefully, their responsibility in judging employees can be decreased in the PDP system [1.23,
2.88, 3.37]

+ The general opinions of the managers toward the PDP and PDP system.
The answers were an open coded with the words perception, negative feelings, positive feelings,
expectation, nature of PDP, the purpose of PDP, the benefit of PDP, difficult, consideration,
misunderstanding.
Perception. “How do employees/managers perceive the PDP?” Some managers already have heard
about PDP [1.90, 2.85, 6.82] but they have limited information about it [2.60, 3.48]. A manager of F&B
department perceived PDP as a very strategic project with the practical purpose [4.52] since he had
used it before [4.16], however, it was his subject at school causing an ambiguous knowledge about
PDP system at an organization [4.57]. A PDP system seems to be still unfamiliar with all managers
[4.57, 5.56, 5.60, 6.46] except HR manager [1.90].
Feeling about PDP. the managers stated their feeling toward the PDP project and PDP system. Managers
of HR, F&B, IT department gave a positive sensation about PDP [2.87, 4.17, 5.19] while managers of

59



Front Office, Finance, Sales department raised a negative feeling toward the PDP project [1.40, 2.36,
2.42, 3.32, 6.27]. On the other hand, a feeling transforming from positive to negative and contrary
also were discussed [1.40, 2.44, 4.18, 5.102].
The expectation, nature of PDP, the purpose of PDP, and benefit of PDP were coded as the main
reasons for those feeling above. What they are expecting from the PDP project making them feel
positive. They expect that a more effective training course will bring the-tremendous success [2.87] to
their workplace as well as the personal development as the nature and purpose of PDP requires [3.27,
4.107, 5.89, and 6.94]. However, a proper nature of PDP could be confused if it were applied in an
organization that the self-awareness and voluntary are changed to obligatory [4.119].
Difficult, considerations, misunderstanding were coded as what they dislike about the PDP project and
system. Those issues have to take into the consideration such as increasing workload [1.41, 3.60,
4.23] and responsibility [4.19, 4.83]; influencing schedule and time [2.49, 5.102, 6.17]; lacking of
information [2.75, 3.64, 6.84] and misunderstanding between employees and managers [2.92, 3.88] or
between managers and representative of Hotel [3.29, 3.60, 5.101].
In brief, the interviews were informative to explore the managers’ opinions. They were fully honest
about what they like and dislike towards the PDP project as well as indicating the critical reasons for
those concerns, which were all listed and concisely analysed above. Moreover, they also identified the
difficulties towards their suggested roles, in which they expect the PDP system could tackle to endure
their daily activities.

+ The suggestions for the PDP system in Windsor
The axial codes for the marked point are suggestions, elements, and missions.
“Suggestions” contains 6 open codes as keywords for setting up the PDP system. All managers
preferred a simple PDP system [1.68, 2.68, 3.61, 4.84, 5.97] and they also mentioned about a flexible
model of the system [1.70, 2.73, 3.82, 4.69, 5.97, 6.64], which researcher should recommend for
them. They expressed the ideas that PDP system should let the employee have se/f-awareness about
their responsibility through the entire process of the project [4.115, 5.84, 6.105]. Plus, the workload
should not put on managers only but should reasonably divide for all stakeholders. This could reduce
the potential workload for managers [3.62, 4.84]. Self-awareness system could also be a solution to
equally share the workload among all stakeholders [4.84].
“Elements” of PDP system were also discussed during the interviews. The managers especially
expressed that communication, reward/penalty and timeframe are 3 crucial elements of the system
[1.68, 3.101, 4.125, 6.46, 1.72, 2.68, 2.99, 4.89, 4.97, 4.127, 5.82, 6.63]. Besides, designed
“procedural steps” element was relatively the same for all managers [1.51, 3.71, 4.94, 5.66, 5.72,
6.54]. PDP form is a must-have element but its type does not matter [2.99, 4.94, 4.100, 6.50]. One of
an element of the system could be appraisal form [2.67, 4.89, 5.74]. Regarding and combining with
the “flexible” term, the following elements should be determined based on the comfort of managers
and each employee: PDP form, appraisal form, timeframe [3.138, 4.101, 5.66] to decrease the
resistance. Other elements were suggested to keep them manageable by HR tools of HR department
[3.142] and financial supports of finance department [4.89, 5.71],
“Mission” is the criteria in which the PDP system can be operated and monitored most effectively on
what the PDP system must be functioned and how to measure the operation. Many missions were
suggested [1.60, 1.78, 2.61, 2.77, 2.80, 3.82, 4.28, 6.31, 6.104] in order to consider and select.
Furthermore, most of the managers agreed that the mission of these stages included: to be clear

[4.87,]; calculate the budget first [2.61, 4.92]; make the project meaningful by remaining the nature of
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PDP [1.77, 3.54, 6.31] and change the employees’ perception [1.73, 2.57, 6.37]; set up a consistent
and manageable system [6.70], narrow the distance between managers and employees [3.87]. Results
for each mission were drawn accordingly [2.100, 3.78, 4.74, 5.32, 5.94].

+  The specific concerns of the employees that the managers identified
The managers pointed out the considerations among employees towards this project which coded as
consideration, disadvantages, culture, misunderstanding, distance, and importance. The interpretation
of these codes can explain specific considerations that should be taken into account.
“Disadvantage” is a concern among employees caused by negative thoughts towards PDP because it is
a new concept in Asian [1.55, 1.60, 2.85, 3.87, 4.52]. The discussed specific reasons include the lack
of knowledge about PDP [3.81, 4.122]; differences of nature of department [2.26, 5.23, 6.74] and
cultural differences toward their habit [1.88, 2.77, 3.100, 6.94]. Those are one-sided reasons.
The distance among positions in an organization can be a barrier for communicating. Indeed, it is hard
to raise opinions or to share ideas to managers if the subordinates feel uncomfortable or the
procedural steps are absolutely complicated. A barrier created here causes unfavourable conversations
and misunderstanding [1.26, 2.92, 3.29, 3.60, 3.88, 4.121] that they are being monitored and
investigated. Those reasons are identified and should be taken into consideration among employees.

+ The suggestions for the factors that might lead to the successful PDP system in Windsor.
This question was translated into several similar types so that the questions suited the contexts of the
interviews. However, the collected answers were homologous, which were coded with 4 opened codes
only those are a role, slowly change, best system and belief. Four managers believe that their roles
[1.15, 4.103, 5.26, 6.103] and the employee’s belief [1.96, 2.101, 3.110, 4.131, 5.107] are the keys to
the success of this project. The importance of those two items were thoroughly analysed above.
Besides, the project can be considered as a change in management that the system, which controls the
project, has functioned for slowly changing the employees’ mind and perceptions [2.99, 3.108, 5.107].
On the other hands, a clear and functional system also can contribute to bringing the success [1.98,
2.99].
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APPENDIX X: QUANTITATIVE RESEARCH RESULT REGARDING STATISTIC
RESULT

Figure 1: Quantitative research: sampling and actual responds

Department Sample si.ze B Received Respond rate
Population responds
Human resource 7 7 100%
Finance 31 26 84%
Information technology 4 4 100%
F&B 93 73 78%
Front Office 61 50 82%
Sales 6 4 67%
In total 202 164 81%

Figure 2: The level of agreement of the employees toward the characteristic of PDP

S.R

N Factors Mean | Mode | (1) (3] A3) 4) (5)

0.

A How do you recognize the characteristicc of PERSONAL DEVELOPMENT PLAN (reflection,
identification, plan, action and record)
The PERSONAL DEVELOPMENT PLAN can

1 3.7 4 3% 13% 19% 41% 25%
help to reflect my past performance.
My strengths will be identified by

2 o 3.5 4 4% 11% 28% 44% 13%
reviewing process.
My weaknesses will be identified by

3 o 3.5 4 4% 11% 28% 44% 13%
reviewing process.
My implicit abilities may be recognized

4 | through the writing PERSONAL | 3.8 4 2% 10% 19% 41% 28%
DEVELOPMENT PLAN process.
A plan can be specific and ambiguous if |

5 can perceive my strengths and | 3.6 4 3% 12% 21% 51% 13%
weaknesses.
A plan can be feasible if | have support

6 3.2 3 11% | 19% 30% 19% 21%
from other people.
Learning by doing is the best way to

7 | explore personal | 3.7 4 1% 16% 19% 40% 24%

abilities/skills/weaknesses

Figure 3: The personal opinions towards the relationship with managers

S.R

N Factors Mean | Mode Q)] 2) 3) 4) (5)
o.
B | The personal opinions towards the relationship with managers

1

| share my thoughts to my manager ’ 2.8 ’ 2 ’ 13% 31% ‘ 30% ‘ 19% ’ 9%
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2 | I share my thoughts to my colleagues 3.2 4 14% | 11% 25% 39% 11%

3 | My manager and | communicate regularly 2.9 2 19% | 26% 21% 19% 16%

My manager is open to listening to my

4 2.7 2 14% | 37% 22% 26% 2%
thoughts
| feel that my manager understands my

5 . 2.6 3 20% | 19% 45% 14% 3%
sharing

6 My managers often give me advices 3.3 4 8% 19% 20% 42% 11%

An atmosphere of the conversations is
7 2.4 2 25% | 32% 23% 15% 5%
comfortable

There are much more informal
8 ) 2.6 2 26% 28% 19% 15% 11%
conversations

9 It is simple to raise opinions to managers 2.8 2 17% 27% 26% 16% 14%

The procedural steps of any projects to
10 | discuss with managers are | 2.7 2 20% | 32% 21% 18% 10%

straightforward.

| like working and discussing with my
11 2.7 2 23% | 27% 17% 17% 15%
managers

I think the working results are better if |
12 3.1 4 17% 19% 21% 23% 20%
keep intimacy with managers

Figure 4: The reason to like a PERSONAL DEVELOPMENT PLAN

Other...

It gives me a chance to communicate with...
Learning by doing
It helps identify my strengths and weaknesses.
I can reflect myself

It suits my habit

Good for my self-development

Good for my career

0% 10% 20% 30% 40% 50% 60% 70%

Regarding the PDP itself, the employees indicated that they preferred learning by doing objective most.
They also perceived that the PDP is good for their career and self-development since these three issues
got the highest vote (65%, 53% and 40%, respectively). Other issues got equal selections toward the
PDP project. It is recognized that although they had positive perception toward PDP project, the limits
were figured out among their ability to identify their strengths, weaknesses, habit to self-reflect and a
chance to more communicate with managers who can help them to perceive those aspects in work and
life
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Figure 5: The reason to dislike a PERSONAL DEVELOPMENT PLAN

Other...
I just do not want to change the current training...
It benefits hotel only
I may spend money to reach the goal
[ would be controlled and monitored by managers

[ feel it is not necessary for my life

I have to change my previous schedule

I have more workload

I do not have time to do it

0% 10% 20% 30% 40% 50% 60%

Workload, time and schedule were described as the most concerned factors, which the employees
dislike about PDP. More importantly, over 50% of respondents stated that they dislike being controlled

and managed by managers.

Figure 6: The reason to like a Personal Development Plan system

Others
Equal workload and responsibility of employees...
A meaningful training program by informal...
A whole self-awareness and voluntary system
The salary could be higher
Less procedural steps
Emphasize the manager’s role in communication

Learning by doing

0% 10% 20% 30% 40% 50% 60% 70%

The employees prefer a meaningful training program in term of informal conversation with the
managers (52%), learning-by-doing (58%), raising self-awareness and voluntary (51%), equal workload

(55%). Besides, they also showed the expectation for a higher salary (54%).
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Figure 7: The reason to dislike a Personal Development Plan system

Others

A temporary project

My own goal or evaluation cannot be approved.

[ would be controlled and monitored by managers
More workload

A complex Personal Development Plan system

A complex Personal Development Plan form

0% 10% 20% 30% 40% 50% 60% 70%

The employees demonstrated that they are sensitive to the interaction between managers and
subordinates relating to the being controlled (59%) and their PDP rejected possibly (48%). Repeatedly,
the employees showed vigilance about increasing workloads to produce a long PDP paper. They do not
care much about the procedural steps and complex system but they do not support for a temporary
project since almost a half of respondents (43%) expressed their concern about a temporary project.
Figure 8: Kind of supports was liked best

Others
Sustained use

Internal references (from managers and...
External coaching (if yes)

Managers help with reflecting

Motivation of managers

Bonus for overtime

Financial support for courses

0% 10% 20% 30% 40% 50% 60% 70%

All supporting conditions were recognized as necessary for the PDP project. In addition, the financial
support accounts for 68% of external coaching and 48% of overtime; motivation of managers is one of
the necessary support conditions for employees. It is surprised that the reward policy was not
important in this context that took only 25% of respondents.
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Figure 9: Kind of PDP system was preferred

A personal portfolio for job perfomance system
A self- development system

A promotion/salary system

0% 10% 20% 30% 40% 50% 60%

The respondents were asked about their most favourite PDP system and what supporting conditions

they expected. A self-development system got the highest vote for the most favourite PDP system.

Figure 10: Factors should be taken in consideration to a successful or failure PERSONAL DEVELOPMENT
PLAN project

other

timeframe

higher salary

Manager’s role

Employees’ attitude

Cultural differences

PDP system itself
Reward/punishment policies

Effective training course

Communication with manager

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
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APPENDIX XI: EXAMPLE FOR ACTION PLAN

Responsible Person Timeframe
Hardware:
IT Activities Software:
Network:

Business Unit /

Product Group

Project Team Activities

Communication

o

Training Activities

Audit Preparation
Source: Queensland Government Chief Information Office (2011)
APPENDIX XII: EXAMPLE FOR COMMUNICATION PLAN
Source: Queensland Government Chief Information Office (2011)
Name of person as point of contact for all project communication:
Audience Key messages | Delivery Method '-"("ig"‘*i";g“ Location
Example:
Team Leaders
Senior Managers
Sender Example: Project

Manager

Example: Staff Users
Sender Example: Supervisor
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APPENDIX XllI: PDCA CYCLE - QUALITY CONTROL MODEL

. St:urg objectives and
* Education planning
*Audit planning__) . Envifonmo:':lninpacts
evaluation
« Control of Legal
requirements
+ Objectives and targets
Act management program
* Management
Review
(continuous
improvement)
~ Check
« Control of Environmental
recor
. Cootrolfof
e Nonconformance,
"o target N | comective action
. * Environmental au
achievement (internal audit)

Source: Juhasz and Peles (2013)
According to Johan (2008), the plan-do-check-act (PCDA) cycle is mostly used for continual process

4

Do

« Control of Activity
organization

* Environmental
education and

tr
* Control of
Communications
« Control of
Documents

N

improvement. The PCDA consists of 4 steps for improvement or change as below:

e Plan: recognize the opportunity and plan the change

e Do: Test the change

e Check: Review the test, analyze the results and identify learnings.

e Act: take action based on what the organization learns in the check step. If the change was

successful, incorporate the learnings from the test into wider changes. If not, go through the

cycle again with a different plan.
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APPENDIX XIV: EXAMPLE FOR PDP FORM

Personal Development Plan Template

Personal Development Plan

Name I Organization l Team I From: To:
Training, Learning & Priority | How will this be Target | Cost | Source of funding | Evaluation —what | Evaluation —how
Development needs met? (short course; date (e.g. organization; [ have you learnt? much difference

e-learning; NVQ;

college; SCTP etc)

has this made to

how you do your
job?

shadowing etc)

Source: "6 Free Personal Development Plan Templates - Excel PDF Formats". Word Templates. N.p.,

2017. Retrieved 11 June 2017 from http://www.wordstemplates.com/personal-development-plan-

template.html
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APPENDIX XV: CURRENT APPRAISAL FORM OF WINDSOR

PERFORMANCE APPRAISAL FORM - BAN DANH GIA HIEU QUA CONG VIEC

HR-007a for
Part-timer
Associate's Name - Nhan vién: Associate ID - M3 s6 Nhan vién:
Associates Title - Chirc danh: Department - B6 phan:
Period to appraise - Giai doan danh  From-Tw: ________ To-

Reviewer - Ngu'di danh gia: gia: ben:

Reviewer Title - Chirc danh: Review date - Ngay danh gia:

Review type End of
Muc dich danh gia Probation -
Hét thi viec
Year-end
Review -
Cubi nam
End of
Contract - Hét
hop déng

Usage of this Performance Appraisal Form
This form used for all WMC-managed

chinh luvong

Promotion -
Thang chic

Rating Scale - Thang diém:
N/A = Not available

properties
HRF-007a is used for Part-timer when 1 = Unsatisfactory
applicable
HRF-007b is used for Job Grade -3 Staff, 2 = Below
Clerk and Officer expectations
HRF-007c is used for Job Grade 4-5 Team Leader & 3 = Meet
Assistant Section/Outlet Manager expectations -
HRF-007d is used for Job Grade 6-7 Section/Outlet 4 = Exceed
Manager & Department Head expectations
HRF-007e is used for Job Grade 8-9 Group Director, Division Head, 5=
Executive Assistant Manager, Executive Member Outs

tandi

ng

70

Salary Adjustment - Diéu




I. SELF APPRAISAL - TV DANH GIA

My major achievements

Thanh tich chinh di dat duoc

Reviewer's comment
Ghi chd cta nguei danh
gia:

My improvement areas

Nhirng viéc tdi can cai thién

Reviewer's comment
Ghi chd cta nguei danh
gia:

Il. QUALITATVE MEASURE - DANH GIA PINH TiNH

II.1 General Competencies - Nang lwc thwc thi cong viéc néi chung

Rating - Banh gia

Customer Driven
Huéng téi khach hang

1. Anticipates, strives consistently to understand internal
and external customers' needs whilst meeting and
exceeding their expectations.

C6 y thirc doan truéc, tim hidu nhu cau cta khach hang
(ca bén ngoai va ndi bo) dé& dap &ng va vuot trén nhirng
mong dgi dé.

Quest for Excellence
Tim kiém sw hoan thién

2. Has a passion for excellence; strives to deliver the
highest standard in every task and every encounter with
internal and external customers.

Luén huéng téi sy hoan thién trong cong viéc, cb gang
hoan thanh véi chat lwvgng cao nhét cac viéc duoc giao
va trong méi lan gidp g& voi khach.

Teamwork
Tinh than déng dai

3. Works well with and supports colleagues; demontrates
accountability and ownership in achieving the team's
common goals and objectives.

Phéi hop tbt v&i ddng nghiép, gitp d& va hd tro dong
nghiép, thé hién tinh than trach nhiém déi véi cong viéec
chung.

Respect and Trust
TOn trong va Tin tuéng

4. Respect guests, Company and colleagues and other
people; gives trust by consistently delivering on agreed
objectives and expectations.

T6n trong khich hang, Céng ty, ddng nghiép va moi
ngudi néi chung. Tao long tin béng viéc luén gitr ding
I&i hira va thwe hién nhivng gi minh cam két lam.

Enterprising
Linh hoat, sang tao

5. Works smart and innovative; is flexible and responsive
to change; is action-oriented and actively seek to
achieve goals and results.

Lam viéc thong minh, sdng tao; linh hoat va thich trng
véi tinh hudng; ludn chi dong tim phuéng an va hanh
dong thich hop dé dat duwoc muc tiéu.
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6. Has a positive attitude toward diversity and the
difference of opinions. Practices fairness and integrity
Communication when dealing with guests, colleagues and others.
Céch rng xur C6 thai do tich cuc, sén sang tiép thu y kién méi. Thé
hién sy cdng bang va nhat quan trong giao tiép véi
khéch hang, ddng nghiép va moi ngu'®i noi chung.

N/A 1 2 3 4 5

7. Arrive to work on time; inform manager of lateness
and absence in a timely manner. Utilize working hours
Dependability effectively. Arrange well before taking leave of absence.
Chuyén can Pén lam viéc ding gio; bao cao kip thoi vai quan ly vé
viéc di tré, vdng mét. St dung thoi gian lam viéc hiéu
qua. Biét cach sdp xép cdng viéc trwéc khi nghi phép.

N/A 1 2 3 4 5

8. Complete necessary amount of work. Finish daily
tasks in a timely manner. Complete assignments by the
Quantity of Work agreed deadline.

Khéi lwrong cdng viéc Lam da khéi lvong céng viéc; thuwc hién cac cdng viéc
thuong nhat mot cach nhanh chéng, hoan thanh cac dw
an dugc giao dung han.

9. Continuously comply to established standards and
procedures. Produces accuracy, consistency and
Quality of Work thoroughness of work.

Chét luging céng viéc Luén tuln tha cac quy trinh 1am viéc chuén va cac quy
dinh nghiép vu. Hoan thanh c6ng viéc mét cach chinh
x4c, On dinh va hoan thién.

Il. QUALITATVE MEASURE - DANH GIA PINH TiNH

1.2 Job skills / Technical Competencies per Job Description - Cic ky ning nghé cé ghi trong M6 ta céng viéc

N/A 1 2 3 4 5

N/A- 1 2 3 4 5

Rating - Danh gia

1
C?m?etency 10. N/A 1 2 3 4 5
Ky nang 1
C?mPetenCVZ 1. N/A 1 2 3 4 5
Ky nang 2
C?mf)etency3 12. N/A 1 2 3 4 5
Ky nang 3

4
C?mEJetency 13. N/A 1 2 3 4 5
Ky nang 4
C?mPetencyS 14. N/A 1 2 3 4 5
Ky nang 5

Ill. OVERALL COMMENT AND CONCLUSION - NHAN XET CHUNG VA KET QUA DANH GIA
OVERALL RATING - TONG KET DIEM

1. Average of qualitative ratings - Trung binh cac
gia tri dinh tinh
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2. Adjustments applied (if any) - Diéu chinh
(néu co):

sociate of the Month (+0.1 each
-==1e) - Nhan vién xuét sic trong thang
\-1-0.1 m6i Ién)
Extraordinatory Circumstances (+0.1) -
Cac dong gop, tinh hudng déc biét
(+0.1)
Discipline in effect (-0.1 one minor
incident) - Ky luat con hiéu lyc (-0.1
dbi voi 16i cap 1)
Discipline in effect (-0.2 one major
incident) - Ky luat con hiéu lwc (-0.2
dbi voi 16i cap 2)

3. Finalize overal rating - Diém danh
gia cudi cling

=N WA D

oo ooun

[eNoNoNol
1

=N WhU

Summary of Areas for Improvement

2 £, s NI 4. Convert to letter grade - Chuyén
Tong ket cac linh vwc can tien bé hon 9 Y

thanh ky hiéu é&a

Notes on overall rating - Chd y vé diém
téng két
O: Eligible for full-time contract if there is vacancy.

D diéu kién dé xem xét ky hop ddng toan thoi gian néu co vi tri
tréng.
E: Eligible for confirmation, renewal of part-time contract.

b diéu kién tiép tuc duoc nhan lam viéc v&i hop ddng bdn thoi gian
M. Eligible for confirmation, renewal of part-time contract.

D didu kién tiép tuc duoc nhan lam viéc v&i hop ddng badn thoi gian
B: Extend probation or consider ending employment.

Gia han thir viéc hodc can nhdc chdm dirt stv dung lao déng.

U: Emloyment shall be terminated - Chadm dirt stv dung lao déng.

Lo VLuo
OO VOO

Skills needed to advance to next career level - Nhirng k¥ ndng can cé dé thing tién I&én cap do
tiép theo.

Asociate' comments - Y kién cta Nhan vién

Signatures

The signatures below acknowledge that all points stated in this performance appraisal form are the agreed result of
discussion between the reviewer and the Associate ( i.e., the reviewee). The result is then approved by the
Department Head (or by the authorized line superior) and verified by Human Resources Department.

Cdc chiv ky duti diy chirng nhén rdng nguti dinh gid va nguti duoc dinh gid di thdo luan va déng y tit ca cdc ndi
dung ghi trong ban dinh gid hiéu quéa céng viéc ndy. Két qué dinh gid sau do duoc Truéng bd phén (hodc cap trén
¢ thadm quyén) duyét va Phong Nhan sy xdc nhan.
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Associate Signature
Chir ky cdia nhan vién

Reviewer Signature
Chir ky ctia nguoi danh gia

Department Head Signature
Chir ky cta Trwdng Bd phan

Human Resources
Ch ky cdia Nhan sy

e
e
e
Date - Ngay

Reviewer' Recommendation
Pé xuat cia nguei danh gid
Part-time contract to be
renewed
y hop tiép déng ban
10i gian

Full-time contract to be
isued
y hop déng nhan vién
ninh thirc

(Please attach Associate
Record Form)

(&m theo Phiéu Thong
.'n Nhan vién)

End employment
ham dit si dung lao
.ong

Further notes of Human Resources — Ghi chi thém

cua Nhan sy
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APPENDIX XVI: THE NUMBER OF STAFF OF WINDSOR BY DEPARTMENT

Number of staff Department

16 FIN - CASHIER

15 FIN - ACCOUNTING

3 SALES

5 HR - HUMAN RESOURCES

2 HR - ADMINSTRATION

4 INFORMATION TECHNOLOGY

1 CATERING NGAN DINH

23 FRONT OFFICE

11 FO - CONCIERGE

4 FO - OPERATOR

13 FO - DRIVER

4 CORPORATE OFFICE -
DRIVER

12 HSKP — ADMINSTRATION

18 HSKP - ROOM

22 HSKP - PUBLIC AREA

4 HSKP — UNIFORM

3 HSKP - FLORIST

18 HSKP — LAUNDRY

34 MECHANICS & ELECTRIC

11 FOOD & BEVERAGE -
BANQUET

10 FOOD & BEVERAGE - AD
FOOD COURT (KIOST)

26 FOOD & BEVERAGE - CAFE
CENTRAL

8 FOOD & BEVERAGE - TOP OF
THE TOWN

41 FOOD & BEVERAGE - NGAN
DINH

2 KITCHEN - CHINESE
ADMINSTRATION

40 KITCHEN - CHINESE

5 KITCHEN - AD FOOD COURT
(KIOST)

1 KITCHEN - WESTERN
ADMINSTRATION

40 KITCHEN - WESTERN

2 KITCHEN - TOP OF THE
TOWN

11 KITCHEN - PASTRY

12 KITCHEN - STAFF CANTEEN
KITCHEN - STEWARD

13 SPA

37 SECURITY - HOTEL
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APPEXDIX XVII: QUESTIONNAIRE

As part of my research thesis at Saxion University (The Netherlands), | am conducting a survey that
investigates the opinions of the stakeholders towards the up-coming project in Windsor Plaza hotel.
The HR department of your hotel will soon establish an entire new project for your personal
improvement, which is about writing a Personal Development Plan that this will benefit for both your
career and personal life. Depending on your suggestions and opinions, this 10 minutes anonymous
questionnaire aim to collect your opinions toward this project to put them into the considerations that
a Personal Development Plan system of Windsor Plaza hotel (yet to be determined) hopefully fulfil your
needs of development.

In brief, The PERSONAL DEVELOPMENT PLAN is a personal portfolio, which can effectively reflect,
evaluate and develop oneself for reaching one self’s goal. The PERSONAL DEVELOPMENT PLAN purpose
prioritizes to enhance your own strengths or overcome your weaknesses for your personal life, and
then a productive employee can advocate best in the workplace. The PDP system, which used to
effectively monitors this project to bring success for employees and organization, needs to be set up
beforehand and implement to the hotel.

What is your age?/ Tudi caa ban:

... years

What is your gender? /Gi&i tinh:

OMale (Nam) OFemale (NG)

How long do you work in the Windsor Plaza hotel?/ Ban lam viéc & khach san Windsor Plaza bao lau
réi?

... month ... year

What is Your department?/ Ban thudéc bd phan nao?

O HR OFinance oFO OF&B olIT OSales office
What is your position?/ Vi tri cia ban ?

OEmployee (nhan vién) OTeam leader (Trudng nhém) OManager (Quan ly)
Basing on the provided brief information above about the PERSONAL DEVELOPMENT PLAN, please
measure your opinion by scoring the degree of each factor:

Dwa trén théng tin ngan gon duoc cung cap & trén vé KE HOACH PHAT TRIEN CA NHAN, hdy do lwong

y kién cha ban bang cach ghi lai mirc dé ciia méi yéu té:

Strongly disagree (1) | Disagree (2) Neutral (3) Agree (4) Strongly agree (5)

R4t khong déng y Khoéng déng y Binh thudng Péng y R4t ddng y
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S.R

No.

Factors

M

(2)

(3)

4)

(5)

How do you recognise the characteristics of PERSONAL DEVELOPMENT PLAN (Reflection,

identification, plan, action and record)

Ban dé nhan dién ban chét cia KE HOACH PHAT TRIEN CA NHAN nhu thé nao? (phan (rng, nhan

dang, ké hoach, hanh dong va ghi chép)

The PERSONAL DEVELOPMENT PLAN can help to reflect my past
performance.
KE HOACH PHAT TRIEN CA NHAN gidp t6i nhin lai nhitng gi da lam

trudc day

My strengths will be identified by reviewing process.

Xem lai qua trinh giup toi tim ra diém manh

My weaknesses will be identified by reviewing process.

Xem lai qua trinh giup toi tim ra diém yéu

My implicit abilities may be recognized through the writing
PERSONAL DEVELOPMENT PLAN process.
Trong qua trinh viét KE HOACH PHAT TRIEN CA NHAN giup t6i phat

hién ra kha nang tiém an

A plan can be specific and unambiguous if | can perceive my
strengths and weaknesses.
1 k& hoach c6 thé r6 rang va khdng mao hd néu t6i nhan thic dugc

diém manh va diém yéu

A plan can be feasible if | have support from other people.

1 ké hoach c6 thé thwc hién duwoc néu nhan duoc sy gitup d&

Learning by doing is the best way to explore personal
abilities/skills/weaknesses.
Hoc qua thwc hanh 13 cach tét nhat dé kham pha ra kha ndng tiém

4n/ ky nang / diém yéu

The personal opinions towards the relationship with managers

Nhirng y kién ca nhan déi véi méi quan hé véi quan ly

I share my thoughts to my manager
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Toi chia sé suy nghi véi quan ly

I share my thoughts to my colleagues

T6i chia sé suy nghi véi ddng nghiép

My manager and | communicate regularly

Toi va quan ly thudng xuyén tro chuyén

My manager is open to listen to my thoughts

Quan ly ¢&i mé va lang nghe suy nghi cia tdi

| feel that my manager understands my sharing

T6i nghi la quan ly ddng cdm véi nhivng chia sé cuia toi

My managers often give me advises

Quan ly thudng cho téi loi khuyén

An atmosphere of the conversations is comfortable

Khong khi tro chuyén thoai mai

There are much more informal conversations

Cudc trd chuyén thudng rat than mat

It is simple to raise opinions to managers

R4t don gian dé néu ra y kién déi véi quan ly

10

The procedural steps of any projects to discuss with managers are
straightforward.

Tha tuc trinh bay y kién rat truc tiép dan gian.

11

I like working and discussing with my managers

Toi thich lam viéc va thao luan véi quan ly

12

I think the working results are better if | keep intimacy with
managers
T6i nghi két qua 1am viéc s& tét han néu tdi git* mbi quan hé than

thiét véi quéan ly

The personal opinions towards their work

NhUng y kién c& nhan déi v&i cong viéc

Group projects are more than individual project

Dy an lam viéc nhém nhiéu hon dw 4n ca nhan

| find the training courses which suite my expertize

T6i tim thay khoéa dao tao pht hop chuyén mon cua toi
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3 | have to wait for command from the Board for task

T6i phai chd dugc giao nhiém vu tlr Ban Giam Déc

4 | feel less opportunities to improve myself

T6i thdy minh c6 it co hoi cai thién ban than

1. What do you like about a PERSONAL DEVELOPMENT PLAN? (choose maximum 3)
Ly do ban thich KE HOACH PHAT TRIEN CA NHAN (chon téi da 3 muc)
0 Good for my career / Tét cho nghé nghiép cua t6i
0O Good for my self-development / Tét cho kha niang tw van déng cla toi
O It suits my habit / Phu hop théi quen cda toi
O | can reflect myself / Giup t6i nhin lai chinh minh
O It helps identify my strengths and weaknesses. / Giup tdi nhan ra diém manh va diém yéu cia minh
O Learning by doing / Hoc qua thwc hanh
O It gives me a chance to communicate with managers / Cho toi ca hoi tro chuyén voi quan ly
O Other... / Ly do khac
2. What do you dislike about a PERSONAL DEVELOPMENT PLAN? (choose maximum 3)
Ly do ban khdng thich KE HOACH PHAT TRIEN CA NHAN (chon téi da 3 muc)
O | do not have time to do it / T6i khéng c6 thoi gian 1am ké hoach
O | have more workload / T6i khéng cé thei gian
O | have to change my previous schedule / Lam thay déi lich sinh hoat cda toi
O | feel it is not necessary for my life / Tdi thdy n6 khdng can thiét trong cudc séng
0 | would be controlled and monitored by managers / Toi bi giam sat va diéu khién b&i quan ly
O | may spend money to reach the goal / T6i c6 thé phai tra tién dé dat duwoc muc tiéu
O It benefits hotel only / N6 chi mang lai lgi ich cho khach san
O | just do not want to change the current training courses / Téi khdng muén thay déi khéa dao tao
hién tai

O Others... / Khac

As the provided information about Personal Development Plan system:
3. What do you like about a Personal Development Plan system? (choose maximum 3)
Ban thich gi vé hé théng KE HOACH PHAT TRIEN CA NHAN (chon t6i da 3 muc)
O Learning by doing / Hoc qua thwc hanh
0O Emphasize the manager’s role in communication / nhdn manh vai troé clia ngudi quan ly

O Less procedural steps / it cdc buéc tha tuc ly thuyét
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O The salary could be higher / Ludng cé kha nang tang
O A whole self-awareness and voluntary system / Hé théng tw nhan thirc
O A meaningful training program by informal conversations / LA mét chwang trinh dao tao day y nghia
théng qua nhirng cudc tro chuyén than mat
O Equal workload and responsibility of employees and managers / Khéi lwgng céng viéc va trach
nhiém tudng duong nhau
O Others / Khac
4. What do you dislike about a PERSONAL DEVELOPMENT PLAN system? (choose maximum 3)
Ban khéng thich gi vé hé théng KE HOACH PHAT TRIEN CA NHAN (chon téi da 3 muc)
O A long Personal Development Plan form / Hinh thic phtc tap
O A complex Personal Development Plan system / Hé théng khéng chat ché
0O More workload / Nhiéu khéi lvgng céng viéc
O | would be controlled and monitored by managers / T6i bj gidm sat va diéu khién b&i quan ly
O My own goal or evaluation cannot be approved. / Muc tiéu riéng khong duoc cdng nhan
O A temporary project / Chi la mot dw an tam thoi
O Others / Khac
5. Which kind of supports that you would like best? (choose 3)
Ban thich sw hé tro’ ndo nhéat ? (chi chon 3 muc)
O Financial support for courses/ Hb tro tai chinh cho khéa hoc
O Bonus for overtime /Thu'dng cho lam viéc ngoai gi¢
O Motivation of managers / Sy déng vién cla quan ly
O Managers help with reflecting / Quan ly giip nhan xét
O External coaching (if yes) / Pao tao bén ngoai (néu cé)
O Internal references (from managers and colleagues) / Tham khao néi bd (quan ly hodc déng nghiép
O Sustained use / S& dung lau dai
O Others / Khac
6. Which kind of PDP system would you prefer? (choose 1) /
Loai md hinh hé théng PDP nao ban sé chon?
O A promotion/salary system / Thang cép, ting luvdng
(this is a model for promotion and higher salary purpose/ muc dich la thing c4p va ting lucng
O A self-development system / Phat trién ca nhan
(this is a model for self-development purpose/ Muc dich 1a tw phat trién ban than
O A personal portfolio for job performance / Tai liéu ghi nhan biéu hién trong céng viéc.
(this is a model for certification purpose / Muc dich Ia dé& chirng nhan
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7. Which leading factors should be taken in consideration to a successful or failure PERSONAL
DEVELOPMENT PLAN project? (choose max 3)
Nhirng yéu t6 nao nén dugc xem xét khi dw an thanh cdng hay that bai?
0 Communication with manager / Sy giao tiép
O Effective training course / Khéa dao tao
O Reward/punishment policies / Chinh sach thuédng / phat
O PDP system itself / hé théng KE HOACH PHAT TRIEN CA NHAN
O Cultural differences / Khac biét van hoa
O Employees’ attitude / thai dé cia nhan vién
O Manager’s role / vai tro ctia Quan ly
O Higher salary / Thu nhap cao han

O Timeframe / khung thoi gian

THANK YOU FOR YOUR COOPERATION
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Interview 1: Manager of Human Resource department

Interviewer: Hi, can you introduce yourself, your position and your work in Windsor and your department?

Manager: Hi, my name is Nam, 38 years oldl, | have been at Windsor Plaza ffor 4 years, and | am currently a
HR senior manager in Windsor for nearly 2 years|. The HR department have only seven employees|, my role
is to assign work to them and monitor the process and review and the reports eventually to the
department director.

Interviewer: ok. In 2 years working as a senior manager, how do you feel about your role and work?
Manager: (laughs) the job is of course [pretty much\. With only 7 employees, but the nature of the HR
department is to hake care of all aspects of the hotel’ staff and push them all develop through training
courses or personal assessments|. Also within the HR department, | also have to manage their work [closely
so that | can minimize mistakes in the policies fthat the HR department will affect all of the staff members|
of hotel.

Interviewer: hmm, | am sorry, | can sympathize with your work and your responsibilities, as your mistakes
affect the mass of staff, responsibility and pressure could be weigh.

Manager: Yes, | think my [role is very important ]in this hotel (laughs)

Interviewer: (nodding) then do you feel your responsibilities and workload too much?

Manager: Of course there is| but for now I think ['m doing well and can balance my work and life. Anyway,
this is a job | feel like and quite happy [about.

Interviewer: Good. Perhaps you already know about the upcoming program of being applied at the hotel.
HR department probably knows the information and concepts of PDP most. What do you think about the
role of managers and yourself in this program?

Manager: The purpose of this program is to Imotivate and develop one's own individual voluntarily], the role
of managers is jnot to scrutinize the monitoring and evaluation of employee performance jut give them
general knowledge of PDP and the purpose of PDP is to benefit them first. Managers must also motivate
and encourage| them to self-assess and find weaknesses as well as recognize their strengths to improve
themselves day by day. | do know that the purpose of the PDP is usually Imisunderstood] that in order for
us to |monitor their personal activities|, and this will adversely affect the results of this program, in my
opinion the most important role of managers are |communicating a lot with employees to understand }them
then helping them understand the nature of the PDP that voluntarily accept to produce and perform it
seriously.

Interviewer: Do you personally have regular personal contact with employees in the department?

Manager: Yes, luckily, my department has only 7 persons and we often )talk about a lot of work and private
lives. HR is human management, so we understand the value of keeping close and caring relationships not
only in work but also in personal Iifel.

Interviewer: do you know that once this program is applied, your responsibilities and workload will
increase significantly?

Manager: (nodding) so so, | think my role has |not increased so much ]because before and now | have
always [communicated with my employees about the strengths, weaknesses, needs \and personal
preferences of each employee and HR staffs also have a good knowledge of PDP. So compared to the

my role is the same. However, I'm actually a [ittle nervous because my

managers of other departments,
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course, | also have to \spend my time writing my own PDP\as an employee of Windsor (laughs). But | still
think that [this program should be applied Iin practice as it will Ihelp people grow and connect employees
and managers togetherl.

Interviewer: Yes. As you say, your role is not changed as people often talk about work and life, so the main
role of @ manager is to communicate with employees regularly?

Manager: Yes. | think that the role of managers in this program|is important in communicating and
suggesting that staff and managers can be close, eliminating the range of positions that are comfortable
to say: Who | am, what | did, what | want and what | will do to achieve that.\ Once a manager has been able
to lelicit these things from their employees), their roles and responsibilities have been fulfilled by 90%,
evaluating them only as the last step to make a small procedure to reward them)|

Interviewer: So what do you think of the PDP program?

Manager: | hope this will be [a more effective program than the previous training as it will, apart from
helping to develop professional knowledge; it will also help personal life of each person|. This program is
|not very popular in Vietnam due to differences in culture and behaviour]. We are mostly [afraid to speak,
afraid of power, live together and thus, have limited many development opportunities]. There are many
overseas study-abroad workers, who are not as knowledgeable as domestic graduates, but they have
grown up fast in their work overseas as they can adapt quickly in change, they also know how to voice
their own interests and are very good at arguing with managers or senior managers. | was sorry not
because of the knowledge of our staff is not equal that we are afraid of saying wrong, afraid no one
advocate comments should finally miss a lot of good ideas|. | also look forward to your research success;
the results will also bring la tremendous success iin this hotel.

Interviewer: Yes, thank you. | also do my best so that we all succeed in developing ourselves

Manager: (laughs) good

Interviewer: So you have any suggestions for the PDP system?

Manager: yes. Need @ complete system from the first step to the end|. Although I think that the employees'
habits are basing on what they did, we just simply have to write a complete system, they will do it, but by
nature the purpose of this program is not, right? Main items such as [demand lists, PDP forms, costs, time,

payoffs and penalties are the subject of the system Iand |staff surveys are to be assembled into a complete

change in employee perceptions and actions to avoid any resistance and negativityl. Actually it is not
simple right?

Interviewer: Sorry, | do not really understand "the PDP system needs to be completed slowly with the
change in staff perception and actions," could you elaborate?

Manager: ah, sorry, short, that is to say there must be a plan to [help the staff understand their role and
benefits iln this project and then they will act under the PDP system that can [Iimit the counter Resistance at

the lowest level |
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Interviewer: Yes, | can recap that you propose Ia flexible PDP system ]and we just put the main headings
and leave the staff if comments for the contents?

Manager: Yes.

Interviewer: Regarding the implementation process of the upcoming PDP program, do you have any notes?

Manager: It is still necessary to lavoid misunderstanding the main purpose [of the PDP so need fto discuss

much with them|. In addition, it is fthe culture that can harm the program); | think you know what | mean?

Interviewer: Yes, | also think that the fear of the \power distance Mill make it unreasonable for them to
|expose their personal and other personal needs, such as their timetable, physical\.

Manager: And we [rarely plan for ourselves.

Interviewer: Also [rarely engage fwith it if there is.

Manager: new difficulties need to overcomel | am in HR department, [so | understand the PDP, but others

don’t. At least we are feager to learn|, this program is quite new compared to before, and optimistically it
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can also be successful here.

Interviewer: It is good that you have a lpositive view lof your purpose and role in this program. So do you
have any ideas for PDP system to work well and bring success?

Manager: This program is proposed by the HR department and has been approved by the HR Director. My
suggestions and comments have also been raised in advance that it is important to |emphasize the
purpose of the PDP to benefit employees first and avoid misunderstandings. | therefore think it is
important to have [a clear PDP system, bach policy should be approved by the majority of staff and training

sessions need to provide PDP information to employees|. Generally communication is the most important |

thing that will help this program succeeds. | also do not mind the role or the amount of work that has

increased], when my staff develop, they will be able )to help or limit my work problems|.

Interviewer: Great. | will conclude this interview here. But could | have a chance to talk with team leader
who directly manages a small team?

Manager: sorry, my department have few staffs; they are managed by me only.

Interviewer: Yes, | understand. Many thanks for the time and precious information you shared. | hope that
this conversation will bring positive results to your next important program.

Manager: good, wish your project thesis success.

Interviewer: Thank you. Good evening.

+ Additional information via Skype video call
Interviewer: Hi, thank you for contacting me again promptly to discuss more about the PDP project. In the
previous interview, after | checked the information you provided, you have clearly articulated the role of
management in each step of the process and the final step is reward, can you tell me more what do you
suggest for this part?
Manager: you are welcome, this project is suggested from HR, of course | have to be very careful and take
the time, you are helping me plan it. (laugh). However, this is only my personal opinion and is not of the

HR director. HR department has always used HR tools related to reward policies to run HR projects. Often

this policy is also related to finance department because of the salary / bonus used to motivate employees.

But with the PDP project, | find that this policy, if applied as it is, is unreasonable pecause ultimately the
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project is successful, depending on the h/oluntary and self—awareness]. From the beginning to the end of
the PDP is written by the staff, | support the role of management is to [provide information and feedback
and help them reflect themselves,l not interfering with their decisions so how they can decide the
rewarding for staff?

Interviewer: you mean the [employees will decide on bonuses ]based on their own plans?

Manager: Yes

Interviewer: So whatever reward/penalty they set, do we approve?

Manager: (Laugh) partly, of course, we will have to consider whether it is reasonable or not

Interviewer: Who will review and approve it? And based on what?

Manager: [Based on their current capabilities and how far they target, how much time they will spend, how
much effort they will be able to achievel. Managers who are closest to them will decide this because they

know the staff most. Of course, all evaluations and decisions can only be relative, as long as the payoff is
not too unreasonable, it can still be approved|.

Interviewer: Yes. But watching the review and decide to approve is not simple. As a manager, do you feel
that your workload will be heavier?

Manager: That was the final step of the project. This is indeed b project not simple and too new\. | think |
also have to try, but | hope that [our increasing workload and responsibility is also a challenge we need to
overcome, we can write it in our PDP too ](Iaugh). And hopefully we will not be denied the reward /
punishment we set for ourselves (laughs).

Interviewer: (laughs) So you think other managers will think the same?

Manager: Not sure, but just try it. It's personal opinion.

Interviewer: Yes | understand. Thank you.
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Interview 2: Manager of Finance department

Interviewer: Hi, can you introduce yourself, your position and your work in Windsor and your department?
Manager: Hello, my name [is Van. IBefore Windsor, | had |7 years of experience as a financial accountant for
foreign companies. Now, | am fresponsible for managing Windsor's financial department with [30 members|.
The CFO authorized me to take part in an interview with you about an upcoming project of the hotel as a
representative for two senior managers and four team leaders|.

Interviewer: I’'m glad to talk to you. Can you tell me more about your job and your responsibilities in this
department?

Manager: As a ldirect assistant to the director], | Ireceive financial statements ffrom four groups in the

department and a joint financial assessment report from two senior managers. | will summarize all reports,
censors, evaluations and give final results to director]. The jprofessional training programs also through my
nomination to be conducted. | would also have to convey internal issues to the director, and vice versa
convey the director's instructions to the department staff.l

Interviewer: Woa, | see blour work really is too much]. Because you stand in the lmiddle of the upper and

[balance both sides and be careful in every decision|.
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Manager: (laughs). You say so then. However, in truth, levery decision | make is to try to keep neutral

opinions for both our superiors and subordinates|. That is the problem | feel the most difficult.
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Interviewer: Yes. Then can you generalize the relationship with your subordinates?
Manager: there are [4 team leader and 2 senior managers. The financial department has about 30

employees, and | can perceive each person's ability to work, [but | cannot personally evaluatel. They are
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closer to their team leaders.| For team leaders and senior managers, we can share most of the work and
freely express our own opinions.\ However, | am |not sure about their privacy beyond working hours|.
Interviewer: As you say, it seems like the distance between you and your subordinates is not very close,
does it make it difficult for you to work?

Manager: P\t work is still smoothl, | feel not affect the work very much, Ibecause the nature of our
department is calculatedl, we [focus more on personal results and accurate reporting than discussing issues
together. |

Interviewer: good. Perhaps you already know about the upcoming program of being applied at the hotel.
With the information | provided before, what do you think about the role of managers and yourself in this
program?

Manager: As other managers, whenever a project is launched and implemented, first, the role of the
manager is to |understand the process, the purpose and the plan.]

Interviewer: So you know and understand PDP yet?

Manager: (laugh) | can figure out what it is, but apart from doing it, | have to take other steps, right?
Interviewer: Yes, that's what | want to find out. Do you feel how your role and responsibility will change?
Manager: (sigh) Yes, | was lalso worried about being informed about this program. At the beginning, | had
to work on my own thinking and for all staff to understand PDP. Next | have to follow them to see if they
value themselves, self-aware, self-centered and reach it. ]Eventually 1 will [evaluate their efforts and decide

on the reward and punishment. Fortunately | have [been informed in advance about the plan for this
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program as | have to budget for this program.

Interviewer: Yes, yes. However, it should be added that your time and workload will increase.

Manager: | understand. At first, [I felt rather negativel, but | realized that the PDP project was a progressive
project that went beyond previous bland training, it Mas practical and self—evolving]. And [the distance

between positions is closer. [Therefore, | feel better and ready to accompany everyonel. | can arrange my

work well. |

Interviewer: Good that you changed your mind. So what role does you like in this program?

Manager: oh my department is really \many employees]; | [cannot spend time and talk to each other. Team
leaders and senior managers will help me connect with the staff in the department. ]I believe my role is to
|exp|ain, motivate, and communicate )the needs of staff to superiors in the most accurate way possible.
Hopefully with my positive perceptions, | would like to play the [role of communicating the PDP
implementation guidelines to all employees in the possible way.

Interviewer: You seem to have determined that it is necessary to train them not their expertise and PDP
but to help them understand and motivate themselves, right?

Manager: Yes, | want fto act as an inspirational personl.

Interviewer: good. | think every change starts with inspiration; you will be f(he root of all the employees \in
the department in this project.

Manager: | hope they bring [positive perception about this project before it's startedl.

Interviewer: Yes. Currently the PDP project has not yet developed a specific system. Do you have any idea
how to build it?

Manager: Sorry 1 [do not have enough information lyet to be able to give an idea for building a whole
system. At the finance department we put f(he project finances up first\. | think that to meet the
development needs of each employee, [the cost of this project will not be Iow]. | just want the system of the
project to reduce the criteria is not really necessary, and every new project needs a simple, flexible system
initially. |

Interviewer: Can you name some criteria that are not really necessary?

Manager: | think first of all that the development needs of employees are varied, the Form of the PDP form

is also variedl, the pay for the staff after Ieach PDP evaluation must e considered. Again, according to their

expression, | consider hhat administrative procedural factors such as PDP form, overtime or penalty can be
simplified. |

Interviewer: You want a simple, flexible system? | have thought of two fixed system models for employees
to select and assemble parts from employee ideas into a complete system. What do you think would be
more feasible?

Manager: | like the [first model|

Interviewer: why?

Manager: Although the project is directly related to their development, they [do not yet have enough
knowledge to come up with a fair idea for each part of the system\. Moreover, before this PDP training

course, they [are passive ]but very [confident in the company's policies| to save time and messy, | think the

fixed model would be more appropriate and affordable. And then based on the results, successful analysis

and failure, e can change each part of the system into the next PDP project|. Plus, you know as we are
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financers I have to think of the pudget first, the fixed system could help us predict the budget more
correctly and \I totally support for it. l

Interviewer: | understand. Can | consult with you on what you are interested in and not interested in this
project?

Manager: (laughs) [I'm afraid my workload and working time will increase], but | cannot ignore the

opportunity to develop myself, right? | am interested |pecause | have heard that the PDP is very popular in

the West), and it is a step that makes them grow faster not just knowledge but rather in living, working and
communicating skillls. \I like PDP because before developing the desire, | was able to engage with myself.
Ah, but |l do not like being controlled

Interviewer: Yes, that's what most of us misunderstand about PDP and accidentally create resistance
before proceeding.

Manager: misunderstanding?

Interviewer: Right, the manager must intimate with the PDP of the sta}ff not to monitor b]ut to assist and
look at their problem more objective to have useful advice.

Manager: Then | suppose to tackle this misunderstanding from the first step of the project, Mhich is also
an inspirational, trusting step for the staff.

Interviewer: Do you think that will succeed?

Manager: at least limit the failure. My team leaders can also explain fto their subordinates.

Interviewer: so how can the PDP system apply to practice successfully?

Manageﬁ: step by step change their perceptionl. The |system is more important than the PDP form itself,
and they have to faccept this new system so that they can write a PDP for themselves with the trust, hope
and sincerity that are most true to themselves |

Interviewer: Yet it is still @n inspirational role, conveying information and explaining this program fis
precisely the most important

Manager: (laugh) That's right. It is me.

Interviewer: Yes, | understand. Many thanks for the time and precious information you shared. | hope that
the conversation today will bring positive results to your next important program.

Manager: me too. Good luck with your own project.

Interviewer: Thank you. Good evening.

+ Additional information
Interviewer: Hi, thank you for calling me back on weekends.
Manager: you're welcome. | have more time on weekends. What do you want to ask?
Interviewer: There are some parts I'm not clear after | carefully checked the information you provided. It
looks like you have quite a lot of knowledge about PDP, right? Have you built a PDP model in mind?
Interviewer: A bit. As | said, | was officially informed about the project and will have to budget it. Although
things have not been planned, my job is to prepare in advance. | [have searched on internet for information
on PDP and also relied on its general nature, purpose and process]. The rest information | expected on the
previous projects as | still do. Even lhow PDP is new], to finance department that is still the basic steps

similar to other project systems which is to predict the budget. Each step involves money. So | support the
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PDP system Wwith simplicity, flexibility and stability |so that | can [forecast the budget more accurately. |
Interviewer: Yes, it's good that you also have a basic idea of PDP. But once again you mention the flexible
and fixed PDP system; can you explain its meaning? | want to make sure that you and | both have the same
thoughts about the word.

Manager: Ah, | want a flexible system for managers jand fixed for employees|. Since | have read through a

lot of documents, fthe role of managers is very important and crucial [regardless of the system model. Of
course, the workload and responsibilities will not be less|. So | expect the PDP system in Windsor to be
flexible so that every manager can choose the contact form with their employees which most suited to
them. |

Interviewer: So what's fixed with employees?

Manager: | had a look through your questionnaire and also replied and sent you as an employee. | am also
an employee, must also write PDP, so when | perceive the PDP project as an employee, || see that although
there are also things that do not like, my workload also increases, my responsibilities increase\. But all | do
is because of myself, so | spend time developing my own, then there is no disadvantage. And it does not
have much difficulty when I can decide everything in my PDP. If my time is limited then | can choose my
target not too difficult and set a time that fits my schedule. Meanwhile fche workload of the managers
increased because of the responsibility for the development of others]. So from the beginning | support the
voluntary as the premise of this project. Let's rely on your knowledge, based on the difficulty of the
manager, which sets up a flexible PDP system for managers to reduce their difficulties.

Interviewer: | understand what you mean. But so we will not care about the idea of employees in setting up
system?

Manager: In your questionnaire, we have expressed their consideration for their feelings, but obviously we
Icannot satisfy their whole need for this project]. And you cannot consult all of their ideas for each step or
element of the system. So based on what we have that build the system, then |step by step make them
accept it. fThis step is also the first step of the project is to |make them trust the project, trust their
manager, trust the results|. At that time, all we have to do is slowly change the mind of those who are
unhappy with the system.

Interviewer: Changing one's perceptions is not easy either. And we also talked about possible
misunderstandings between managers and subordinates. What would you do if this happened?

Manager: Being friends sometimes is a misunderstanding that, so | said last time and above|, the most
important role of manager is from the first step of the project is to have employees trust theml. And the
following steps will be very simple. Let them do everything alone, | will observe but not evaluate.
Interviewer: Is this the role of the manager you propose or as you know based on the knowledge you have?
Manager: both. Of course, this depends on the capabilities of each manager. But | suggest that managers
should have special training on how to get trust and communicate with subordinates]. For me, high
positions in jorganizations in the East are often unfriendly and hostile to staff. Leadership is slightly bossy
(laughs)

Interviewer: The last question relates to financial support. You belong to the finance department; can you

give me an opinion?
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Manager: As | said, this project will definitely have high cost for subsidized and rewarded, Before, HR used
finance as a reward to motivate employees to work. It can also be considered as motivation or stimulation.
Actually, this way has been effective in the past and can be predicted budget.]

Interviewer: So you want to use finance in the last step of the process as a reward?

Manager: Hmm, it's hard to think. Of course, people will easily change under stimulation conditions| and
convenient for me. But actually it is changing the self-development purpose of PDP, but rewarding or
salary. Thinking again, | think this would be more meaningful if it used to subsidize for the employees
development jprocess to achieve goals. Although it lalso shows that not much but the hotel also tried for
the development of each employee.l

Interviewer: So can you summarize your proposal?

Manager: We kan easily afford an equal amount of money for each person to pay for extra courses or to
work overtime as well as rewards for them. |

Interviewer: Yes. Thank you for helping me clarifies things.

Manager: you're welcome. Bye.
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Interview 3: Manager of Front Office
Interviewer: Hi, can you introduce yourself, your position and your work in Windsor and your department?

Manager: Hi, I'm \Kiet, 35 years old. II have been working in Windsor for |over 3 years as|a Manager of the

concierge team in the FO department and | have just managed all 4 FO teams. IFO consists lof four divisions:

FO, concierge, operator and driver with about |60 employees|.

Interviewer: Can you give more details about your role in the job you do?

Manager: (laughs) [a Iod. Like other Managers, I'm primarily the first and last one to take the idea and

decide a problem|. My role is a decision maker for development plans and final evaluation. The nature of
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my department is ldirect contact with customers, is the face of the whole hotel, my task is to put the FO
department developed to meet the needs of customers]

Interviewer: Yes, but the number of FO employees is Iaround 60], so do you have a lot of contact with
employees?

Manager: There are [about 7 team leaders from all four teams.] | Iregularly meet land |have work exchange

activities to report on the progress and carrying on the plans. |

Interviewer: Are the meetings serious, formal reporting only on the job or are the sharing difficult and
support each other?

Manager: NVe drink together, after formal meetings, also often has the opportunity to go out and exchange
personal life. |

Interviewer: Yes, so the work pressure will decrease after those meetings?

Manager: (nodding and smiling) jwe love it.

Interviewer: Great. Now | would like to mention the purpose of the interview. Perhaps you already know
about the upcoming PDP project plan, | have also provided basic information about the purpose and
content of this project, and what role do you think you will play in this project?

Manager: role? | also have to write PDP like bther employees

Interviewer: Sorry, | mean you will be able to \increase your workload when you have to evaluate the results, I

and often communicate with the staffl

Manager: Ah so, | am also an employee, | want a project that is good for us|, but | am blso a Manager on

behalf of the hotel owner ]and |must benefit the owner|. But in this project, | have to act both as a

representative of the hotel owner who promises to benefit the staffl, but in my mind [does not believe it|
because | am also an employee. | find fit difficult to do such a two-way project.

Interviewer: you are the first resistance | found out.

Manager: || really do not like it

Interviewer: Sorry, | regret that | cannot do anything now to comfort your mind and help you to truly
understand its purpose. | just wish you would tell me what you think about your role in this project.
Manager: As a two-way project, it is my responsibility to Iremain neutral in my decision Iand my role may
have to be [reversed to keep the employee's relationship closer to the supervisorl. | think my role is quite
important fto closely monitor employees [to ensure they are able to perform well on their own PDPs. It is
important to evaluate them.|

Interviewer: Do you add anything else?

Manager: | think I have to find out their strengths and weaknesses, talents or abilities |in addition to the

responsibility
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usual knowledge that is applied to the job.

Interviewer: So how do you think about your role in the PDP project?

have fcalks to employees \to promote the PDP project.

Interviewer: Yes, it is good that you have a preliminary plan for this project

Manager: Yes

Interviewer: What do you think about the PDP project and the PDP system?

Manager: what is PDP system? [I do not know]

Interviewer: Sorry | meant how it could become active and be controlled?

Manager: ah, actually, | think this is a |good project for self—developmentland [more practical than previous
training. Do you know that FO always have to look at customer satisfaction as the most important criterion
for assessing performance and old training simply masters customer satisfaction skills but that is not

enoughl. I am also an employee so | would like a more active project fthat | will develop on my ownl. This is

basically an active project, but to make it work, I think the most important thing is fco make the staff from
the beginning want to do it, they feel excited and meaningful.l For them, they Mill infuse passion into their
PDPs and have the motivation to make it a reality instead of just a paper planl.

Interviewer: What do you mean to make the project active; first, the employee [must be activeT?

Manager: And Manager too, right? (laugh)

Interviewer: Yes, that's why | chose interviews with Managers.

Manager: | understand. But reallyl, | do not feel that way when the amount of work is too muchl, and \I do

not believe that the results will be good|. That's one reason | want ja simple PDP system fthat can be

Ireasonably allocated to reduce the workload of Managers and make the project cycle faster.]

Interviewer: So what factors do you think is important in the PDP system and in what order?

Manager: | do not [have much knowledge in the field; can you give me some suggestions?

Interviewer: the administrative factors such as [how to collect and maximize the needs, PFP form, how to
calculate costs, compensation after the project; Or the operative factors as who will control, assess staff,
evaluate projects ... |

Manager: hmm, [really complicated ftoo. | fthink a work breakdown structure is needed to design a PDP

system. \Factors such as strategic planning include the administrative and operative factors you just
mentioned will be here; Communication, resources including budget, time and people in my opinion are

all major elements of the system]. And |I listed in order of priority.

Interviewer: specific?

Manager: Well, I have an idea that the staff will discuss with their team leaders about their development
needs so that they can agree on a viable need to get support from the hotel to avoid requests beyond the
capacity of the hotel. The team leaders will then guide the staff to write a fixed PDP form and they will also
follow up to support, evaluate and report back to the Managers|. | just want the system as simple as best,
Interviewer: Yes | understand. Fixed form?

Manager: also f(he fixed system could be easier to control]. | mean | want the project is under controlling.
[The workload of Manager, you as well, can be reduced if everything is fixed initially. |

Interviewer: But do you think the fixed system would be effective for employees?
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Manager: Yes, they are [lack of knowledge and information to produce any official system elements|. To
course [cannot satisfy all but the majority. |

Interviewer: yes. But in the process, do you have something special like or dislike?

Manager: Although | do not have much time, | especially take the time to let the Manager and the staff
freely discusses and contributes to each other's development as friends rather than keep positional
distance] So this project first needs tto focus on narrowing the distance between employees and Managers
so they can be more honest.| And | do not like it because the staff and the Manager are always together
and inadvertently give the employee a sense of supervisionl. | emphasize khe spirit of self-awareness
rather than monitoring each other to develop. \

Interviewer: So you think |misunderstanding between employee and Manager ]can happen?

Manager: Yes

Interviewer: Yes, | record this. May | ask that you think about what to note for employees?

Manager: there are many. NVe usually work in teams and depend on the decisions of the leader or Managerl,
the PDP project is afraid to be ineffective because }employees are often influenced by other people's
thinking, they do not even succeed. [True to themselves and their wishes, so it is difficult for them to
discuss the real desire with the Manager. |And one more thing I noticed is that Vietnamese people can
work hard for the development of others because they are hard-working and kind, but they do not give
the effort or patience for their own goal.] As they may because lof work left over voluntarily increase night
shift, but they rarely will because of their health do exercise even though only 15m per dayl. They are |Iess

engage with their own plans. [So | think that a clear bonus would be more effective fthan just stimulating

them to voluntarily implement their PDP plan.
Interviewer: Yes, so also | hope this project will help change this before they do it themselves in the PDP
they write.
Manager: Good.
Interviewer: Do you have any idea to apply the Personal Development Plan system successful?
Manager: (thinking) | guess your project is finding what considerations among managers and employees
are. AS | said that | and many employees could dislike the project, your initial mission [is to slowly change]
our negative things into cooperation and thus all next steps is simple. | only say that If | like it, | don’t care
how is hard or how much time | have to spend. And of course If | pelieve this project can bring us actual
benefits, |I can also do my best.
Interviewer: really? Why do you think that they will?
Manager: indeed, brain and heart control action (laughing)
Interviewer: Thank you very much for the time and the information you shared, it was very helpful.
Interviewer: Yes, | understand. Many thanks for the time and precious information you shared. | hope that
today's conversation will bring positive results to your next important program.
Manager: hello, wish you success.
Interviewer: Thank you.

+ Additional information by emall
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Interviewer: Hi, so sorry for bothering you again. | would like to clarify something that | did not get your
point in the interview and | hope you can confirm that | understand your opinion. | hope you are pleased to
cooperate with me so that we can set up the best PDP system for Windsor.

1. We have mentioned a "fixed" term for a “fixed system, fixed form”. | wonder if you can clarify it and give
me more information or examples to get the most out of it. And why do you think it suits this
organization?

2. You gave me an idea of the elements in the PDP system, you want it simple, both flexible and fixed. Did
you mean that you want the entire PDP system to be designed in a fixed way but based on the opinions of
the whole staff and will not change the small factors according to the wishes of each employee? Can you
give me an example?

3. As you said one thing to keep in mind is that people often work in groups and are influenced by others.
But do you perceive this as a good or bad issue for this project? Why?

I am looking forward to receiving your cooperation that could fulfill my research part. Thank you.

Manager : Hi, | am glad to cooperate with you again. Last time | did not have much knowledge for PDP so
I'm not really sure what | shared was appropriate for the project and whether | misunderstood it. | just
purely told you what | feel and think. However, thank you for giving me the opportunity to discuss it more
deeply and critically.

1. The "fixed PDP form" | mean | support the idea that the managers themselves and their subordinates
|decide the form of communication], but we should also consult with them to design a PDP forms, which are
unified, with key points for them to note down or for individuals who do not want to be creative. Similar to
the jappraisal form, they are free to discuss, and have a template for their developmental standards to
ensure that we do not miss important criteria‘.

2. Regarding "fixed system", as you mentioned in question 2, we all want a Isimple, easy-to-manage
system, but it would be very messy if we asked too many detailed ideas from staff. So, with the factors we
can decide for ourselves, such as [procedural steps, financial support, and the PDP model], let's just fix it.
And the [system is flexible in which the way refers to them tell what they like, what and how they want to
do, how they want to talk to managers, for examplel.

3. It is easy to see that we have a Collectivism culture. We are |ess assertive to make the decision of our

life but often ask the people around usl. This makes [the real purpose or desire of each person easy to

change and make the nature of this project, which is self-development, also be subject to negative change.

However, on the positive side, | have just realized that when they are easily influenced by their peers, it is
only the first step that we do to make up their mind and give them inspiration and meaning of the project.
[The positive energy will also spread to everyonel. And of course this is also jprudent if the information is
negative or misleading about the project, they will also be affected accordinglyl.

I hope this email will fulfill your research part. Good luck to your thesis.

( Comment [HL255]:

PDP form

[ Comment [HL256]:

PDP form

| comment [HL257]:

Appraisal form

[Comment [HL258]:

Simple, manageable

[Comment [HL259]:

manageable

Comment [HL260]:

flexible

Comment [HL261]:

culture

habit

(
(
( comment [HL262]:
[ Comment [HL263]:

result

o

[ Comment [HL264]:

advantage

[Comment [HL265]:

consideration




O 00 N O U b WN -

B W W WWWWWWWWNNNRNNRNNRNRNRNRNERRRRRRPRP R R P
O O XN OO D WNRPOOO®NOOUDWNROWOOONOOOWUDDWNLERLO

Interview 4: manager of F & B

Interviewer: hello, could you please introduce you, your job position, and your department?

Manager: hello, my name |is Phong, 39 years oldl, now | am \senior Manager of all F & B department. My
department is divided into [5 sub-departments: Banquet, AD Food court, café central, 2 restaurants Ngan

Dinh and Top of the Town with over |90 employees|. Under that, | have|five Managers to manage these sub-

departments and project and event team Ieadersl

Interviewer: How is your job?

Manager: Mostly bpprove projects and set up plans to attract guests to F & Bl.

Interviewer: How do you feel about this job?

Manager: You are gonna investigate me? (laugh)

Interviewer: Yes, but this good for you, right? lEverything can be improved lafter today

Manager: || believe you|

Interviewer: Yes, thanks. | suppose you have heard about the hotel's upcoming project. HR will promote
the PDP program throughout the hotel, which finevitably affects your work as a Manager. How do you think
your role will be affected?

Manager: | used to know about PDP fwhen | studied abroad and jonce wrote it as a studied subject] so first
of all I feel very good |if this project is done extensively in the work environment itself now. But ... (laughs)

I lstart to worry about me |being Manager and taking responsibility not just for myself but for other

employees,] every [development of the individual is important. And |'m afraid | cannot take care of all of
them with the PDP. |

Interviewer: It's good to know that you experienced PDP, so what you worry about that is related to your

relationship with the subordinates?

Manager: Yes, as you can see that |my department is the largest part of Windsor], itis [not easy to go along
with their development fas the nature of the PDP requires.

Interviewer: | understand, so | want to know what you think about your role in this project, what role do
you like to play in this project that may not create too much pressure and workload to yourself?

Manager: hmm, | think that instead of having to follow and evaluate them, | would like them to h/oluntarily
participate in PDP writing\. My most important role is when f(he project starts to kick off, guiding and
encouraging them to believe that this project is more for them than for the hotel]. Why are you laughing?
Interviewer: Sorry, | just suddenly felt my work was more favorable than anticipated because you
understand and have much experience with PDP. | believe that with positive perception, you will
accomplish your role no matter what role you play.

Manager: ahh (laughs), contrary to your worries, | am very excited about this project|.

Interviewer: Yes, please share more about your role? Why do you think your role is centered on the
beginning of project? How is the middle stage and end of the project?

Manager: As | said, | cannot keep close to 90 of my employees|, while the project is [t the stage of writing,
discussing, implementing and evaluating, jso fit should primarily connect to their own leaders who have
always been with them in projects, understand their abilities and weaknesses. | would like to focus on
writing my own PDP and lsupporting the development plans of the employees by representing them to

report their needs to the superiors. | can communicate and discuss well with the team leaders jas usual.
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Motivating, inspiring, and trusting and assuring are the best ways | feel so that they [can be self-sufficient
and relaxed to expose their own private mind|. Of course, it also must convey the full and meaningful
information that PDP will benefit them, which is the role | want. On the other hand, [sharing needs, writing
guides, or evaluating their development results )through PDP is a team leader's role Ibecause they
understand and work more closely with employees|.

Interviewer: | see the opinions you give very well. Did you mean that you want to play the first important
role, and the remaining steps that team leaders can help you make it more relevant because of ftheir
intimacy? |

Manager: Yes.

Interviewer: So based on the role you have proposed for yourself, can you tell me what you like and dislike

about the whole project?

Manager: LAIthough | understand the purpose of this project], | think that there |are differences between

Europe and Asial, so | lhave not really figured out how this project will start and operatel. There \is still much

work to be done| before it is applied right?

Interviewer: Yes, this interview is also intended to gather the ideas of the Managers to set up a PDP system
to operate it. Currently the system is still empty, what kind of system you like?

Manager: Sorry, | still have no idea about the PDP system), can you suggest me?

Interviewer: the term “system” means f(he structure of this project ]included all elements, which
Ladministrative and operative factors, )to control this project. Based on it we can monitor [how the progress
is, how connect all elements togetherl. For example|, how do you think about the procedural steps, PDP
form, how often is project/PDP evaluated, the link between reward/salary policy and appraisal, who will

play which roll in the project ?\

Manager: Well, | got it. However, | )think building a system for a new project is very complex|, are you going
to collect managers and employees’ opinion to design a system? Oh no, what if the hundreds of employee
give a different opinion about too many small factors in one systeml. Moreover, they \still have not fully
understood the purpose and content of the PDP, so they will be negatively thinking about contributing to
the system

Interviewer: so how do you think?

Manager: | support an idea that we |can design 2 most suitable systems they will select to do onel.
Interviewer: Do you think this is good for employees? Why?

Manager: As the Manager of the hotel, that's right.

Interviewer: so?

Manager: ah sorry | made you confuse it? Yes, choose this idea although it Mill be quite hard at first to be
able to build one or a few complete systems|, but after applying it will be able to boot faster and reduce
workload and procedural steps are also simpler. ]

Interviewer: yes thanks for your sharing. So let's say that we are going to build some fixed system models
ourselves, you can suggest the necessary elements in the PDP system and sequence as well as how it
operates and what the requirements for the system?

Manager: hmm, should | think of things to help me simplify my job? (laugh)

Interviewer: Of course it will be good
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Manager: kidding, I'm a bit irresponsible (laughs)

Interviewer: No (laugh)

Manager: Well, as a Manager, when [a new project entails many responsibilities and workloads for mel, |
would like )the system to be simple and self-awareness and able to allocate responsibilities and equal
workload to Managers, team leaders and the staff themselves must also take seriously their own
responsibilities. Therefore, it is necessary to clear each stage and who will play the role in each step, each
piece of workl. The main factors | can think of for a system are the PDP [itself (how to produce it, how to

collect and discuss their needs, PP form); [Communication factor to provide the necessary information and

lead them to change their mind from the old patterns of training and accept to changel; rTime and finance;
How to appraise their PDP paper / talk and their action / result. ]
Interviewer: How do you think the order of precedence of these factors?

Manager: [sure to calculate the budget ﬁrstl, any project will not be able to exceed the budget. iThen there

are the communication steps, which are important and relevant to many types such as first communication,

followed by informal talks between team leaders and Managers, between team leaders and staff;] %nd PDP
writing sessions, commentary and assessment] ect. It has a lot of meaning and purpose.

Interviewer: Meaning and Purpose?

Manager: Yes, Iall new things take time to take over, accept to new actions. Time plays an important role
but we cannot change it, we can only give them time and reach and change them by constantly
communicating].

Interviewer: Yes | understand. And do you have any idea about PDP form?

Manager: | think this [can be flexible according to the team leaders, depending on whether they are
comfortable sharing with their own form or Ia template. So we should also have a template for those who
need it. fl'he persons directly interact together and evaluate PDP is team leaders I(Ah, it has not decided it
yet, but | suppose that would be their team leaders), so as long as fthey are comfortable to discuss the
project, this would be effective \

Interviewer: Also another role is to impose employee bonuses if they pass / fail to meet their own PDP.
Manager: This is a plan ffor self-improvement and volunteerism|. Of course jwe have to force them to write
but we cannot force them to take the penalty in case they do not reach the goal]. And that will make them,
who do not like this project, set simple goals and don’t try or strive to achieve the goals to receive the
reward or avoid the penalty. We let them decide the goal so we cannot refuse the goal due to simply or
unpractical goals. So they may do so and only make the project reluctant to have, then the whole project

will fail. |I|think punishment/reward should not play an important role to this project. [They can suggest

themselves the punishment in the PDP to motivate themselves but the reward is not, right? So || think that
the bonus should be in the policy and the evaluation is not based on results but on the process they

produce and perform the PDP, and the fines M/ill be decided by themselves]. |And the payoffs are still team

leaders?

Interviewer: Yes, | have supposed the PDP system model you prefer, so can you share about what you like
and dislike about the PDP project and system?

Manager: Briefly, |I like the meaning of PDP, but | do not like the meaning of PDP as welll. | think that the

good hature of PDP is voluntary change for self-development, when japplied in the organization will be
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forced.\ From the beginning employees will misunderstand this, making the project very likely to be put

into a dead end because fthere are employees thinking like that].
Interviewer: So can you suggest how you can apply the PDP system successfully?

Manager: [communication, it is not only a phased factor in the system but fit has to go through the whole

process of the project. After building the system (no matter how the system), communicating, approaching
their thinking, exploiting it, changing it step by step, cannot speed this process|. | think | need to pay
attention and focus on time and communication. |

Interviewer: Yes, the last question for you. What attentions should the Managers identify among their
employees?

Manager: | just thought that )they would not be comfortable sharing about themselves to the team leaders
or they would not trust our promises so e would not really trust the project]. |

Interviewer: Why do they not believe?

Manager: [promising to satisfy all the needs of every employee does not seem realistic], right?

Interviewer: Well, it will still [focus on communication, getting trust from themP

Manager: Yes.

Interviewer: Thank you for taking the time to share your thoughts and valuable ideas for this project. |
hope to rely on it that the project system will be able to form and implement successfully.

Manager: very happy to talk to you, I also wish your own graduation project success. | will ask some team
leaders so they can take the time to interview with you.

Interviewer: Thank you for your support. Goodbye.
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Interview 5: Manager of IT department

Interviewer: hello, can you introduce yourself, your work and your department?

Manager: of course. Hi, II'm Vu, Windsor's IT manager]. My department consists lof only four employeesﬂ,;
including myself, all male and very young (laughs). We ftake care of the whole array of hotel technology
from internet system, computer, electric power ect |

Interviewer: Yes, with such a small number of employees, are you too busy with your job?

Manager: Yes, but fthe nature of IT is a one-time development that can be used for a long time and is
simply monitored so that no problem or problem is solved so that information can be transmitted quickly
and without interruption between parts. Jjust a few employees, hhe IT department is less exciting than the
other parts|. | think.

Interviewer: (laughs), young men are less active, really? Do people [often meet to exchange work and life
together?

Manager: Every day (laughs) |

Interviewer: Well, hhe intimacy between you guys can have a positive impact on the hotel's lupcoming
project.

Manager: you mean PDP project?

Interviewer: Yes. | just explained to you about the content, purpose of the meaning of PDP, how do you
think about it?

Manager: | like it

Interviewer: good. So what do you think your role in this project is?

Manager: hmm, lsure that writing| (laughs)

Interviewer: huh?

Manager: Sorry, I'm kidding. But you understand that Me mainly write code, formulas‘, we rarely Mrite lyrics
and rarely think about anything other than technology.| Wish you sympathize.

Interviewer: (laughs) | understand

Manager: My role is to be [more active with the team jmembers. And | think | can do it | know them well,

both in work and in life|. the distance between employees and managers are not large; my team can share
ideas, goals, interests or whatever. Each other can advise, suggest or expose the opponent's ability.

Interviewer: That is good.

Manager: | have thought because of thatl, it's easy to get their thoughts influenced by the comments of

others.\ We [are really close and always activel But then, I think that when they are trained and provided

with enough information and the meaning of the PDP, they will be able to be consistent with their goals
and only absorb the comments to adjust the way but not change target. |

interviewer: Oh, you already thought about the concerns and solutions?

Manager: Yes. So my role seemed quite light.

Interviewer: Do you think your workload and responsibilities will increase? Because you will have to
observe the support they carry out the project and evaluate them. And of course you will also be
responsible for their development.

Manager: Yes, but | have enough time to do it through my day-to-day work. Just la small group ]so I think |

can manage it well.
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Interviewer: How do | feel that you will tolerate them?

Manager: (laughs) can I? | believe [they will voluntarily and seriously take part in this project. %fter | was
informed about it, | shared with the staff and they also had positive thoughts about it. We Ido IT, always
have to update every minute, constantly need to develop and Iearn]. For the staff of my department, the
hature of exploring and challenging ourselves with the new things ils what motivates us. While this project
is not about IT but can help us develop other things in life skills or may be financially supported for the
special courses we want, why not?

Interviewer: So you really think your role is important?

Manager: Yes, | like to talk to them and they also love to share with me everything. And my fole as a
companion also helps them to believe that this project is committed to the companionship and the hotel
will always be with their development. We have to bl careful, meticulous and detailed to every single

number in a long sequence of code, [so of course we are also [careful about our futurel.

Interviewer: Very good. So next | would like to ask you to feel about this project?

Manager: As said, h/ery positive.\

Interviewer: And what concept do you have about the PDP system?

Manager: No (big laugh). Actually we are very familiar with the word "system", |but not the administrative
system. |

Interviewer: Yes, it is the system to manage this project, the Ibasis for operating, evaluating and
implementing the project from start to end.]

Manager: | still [do not have a specific concept of the PDP systeml, but in my opinion, |every new system has
to design slopes and small branches to connect with each other, but not the details, the more single
simple, less detailed as possible. I

Interviewer: Yes. | want to know what ideas you have for the PDP system?

Manager: Let me think. Can | just think of a PDP?

Interviewer: you can say.

Manager: Well, | think with [our small group, \the [appropriate PDP form is private conservation, ]ghen we will

write a short summary that conclude the main ideas, each week we can report and evaluate each stage, as
so finally will not put much work. \

Interviewer: So what do you think about procedural steps in the system?

Manager: | bo not know if the employee's needs exceed the expectations bf the HR team? So | hope that
they need ko clarify to us the maximum limits that HR team on behalf of Windsor can accept supportl. Then
Me will proceed to discuss, write, and work together throughout the project until the final evaluation]. The
appraisal form is also a factor that needs to be changed in accordance with this project. Jit is not a result
report, but rather [a process of implementation that will have to be done simultaneously rather than in the
end. |

Interviewer: Yes, you mean bppraisal form is also an important factor lin the PDP system?

Manager: That's rightl, and it's not just done once, but it's many times to record every step of every
employee's developmend.

Interviewer: Yes, what else?

Manager: hmm, | have not thought of that, you suggested me.
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Interviewer: What will the reward or penalty pay?

Manager: [Let them limit themselves to their fines and goals].

Interviewer: why?

Manager: This [is self-improvement; this is the chance for khem to almost self-control and complete a

project for themselves||

Interviewer: So who will be sharing their comments, evaluating the PDP and their actions in appraisal form,
training, coaching, rewarding decisions?

Manager: We have very [good teamwork, sharing commentsl, I think [Iet my colleagues share, they will judge
PDP and their actions themselves, | will just look at the final report and leave a final comment,. [Training or
coaching, | think HR will support according to their needs and goalsl. After |reviewing their final report, |
will decide to pay a fine)

Interviewer: Yes, these are the basic elements of the PDP system, | would like to ask if you prefer a fixed or
flexible system proposed by the staff?

Manager: It will be leasier to control if the system is visible from the starting pointl. The opinions of the
staff are important but | think that would |make the system inconsistent, unreasonable because it was cut
and constitute by too many opinions of different personalities and needs]. | think it would be better if we
would \suggest some models of the system, which would give them a choice that would be quicker, simpler
and more efficient. |

Interviewer: Yes, | understand. It \Iooks like everything is clearer to you about the PDP project]. Can you tell
me what you like and dislike about this project as well as the PDP system (not yet determined)?

Manager: We decided not to supervise each other, | wondered whether we were supervised by HR team| or

Interviewer: Ah | noted it. | hope your mind is free after the project is favorably applied. Yes, so based on
your knowledge of your employees, do you realize what to consider when convincing them on this project
because this is also a change management project.

Manager: | think the IT department Mill be able to cooperate well in this project lbecause our nature is

good goal for us. However, | just Mant to point out that the news of change is now spreading everywhere,
but no official announcement has left them feeling confused. Do you understand me?

Interviewer: Yes, | understand the current situation. That’s why | am boosting the progress of conducting
research to establish an advance advisory for HR.

Manager: good. And to me, | want [HR ensures that managers won’t be extra very much workload since |
can spend extra time for project that doesn’t mean an overtime every day/

Interviewer: | will try to produce the most favorable project for all of you. | have enough information and
hopefully based on it | can build a suitable PDP system for everyone. Thank you for the information you
shared.

Manager: you are welcome, very happy to cooperate with you

Interviewer: Yes. Goodbye.
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Interview 6: Manager of Sales department
Interviewer: hi, can you introduce yourself, position, work and department?

Manager: hi, II'm Phuong], | currently [manage sales department with total 6 employees|. That is the whole

staff in the sales department.

Interviewer: Yes, can you tell me more about your work?

Manager: yes, | am Iresponsible for the sale of each agency and pricing strategy to attract customers. |
often have to go out to negotiate with more agencies. There are also conferences and surveys for agencies
and group customers. Simple is that]

Interviewer: Do you and your team members regularly connect?

Manager: We |just reported sales to each other, fthe |nature of our work is external, so we rarely in the office
to have a closer relationship than the reporting meeting.|

Interviewer: yes, | ask this because it is an important point in the PDP project that the HR department is
setting up in Windsor. | just shared with you about the content and purpose of this project, can you tell me
your first thoughts about it?

Manager: yes, my first hhought was that this project was not easy for us. Me are [extremely busy with
countless appointments with our partners land are \relatively dependent on the partner's appointment,

which linterrupts the PDP implementation\. | know [about PDP before|, the most important thing for a

successful project is to lengage with your schedule to not delay it, but what if partners would like to make
an appointment in that time frame? |

Interviewer: Yes, | understand this is one of the hardest things for sales teams. Can | ask more specifically
about yourself, as a team manager, how do you like and consider your role in this project?

Manager: Well, my [staffs have been vociferous about this project and they have very negative thoughts
because of the things | just shared|. JAnd | personally feel it is very difficult to make my own PDP as well as
worry and follow the other staff. | do not have enough time for it].

Interviewer: hmm, yes, really, this project puts a lot of responsibility on your role. So what you want to do
to reduce this issue. So what do you suggest?

Manager: hmm, I[stiII do not knowl, | just h’eel uncomfortable with this project. But anyway |l still have to

take responsibility for it even though the whole team feels uncomfortable]. So | think [I will learn more
about this project,| and my role will help my staff believe that this project is feasible, relevant to us and
really necessary to change the project comparing with old training plans. | hope to be able to trust and

encourage them.| It would be easier if we realized it in a positive way.

Interviewer: So what do you plan?

Manager: Sure, | have to arrange time to talk to them separately.

Interviewer: Yes it is of course. So what are you going to talk to them? This is also a role which you prefer
to play in this project?

Manager: | \believe in their ability to self-multiply everythinlg without my intervention, | think it's important
to just change their perception of this project that much simpler. And we hever supervise each other, | just
get the results they report on job development, | evaluate the results of the work, not the results of their
own development, | think that was my previous mistake. Now with this project, | hope | can be more

interested in their development and not in sales. |
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Interviewer: You mean you want to rely on this project, people will care about sharing more honestly about
themselves rather than work? And your role is to make each individual closer and trust you?

Manager: Yes.

Interviewer: | understand. So when does this project have yet to build a PDP system, what suggestions do
you have for making the role you want to become more feasible and more favorable to your employees?
Manager: | \still do not know what to do to operate this project], but | [put heavy communication will be a
very important factor in the system.\ Each step Ineeds to communicate to persuade them to change their
perception. |

Interviewer: So how to produce PDP? Should be text or conversation?

Manager: [conversation | believe. Text only to save the results onlyl.

Interviewer: Do you have time to converse with them?

Manager: | will try

Interviewer: What other factors? As [procedural steps?

Manager: [Follow the sequence as other projects: official announcement, conference to clear mission,
internal departmental meeting (communication), personal actions, report, evaluation, rewarding /
punishment, start new cycle of project. Just like other project system basically.

Interviewer: Is this the sequence of old Windsor projects? PDP is a completely new project that will lead to
change management in Windsor, which is also an opportunity for employees and managers to give their
suggestions and feelings. Do you want to change anything?

Manager: we should \remain the normal factors because the process has perceived but change operationsl

Interviewer: So what do you suggest?

Managed: communication to understand the project, to set the right goal, to set timeframe and calculate
finance. [This is also the step that my role to promote the most,

Interviewer: Yes, | also want to ask you if we approved a flexible system assembled by the ideas of the
stafff. Do you think it will be feasible?

Manager: As | said before, we do not have much time to build our own ideas|, and have come up with the
idea of building a PDP system though we appreciate that the HR team has taken a step forward us. But as a
manager, | support the idea Iof avoiding the messy, inconsistency of different opinions, which will be
difficult for you and for our managers as well. A structured system should be set up by knowledge about
PDP of you and HR team to control it easily. \

Interviewer: Yes, but it could have resistance if we forced them with our system without their agreement.
Manager: There is ftoo much uncomforted lalready. The first is that it [does not match my working time; it
interferes with my workflow or vice versa. The PDP itself is interrupted by the nature of the sales
department's work. But we can [decrease the resistance by trying to set up the most suitable system caring
their concerns.lAnd you already conduct questionnaire to collect their opinion, | believe you got many

value information to set up the most effective system. As for the PDP system, | rely on previous projects of

the HR team, they overestimate the administrative procedures, [I do not like this ]PDP project too}, | want the
PDP system to be more seIf—awareness.]And sorry | could share with you another thing or not?

Interviewer: Yes
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Manager: | still do not know about this project] although | was [a little excited and curious as it is still

unclear, | understand the purpose put | do not know if this project is temporary or not. When it's going to

be a big project that changes training courses before[, I'm worried }that after [a first try the project will stop
and be canceled or converted to another format. |

Interviewer: Sorry, | can only tell you that the HR team has a lot of expectations for this project, a big
change that needs a lot of time, that's why the HR team gave me and other researchers the opportunity
conducting research to make this project successful.

Manager: well, ok

Interviewer: | would like to ask, based on your understanding with your staff, do you recognize the things
to keep in mind to prevent the project from failing?

Manager: Well, all resistance if not resolved well will lead to project failure. What I think will fail is that the
lpower distance will make them dishonest to mel. And we [usually work on short-term projects related to
season prices,|they are afraid that they will find it difficult to set long-term goals for themselves and
engage with them. lAgain | emphasize [that time will greatly affect our PDP process. And | mentioned above,
|I also worried }that hhis would a temporary plan and that the project plan was widely worded, but there was
Iho formal announcement to convey accurate information about the PDP leading up to it. Temporarily,

staffs are confusing, worrying because of the unknown, uncertainl. | think we should have the official
announcement and communication to reassure them before the project launch.

Interviewer: Yes, | understand the current situation. Yes, are you afraid of anything related to PDP?
Manager: | wonder how the results of the PDP will be evaluated. What's the [penaltyf?

Interviewer: Do you have any ideas for this?

Manager: [This is an important factor in the PDP system|. However, | think to |motivate them to implement a
project,] HR usually uses a punishment and reward policy, |but this project is quite special because of its
nature of self-awareness. | have the idea that let them determine the reward after self-evaluation), | was
only the final decision).

Interviewer: | will record your comments. What else would you like to share with me?

Manager: Hopefully the project will succeed with its meaning.

Interviewer: Your sharing is very useful and based on it | will try to find the most suitable way to operate
the project reasonably and favorably. Thanks for your time.

Manager: you are welcome. Goodbye

Interviewer: Goodbye.
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Interview 7: HR director

Interviewer: hi, | am glad to see you. Many thanks for giving me the opportunity to work with Windsor on
this project.

Director: hi, yes. Just as HR department is planning PDP, | also provide some Vietnamese students to write
thesis on this topic. But actually | feel very good to be able to work with international students, as you will
have a more general look at PDP, | think you are quite familiar with PDP when studying in the Netherlands?
Interviewer: Actually | just heard about this project and have not done it myself. But I'm also very
interested in the idea that it is very useful for self-development. How long has HR department been
planning this project?

Director: about a half year ago but still cannot officially apply due to still many difficulties.

Interviewer: can you tell me that?

Director: You know, |not many people know about PDP, nor do many people support itl. Within HR
department with only 7 employees, there Mere 2 persons feel the application of PDPIinto Windsor is not
very good. But personally | would very much like this project to be implemented and | will certainly

|promote it early next year ]after[having all the necessary information and safety?

Interviewer: What information is needed? And how is safety?

Director: that is the one | hope to be able to get from you that the bdvantages, difficulties, things to note,
whether or not possible. All, as much as possible. And the safety is [financially able to make a long-term
project. | hope everything is going well.

Interviewer: | hope too. Can you tell me why HR wants to do this project?

Director: Windsor has been around for a long time without a new project, nor has it changed the old
training courses. For about a year, HR has received quite a lot of complaints from employees of other
departments that they want to change and they do not want to attend the current training sessions
anymore. Actually, | was also a new HR director at Windsor for just around a year, when | came to Windsor,
| noticed that there was so much need to change, | saw the [potential of employees but did not have the
opportunity to growl. So | asked all HR employees to submit a proposal for a completely new project. PDP
is selected. However, | do not want to apply PDP under the old system|. Although it will be simpler, it will
not work very well. | would like a new project to be built with a new system that |suits both the nature of
the project and the characteristic of the hotel. ]

Interviewer: Did the HR department study PDP?

Director: Yes. Therefore, it is not easy to build PDP

Interviewer: Can you talk more specifically about what difficulties you see?

Director: First, we find\ very little documentation about the application of PDP in Asian countries]. PDP is
widely used in the Western and most of them have a positive effect. And we recognize that the main

reason for f(he differences in culture\: [Iiving habits land fthe relationship between managers and employees

are two important things when implementing PDP. | especially notice that most people are not even |honest
themselves on reflection, so how can they be sincere and trust to share with the manager. We do not have
the habit )of self-consciousness, or self-promising but also very quick to change or forget. ]Our knowledge
is not inferior to any Westerner, but it is our attitude that we do not improve as them. The difficulty | see

first is in ttheir irresponsible attitude| towards their own lives, and for PDPs too.
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Interviewer: Yes, first of all, this is the cultural differences and attitude toward the life of the employee
itself. Anything else?

Director: next, that is from the managers who are key in this project. They are also very busy with their
work and life, no matter how good the PDP system is, surely [managers will only increase], not reduce
workload and they will be responsible for the development of the PDP of others. | know there are many
managers who do not like this that creating resistance. Moreover, the knowledge of PDPs of managers
versus employees is no more than just that fthey misunderstand the meaning and purpose of PDPsI, their
subordinates will also be affected.

Interviewer: What else?

Director: I'm not sure if the Finance section can approve this project because fthe funding is certainly not
smallIn order to support each employee jaround training, facility and the aspirations of each employee
but also ensure the equality, the calculation is not easy.

Interviewer: So based on the difficulties you have seen, how do you prefer the PDP system?

Director: As \simple as possible, the lower the cost, the better the cooperation and trust of managers and
employees, the lower the resistance. I

Interviewer: Yes, this can be considered as the standard for approval for a PDP system.

Director: this is also relative. ActuaIM, the cost does not need to be the lowest, as long as it is acceptable
and reasonable for each activity. Most importantly, the system is simple to manage and least resistant.|
Interviewer: | see, so what are you suggest?

Director: | look forward to receiving from you. But | can say that according to my knowledge, la premise
system is the voluntary and self-development. Of course, they must bring positive thoughts about the
project.

Interviewer: Yes, | have a good idea about your possible PDP system. Sorry | could go back and ask you to
say that the reason you want to do PDP is because you want to change old training courses. But it is for
employees to develop themselves or other purposes such as selection, promotion or personal portfolio?
Director: The main purpose is for them fco develop themselves]. We do not currently have plans to change
in person.

Interviewer: As far as | study. PDP is used in an organization that has three main purposes: self-
development, decision making (selection / promotion / salary) and personal portfolio. And each type has
key activities and different approaches. What model do you prefer?

Director: b/oluntary, self-aware, self—developedl. Because employees evolve, they make the organization
grow.

Interviewer: good. So who will have to write PDP?

Director: Actually | want the project to be divided into 2 stages. Phase 1 will apply to senior positions such
as directors, managers, team Ieadersl. Because they will be the ones who convey the experience and
knowledge of PDP to subordinates, they must understand and have prior experience or special training in
advance to be able to explain or communicate with the subordinates regardless of kinds of system.
Moreover, they have to understand themselves before understanding others, evaluate themselves before
evaluating others. After the first cycle of the project, the second cycle will be commonly lapply to all

employees in six major Windsor departments|. | think this is because if you implement a completely new

[ Comment [HL493]:

increasing workload

( Comment [HL494]:

lack of information

( comment [HL495]:

budget

[Comment [HL496]:

budget

[Comment [HL497]:

requirements

[Comment [HL498]:

requirements

{Comment [HL499]:

development

voluntary and self-

[ Comment [HL500]:

self-development

{Comment [HL501]:

development

voluntary and self-

( Comment [HL502]:

special request!!!!

( comment [HL503]:

PDP users




81
82
83
84
85
86
87
88
89
90
91
92
93
94
95
96
97
98
99
100
101
102
103
104
105
106
107
108
109

system for all of Windsor's more than 200 employees, errors will be difficult to adjust. The number of
managers and team leaders is about 20 people who will be the key player in the project, which will help
them spot errors in the implementation process and make timely adjustments.

Interviewer: Is your request for the project or personal opinion?

Director: That's my thoughts, but then | see that it looks like the project will take a long time to officially
apply. You may consider this opinion if it is feasible.

Interviewer: Yes. So what about administrative factors?

Director: All elements in the system are flexible, as long as it is efficient and affordable|. And I set the
premise that the system will |prom0te volunteering, self-awareness and self-development. ]

Interviewer: Thank you, the system requirements | made clear. So what about financial supporting
conditions?

Director: Actually, | have a lot of problems, [each one has different needs and the level of support must be
fair.l And how to list all types of costs. Currently, [I can only say that the financial support will be
categorized into: fees for external coaching, overtime, reward (if yes). Actually, this project is totally
beneficial to employees but this intangible benefit is hardly worth the money for them. So we cannot give
them the financial support condition as much as they expect, just to encourage them to develop
themselves. So for all three types, we will have a fairly general level of regulation for all PDP participant]s.
However, there will be other supporting conditions such as the use of hotel facilities, and current trainings
are still open for some other staff members to participate in\. [Else, new other training courses at the hotel
can be promoted if the number of employees required it reaching the prescribed Ievel].

Interviewer: Another important thing | would like to ask is if they can achieve their goals and be able to
perform better on a daily work, do they get a higher salary? In addition to the normal reward of the PDP?
Director: Maybe, [if their manager appreciates their performance at work, that is when they have
successfully created their own benefits and then start applying it to create benefits for the hotel|. They will
be considered for higher salary or promotions.

Interviewer: Everything is clear. Many thanks for the information you provided. | will do my best to advise
you to set up a PDP system and implement it in Windsor best.

Director: good, good luck with your thesis as well. Good bye

Interviewer: Good bye. Have a nice day.
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