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 I 

ABSTRACT 

With the aggravation of globalization and competition, leadership development is 

particularly important. Leadership development and identity construction is a dynamic, 

socialized and relational development process. Scholars states through researches the 

identity construction based leadership development process involves with individual, 

relationship and organizational levels, and uncovers the leadership model of leaders 

relations and identity construction through analyzing the leadership construction process 

constructed by different individuals. However, the leadership development process 

currently lacks of practical verification and theoretical expansion. 

Based on the theoretical rationale of leadership integration process model and the 

identity-based leadership development process, this thesis intends to dynamically follow 

with the adaptability issues, identity construction process at different levels, and 

leadership development process involved in the implementation of Wowprime “Lionet 

Plan”, through interview and questionnaire survey. Through field observation, 

questionnaire survey and in-depth interview with typical Lionet trainees, it explains and 

demonstrates how to establish the leadership development elements and construct the 

interpersonal relationship among team members, in the course of plan implementation. 

This thesis presents a new identity-based leadership development model, examines 

the significance of individual psychological characteristics on the leadership identity 

construction based on the case study of Wowprime “Lionet Plan”. Finally, it provides 

some management suggestions for the related business management.  
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Chapter I Introduction 

With the development of economic globalization and the trend of cultural diversity, enterprises 

are facing the environment that is more complicated and changeable and leadership is becoming an 

important source of competitive advantage. Leadership development is regarded as the main method 

to promote organizational change and cope with environmental challenges. Leadership development 

has become an issue that is highly concerned by enterprises which has been a key part of core 

competence improvement for many enterprises. DDT 2016 Annual Report pointed out that 

Leadership is an urgent challenge and its importance is also increasing. In 2016, 89% of enterprises 

have taken it as an important or very important issue (more than 87% in 2015), 57% of enterprises 

taken it as very important (more than 50% in 2015). One of the approaches of leadership and 

leadership development is interpretation through identity. This perspective has great potential for 

leadership development. Identity construction is a dynamic, social and relational process of 

development. "Lionet Plan" of Wowprime Group was studied as research subject to explore how the 

trainees of the plan adapt to the identity of leadership and the process of identity.In this paper, 

Wowprime Group’s Lionets (Lionet) program is taken as a case study to explore the adaptability 

problems in the process of leadership development for lionet program members, to analyze how 

lionet program members act as leaders and to probe into the process of identity recognition. Because 

the growth process of lionet program members and their historical background are special, and 

therefore, Lionet program members’ identity recognition is reflected in the acceptanceof team 

members to their leadership in the process of leadership development.The identity in this paper is 

defined as the acceptance of the team's new leadership role.Identity recognition is defined as 

“identity is the recognition as a leader by the team”.  

1.1  Research Background 

Wowprime (China) Catering Co., Ltd. (hereinafter referred to as “Wowprime Group”) is a chain 

restaurant Group in Taiwan. Wowprime was established in 1990, and its headquarters is in Taiwan. 

In consideration of the prosperous development and tremendous potential of the mainland market, 

Wowprime established its branch of the mainland China in Shanghai in 2003. Wowprime, which has 

been devoted to the development of the catering industry, has adopted multiple brands as its 

development strategy. Furthermore, Wowprime aims at becoming the largest catering Group in 

China. Up to 2016, Wowprime is in possession of over 400 stores in Taiwan and mainland China, 
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and a total of 15 affiliated brands. Specifically speaking, 6 of the brands and over 130 stores are in 

mainland China, with more than 5,000 employees. 

1.1.1 Origin of "Lionet Plan” 

Wowprime Group stepped into the mainland China in 2003, when its headquarters exclusively 

dispatched a mature management team from Taiwan to assist in the market exploitation. However, 

what’s beyond our expectation is that the domestic catering market witnessed tremendous 

transformation between 2006 and 2007. Part of the first batch of business-starting backbones that 

were dispatched from the headquarters in Taiwan left Wowprime in succession. Meanwhile, some 

well-trained employees, who were affiliated to the various brands of Wowprime and demonstrated a 

relatively high level of serassitant , also became “sweet pastry” that all the peer competitors fought 

for. Consequently, many talents and elites were lured to leave Wowprime by a competitive salary. 

Wowprime even suffered from a great loss in its core management team in 2008.During this period, 

Wowprime Group was filed with the resignation letters from a deputy general manager, one R&D 

head chef, two directors, two managers and a large number ofstore  managers and chefs, which led 

to a state of large management vacuum for the Mainland Branch in the early phase of establishment. 

The current turnover of staff can be primarily attributed to the poaching action by other competitors 

and the business startup. At that time, the catering industry was booming, in addition to the growing 

demand for middle and senior management, business startup was another option of identity change 

for many experienced talents in catering industry. According to the “2008 China Catering Operation 

Report” published by China Cuisine Association, the development of Chinese catering industry has 

entered the new phase featuring diversified investors, diversified business industries, chain-like 

business models and industrialized development. Although the author has no access to the precise 

comparison data of talent flow in catering industry, the high frequency of talent flow will be 

experienced from the current social context. Thus, this can be mainly attributed to the fact that with 

the common phenomenon of the rapid social and economic progress in mainland China, the catering 

serassitant  industry has witnessed dramatic development in the past decade, which provides many 

opportunities of short-term expansion to the catering industry and triggers an increasingly 

competitive state. Consequently, the demand for practitioners in the catering industry, especially 

talents in catering management, has increased with each passing day. In terms of the policy of 

attracting management talents, the majority of catering enterprises have adhered to the philosophy 

that “cultivating talents is inferior to hunting talents”, and they have adopted high-salary recruitment 

or senior positions to attract specialized talents (Wu Youqiang, 2013),which also led to a severe 
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phenomenon of staff mobility. Furthermore, it is suggested by survey and research that enterprises 

that are specialized in the catering industry in mainland China have manifested certain questions, 

such as unscientific operation and management, deficiency in the personnel, knowledge and means 

of modernized management (Gao Wenjuan, 2015); relatively low salary and poor treatment, 

unperfect reward or incentive system; deficiency of favorable corporate culture, employees’ 

deficiency in the sense of belonging; limited space and unclear direction for individuals’ 

development in the catering industry (Wu Youqiang, 2013). It is due to the current transformation of 

the catering industry in Mainland China that Wowprime’s talents who have acquired Taiwan catering 

management experience or completed the related training are solicited by other competitors by 

means of offering high salary, investing new stores or enhancing the business management 

capabilities.In addition, because of the implementation of the family-planning policy in the mainland, 

some people believe that catering is an industry that serves customers, and their cognition of the 

social value of the practitioners is biased to a certain extent. Moreover, under the long working hours, 

the recruited employees are relatively inferior in their education background (well-educated people 

will be prevented from entering the catering industry by their parents or disapprove the catering 

industry in the mainland),,they may develop a low sense of recognition for the organization, severe 

staff turnover and difficulty in recruitment have also emerged. Generally speaking, it is quite 

difficult for catering enterprises to newly employ excellent management talents under the social 

environment, let alone students graduating from key universities.This is a commonplace in Mainland 

China instead of a single case for Wowprime Group, because it is difficult to solicit high-quality 

talents to join in the catering industry due to long working hours, lower level of salary compared to 

the general manufacturing or other tertiary industries, and underdeveloped and non-established 

technology and concept of catering management. According to the “2008 China Catering Operation 

Report”, the catering industry has transformed from the phase of quantitative expansion to the phase 

of scale chain-like development and brand enhancement. In this course, it is required to markedly 

improve the talent quality, in addition to the good expertise in service, establish a good relationship 

between customer and staff, implement the policies in collaboration with regulator or government, 

effectively implement the company policies and attain the goal of business performance, establish 

good brand potentials and optimize the operating structure, personal excellent cultural quality and 

spiritual appearance. Such requirements are mandatory for the catering managers and the deficient 

talents in Mainland China. Therefore, employees recruited by Wowprime were inferior in the 

education background, which led to Wowprime’s inherent deficiency in the construction of 

management cadres to a very large extent. In mainland China there were very few talents that could 
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meet Wowprime’s requirements in the catering industry, because employees’ professional ethics 

were highly valued by Wowprime, other than the level of service. Wowprime realized that it must 

establish a team of superior management talents and absorb more highly-competent talents with its 

own strength, if it wanted to achieve dramatic development in the mainland China. Besides, it also 

dawned on Wowprime that only talents that were internally cultivated and developed by Wowprime 

could fit into the corporate culture, take root on the platform of development provided by the 

enterprise, and achieve the Group’s demand for development. 

In consideration of the establishment of an internal talent management system, the Human 

Resource Center designed and planned “Lionet Plan” under the unwavering support and 

participation of the Chairman of the Board and the Executor of the Group. This plan, which was 

confirmed and approved for implementation, is exclusively focused on the training of students 

graduating from Chinese key universities. It aims at cultivating lion kings---intermediate and senior 

management teams for the various brands in the future. This is an independent talent management 

system that has been gradually established based on the defects of the structure of catering talents in 

the mainland market. It is expected that highly-competent talents can be attracted continuously 

through the Lionet Plan. Not only can it inject fresh and sufficient blood to Wowprime, it can also 

realize the goal of strategic development. Furthermore, it can enhance practitioners’ qualities and 

transform the social image of the catering industry, through which, the innovation of the future 

leadership can be implemented. 

1.1.2 Introduction and Practice of “Lionet Plan” 

     Trainees of Lionet Plan are recruited through the form of campus recruitment in 25 schools 

among the Top 50universities in the mainland China. The person in charge of the Business Division 

confirms the number of talents and submits it to the Human Resource Center before the end of 

October every year. Exclusive teams of the Human Resource Center will organize campus 

recruitment activities from mid-March to late April, and from mid-September to mid-November, and 

jointly sponsor exclusive career talks with schools’ “Student Employment Guidance Office”. 

Afterwards, the Student Employment Guidance Office will inform the enterprise of meet-and-greet 

(interview) activities regarding students who show an interest in this, and confirm the number of 

admission (the number of recruitment will be greater than the number of needed talents being 

needed). All of the admitted trainees hold a Bachelor Degree and above. Just as Figure 1 suggests, 

the training cycle is mainly divided into three stages: five days of orientation training, six months of 

official training and four months of connected training. In the first two stages, trainers will be 
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recommended and appointed by the Business Division, which is in the need of talents. After being 

examined and approved by the Human Resource Center, qualified lecturers will give lessons as the 

trainers. The team of trainers includes trainers that are completely released from work (senior store 

managers/store managers/chefs), counselor (store managers/chefs/senior cadres appointed by 

different regions) and Nurse teams (Human Resource Center/senior fellows under Lionet Plan). In 

the team of trainers, task allocation is under this procedure: trainers that are completely released 

from work are mainly responsible for the theoretical instruction and on-the-site job instruction, 

observation and recording, and adjustment of the curriculum content and schedule in accordance 

with trainees’ learning progress. This instruction mechanism considers the talents and different 

learning abilities of each trainee. Counselor mainly assist the trainers in on-the-site job guidance, 

observation and recording, and they are more focused on the inheritance of practical work 

experience. Nurse teams are mainly responsible for trainees’ psychological communication at work 

and in study. Through group discussions or private conversations, they understand questions that 

trainees might have in their study and life, and share and provide solutions. The content of training 

involves each work station, and the requirements of raining are extremely rigorous. Each course 

follows the standard step of illustration, demonstration, trial and feedback. Trainers explain the 

fundamental theories and techniques, and demonstrate the correct practice and essentials to the 

trainees. And then, trainees will practice the actions to verify the correctness. Afterwards, both 

trainers and trainees should communicate about the curriculum content and reach a consistent 

agreement and requirement. In the stage of on-the-site practice, the trainers or counselor will provide 

“Standard Of Checklist” in accordance with different trainees’ courses, and examine and score each 

trainee’s operation, and record places where marks are deducted, which will be considered as the 

basis of daily communication, instruction and improvement, and the judgment about whether the 

trainees can proceed to the next discipline. Therefore, the discipline and progress of each trainee will 

be different, which also represents that the team of trainers must spend more time and endeavors to 

satisfy the learning objective of each trainee. Lionet Plan expects to customize a mode of training 

that’s suitable for individual lionets in accordance with the analysis of characters and professional 

work abilities, and even working attitude of each lionet.At this stage, it is necessary for trainers or 

coaches to observe lionet program members’ actual performance on the site, because their 

performance in various aspects are still instable, it is important to correct the wrong perceptions or 

non-standard operational processes.After the training plan honed Lionet collective, although the 

process is relatively difficult, but from the perspective of the management performance of late to 

assess its restaurant, the members who are passedthe assessment by lionet plan, it can quickly adapt 
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to store management work and master work skills. The Lionet plan provided a difference path of 

thinking and method in talent. 

Please see Appendix 1 for Lionet Regional Academy Details 

Please see Appendix 2 for Standard of Check List 

Figure1-1 Career planning of Wowprime talent development 

Training contents of “Lionet Plan” at all phases mainly include:  

Stage One: five days of orientation training, which is the most fundamental training. Unlike the 

common orientation training of other companies, Wowprime examines the physical and brain power 

in multiple layers in the orientation training. With extremely rigorous requirements in various 

aspects, this is called “devil training” in the company. During the five days of orientation training, 

trainings under Lionet Plan have the following content of work: “street interview”, 

“tray-serassitant ” and “toilet-brushing”. There are 13 fundamental courses in total. It involves the 

essential work of the catering serassitant  industry. Each item of training is supported by extremely 

rigorous requirements and standards, and the primary objective of curriculum design: for example, it 

is learnt from street interview that the time that consumers spend on each meal is within two hours in 

the practical catering serassitant . By means of street interview, a certain number of business cards 

can be obtained. Lionet Plan trainees must utilize the techniques that they have learnt to 

communicate with the passersby within a short period of time. It can exercise trainees’ courage, and 

more importantly, it requires trainees to be smart enough to win the others’ trust and exchange 

business cards. It is of tremendously practical significance as a guidance to the grasp of learning 

skills. Another example is tray-serassitant .It is demonstrated by the trainers, from each action, 

gesture to the number of steps towards the customer’s desk. It follows rigorous standards, and no 

error is allowed here. The catering serassitant  is a highly fundamental technique. The skills can 

only be proficiently mastered through repeated trainings. This kind of training can demonstrate the 

professional competence, and more importantly, enhance the work efficiency. For example, in 
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toilet-brushing, each toilet must be clean enough to be kissable. In the “devil training”, many 

trainees find it unacceptable, and some trainees even resist this resolutely. However, the main 

objective of this training is to exercise trainees’ patience and meticulousness at work, and more 

importantly, motivate them to conquer psychological disorders and cultivate their own confidence 

and sense of responsibility. After joining Wowprime, Lionet Plan trainees are expected to learn how 

to serve others and rigorously abide by the rules. For instance, trainees must carry a tray, on which, 

there are several glasses that are filled with water, and complete several scheduled actions within the 

scheduled time, and no drop of water is allowed during this period. In terms of toilet-brushing, there 

are also a lot of rigorous standards. Toilets must be cleaned in accordance with the rules, and after 

cleaning the toilets, trainees must kiss those cleaned by them, with the purpose of verifying the 

degree of cleanness. Trainees must sleep late and get up early every day. Apart from the exams that 

must be passed through the recitation of theoretical knowledge, trainees must participate in repeated 

rehearsals. Since the class time is limited, trainees will read and exercise when they come back to the 

dormitory. They want to get good results, prove that they are not inferior to other trainees, and don’t 

want to be knocked out because of poor results. They often sleep less than four hours per day, which 

is a great challenge to individual spirit and physical strength. Not everybody could stick to the end of 

the five-day “devil” training. However, some trainees are eliminated in this stage because of the 

deviation in their attitude and value, not the incompetence of their physique. As to this Group, an 

individual’s anti-pressure ability and potential can be judged in this extremely high pressure. After 

the five-day orientation training is completed, Wowprime will examine and score every trainee. The 

content of the examination includes four items: 20% written test, 50% physical training, 15% 

keynote speech and 15% comment. Trainees whose comprehensive score is below 85 will be 

eliminated. In accordance with the statistics, 339 trainees are recruited from the first to the fifth 

session, and after five days of training, 94 are eliminated and 245 are retained. The rate of retention 

is 72.2%. 

After the elimination of the devil training, a group of Lionet Plan trainees who pass the 

examination are brought to the second stage: six months of official training. Under the guidance of 

full-time trainers, they will start a six-month study, which is also known as the official training. 

There are ten major subjects in the curriculum arrangement. Under the planning of the Human 

Resource Center of Wowprime, the Business Division coordinates and dispatches the most excellent 

regional store managers and store managers to establish a team of trainers for the “Lionets”. They 

will be completely released from work for half a year, so that they can be totally devoted to the 

guidance of the “Lionets”. 
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How should trainers that are completely released from work guide these lionets? Firstly, the 

trainers will be transferred out of their previous management region or store (for example, a trainer 

can be transferred from Shanghai to Beijing). Each trainer will be appointed to guide five lionets (it 

depends on the specific circumstance, for example, if half of a trainers’ trainees give up in the middle 

of the training, its trainees will be combined with other trainers’ trainees). However, this is not 

restricted to one branch. Within these six months, the company will rent a dormitory for centralized 

management of trainees’ life and study. The trainers will accompany and guide their training and 

study. For instance, a store manager in Shenzhen is guiding five lionets that are distributed in 

different stores in Shenzhen, the trainer’s task is to accompany these lionets during the study, work 

and even three meals 24 hours per day. Trainers and counselor will coordinate with each other, and 

offer guidance at work in specific stores regularly, and observe lionets on the site to see if they need 

further improvement. If trainees run into some difficulties, trainers need to offer the train of thought 

in solving the problem in time, and even guide the trainees to coordinate with employees of other 

branches. During the series of process, they need to help lionets become a qualified store manager 

within a short period of time. Trainers need to give a weekly report to each lionet respectively, and 

communicate and exchange opinions about the lionet’s progress and harvest in the past week, and 

formulate training tasks for the next week. Trainers’ guidance of these lionets is not a duplication of 

procedure-based pattern. Individual training modes that are suitable for each lionet will be 

customized in accordance with their characters, features, professional techniques and working 

attitude. Besides, one-to-one mode is adopted to cultivate the pattern of cultivation for each 

individual and formulate future vocational development plans. 

The six-month official training is divided into three stages, and each stage has different 

tasks---in the first stage (the first to second month), “lionets” are mainly educated and infused 

knowledge of the catering industry and corporate culture; in the second stage (the third to fourth 

month), the ability of store management of the “lionets” will be mainly exercised, including the 

ability of on-the-site control, communication and leadership; in the third stage (the fifth to sixth 

month), the ability of store operation of the “lionets” will be mainly exercised, including the ability 

of financial control and store agency, etc. When every stage comes to an end, there will be an 

examination, and trainees whose score is below 85 will be eliminated from the “Lionet Plan”. After 

the six-month official training is completed, Wowprime will organize a final examination, and the 

content includes five items: 10% written test, 20% on-duty work, 15% meal-related knowledge, 30% 

oral test and 25% comment. The performance in this final examination will directly determine what 

kind of position the “lionets” will be engaged in. Trainees whose score is between 85 to 88 will be 
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appointed as a group leader; trainees whose score is between 88 and 90 will be appointed as a head 

and brought into the four-month connection training; trainees whose score is above 90 will be 

directly promoted as assistant store manager and brought into the four-month connection training(the 

arrangement of position:the team head is under the supervisor, the supervisoris under the assistant 

store manager, the assistant store manager is under the store manager, the store manager is under the 

district manager, the district manager is under the director). In accordance with the statistics, 

245trainees are recruited from the first to the fifth stage, and after six months of training, 73 are 

eliminated and 172 are retained. The rate of retention is 70.2%. 

Please see Appendix 3 for Pre-serviceTraining Exam Paper of “Lionet Plan” for Lobby Store 

managers 

Please see Appendix 4 for Final Exam Paper of "Lionet Plan" for Lobby Store managers 

In accordance with the final score, qualified trainees will be promoted to different levels of 

position. The trainers and Human Resource Department will distribute the trainees to different 

Business Divisions and specific stores in accordance with their individual traits after discussion at 

the “Talent Evaluation Meeting”. In this stage, the various Business Divisions will arrange 

connected trainers to take charge of the post-guidance. The arrangement of connection training 

courses will be covered by the various Business Divisions in accordance with the demands. Regional 

store managers of the Business Divisions will be followed up and guided every month. Besides, they 

also need to submit a report on what they have learnt from the training to the Human Resource 

Department for examination in the 25th day of each month.The role and activity in Lionet Plan.as 

below Table 1-1 
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Table 1-1 The role and activity in Lionet Plan 

Project 

Leader 
Role Content of Implementation Remark 

HR 

Training 

Team: 

Training 

Director 

HR Store manager 

1. Determine the number of “Lionet 

Plan” trainees at the annual strategy 

meeting and through discussion with 

heads of the divisions concerned. 

2. Confirm the list of training stores, 

trainers, and counselors with the 

divisions concerned. 

3. Prepare the list of Project 211, 985 

universities for school recruitment and 

confirm the time of school recruitment. 

4. Confirm the list of training stores 

assigned with trainees with the heads of 

the divisions concerned. 

5. Review the project performance and 

improvement action. 

• Annual meeting, 

once a year 

HR School 

Recruitment Team 

1. Contact and schedule the time of 

visiting the target universities. 

2. Prepare the promotional materials in 

connection with school recruitment. 

3. Introduce the company concept, 

culture and “Lionet Plan” at these 

universities. 

4. Hold interviews and select the list of 

candidates. 

5. Inform the matters relating to training 

plan and the company registration. 

• Cooperate with 

“Student 

Employment 

Guidance Office 

“of universities 

• Time of school 

recruitment, 

March-May, 

September-Novem

ber 

HR Training Team 

1. Train the team leaders of “Lionet 

Plan” 

2. Training course design of “Lionet 

Plan”, including pre-serassitant , formal 

and transition training, process planning 

and execution. 

3. Select the list of excellent lecturers, 

trainers and counselors. 

4. Follow the learning progress and 

performance of trainee. 

5. Establish and implement the 

assessment and elimination system. 

6. Communicate with trainees and 

coaching. 

7. Follow the learning progress of 

trainees. 

 

• The examination 

system includes 

written exam, skill 

exam, oral exam 

and talent 

evaluation meeting. 

• Elimination 

system: Any trainee 

with the general 

score of mid-term 

and final exam of 

less than 85 will be 

eliminated. 
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Trainer 

1. Schedule the duty work and training 

schedule of trainees, and trainer’s 

schedule. 

2. Show concerns on the performance, 

life and work of trainees. 

3. Organize teaching activities at stores 

in accordance with the specific training 

schedule. 

4. Prepare the training progress of 

trainees and the training weekly report of 

performance. 

5. Observe the site learning status of 

trainees and change the learning progress 

accordingly. 

6. Examine the workstation learning 

results of trainees. 

7. Review the weekly learning report of 

trainees and give comments. 

 

• Senior and 

excellent store 

managers or 

regional store 

managers will be 

selected as the 

trainers. 

Counselor 

1. Assist the trainer in tutoring trainees. 

2. Act as the teaching course assistant. 

3. Show concerns on working and living 

conditions of trainees. 

4. Assist and examine the workstation 

learning results of trainees. 

• Qualified store 

managers with a 

good command of 

professional skills 

will be selected as 

the counselors. 

Nurse Team 

1. Share the work and learning 

experience, to provide assistance for 

psychological problem. 

2. Take care of life, to listen their 

problem in life and sometimes be a tour 

guide. 

• Nurse team 

include HR 

training team 

member and 

Senior fellows 

under Lionet Plan 

Regional Store 

manager/Director 

1. Hold sessions to know their 

performance, and share with the stories 

of excellent store managers, and establish 

the role model. 

2. Attend the initial and final exam of 

trainees. 

• Session, once a 

month 

1.1.3  Execution Results of “Lionet Plan” 

    The preliminary implementation of the “Lionet Plan” was not quite smooth. On the one hand, a 

lot of doubts were raised internally by Wowprime. Some of the medium and high -level supervisors 

were still suspicious about undergraduates’ practical significance of joining Wowprime, and the 

basic-level colleges were also anxious about the undergraduates that came out of nowhere. On the 

other hand, the cognition of undergraduates carrying a tray to serve others was strongly boycotted 

among schools and parents. The human resource team of the company had been addressing 

introductory sessions and promotions in different universities resolutely and determinedly. By 

raising the frequency of interacting with schools and students, they made great endeavors to improve 
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the misunderstanding of the catering industry. Through two years of endeavors, Wowprime recruited 

a dozen of excellent undergraduates through the “Lionet Plan”. At present, Wowprime has 

accumulated certain popularity among the universities, and more undergraduates joined Wowprime 

in succession. For example, among the 45 lionets that finally passed the lionet Plan in 2012, all of 

them came from Top 28 key universities in China and seven of them were postgraduates. 

At present, the Lionet Plan has been implemented for five sessions between 2011 and 2015. In 

fivesessions, lionets have completed the entire training cycle, and the fifth session is in the process 

of implementation. In terms of the result of the first four sessions of Lionet Plan, the retention rate 

and completion performance of each training period was different, because of the differences in 

trainees’ personality, adaptability and the mode of training guidance. As of April 2016, 83 lionets 

were retained in the lobby. 172 are retained after six months of training in the first five sessions, in 

50.7% of all “lionets” recruited (339). It is unobjectionable that after the interaction and 

improvement through the first six months of training plans, the “preliminary” effectiveness of 

cultivation and training has been achieved. 

    Although the Lionet Plan has achieved satisfying effectiveness in the preliminary stage, trainees 

merely took their first step in the human resource development in the company. As they were 

appointed to different positions and stores in accordance with the examination performance, and left 

the trainers’ protective umbrella after six months of training, a test of each independent individual’s 

ability of practical operation and interpersonal relationships commenced. Although there was a 

four-month connection period, trainees were definitely considered to be integrated into the collective 

life as an individual in this stage. In accordance with the system of this company, they are already 

defined as a leader. However, from the perspective of leadership development, do they have the traits 

of a leader after six months of closed training? Apparently, we must observe the different influence 

of each trainee’s individual traits on the identity construction of a group or an organization. This can 

be considered as a supplement to Lionet Plan’s deficiencies in the leadership development at the 

“later stage” of getting involved in the store management.  

1.2 Research Approach and Significance 

The research method of grounded theory was adopted in the article for dynamic tracking of 

adaptablity, different levels of identity construction processes and leadership development process in 

the study .On-site observation, questionnaire survey and in-depth interviews with typical trainees 

were used to express and explore the development factors of leadership establishment and 

interaction between members, study on  leadership development model in order to reveal how 

different identity constructions supplement and integrate with each other, how leadership 
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relationship constructed socially and how its influence mode form and develop in individuals and 

groups, and ultimately enrich and improve or even correct leadership development model. It is not 

only the theoretical significance, but also the innovation of this article. 

The practical significance of the article is: analyze the identity construction process in the 

implementation of "Lionet Plan" by operation model, propose reflection on management and 

suggestion on improvement thereby improve the adaptability of the enterprise. The research 

conclusions of the article also have guiding and practical significance for other enterprises in the 

process of leadership construction. 

In addition, "Lionet Plan" mainly focuses on the intensive training period of six months. 

Although there is a convergence training of 4 months after the intensive training period, the lack of 

emphasis of convergence training leads to the lack of integrity of presence of resources. The detail 

information of trainees finish the period is not comprehensive. This is the limitations of the data 

source of the article. Therefore, in the article, the multiple interview and research in the process of 

convergence period will be emphasized to improve the integrity of the link. 

1.3 Writing Frame of Article 

ChapterI: Introduction. Introduce the background, purpose and significance of the research and 

express the ideas and innovation of the research. 

Chapter II: Literature Review. Review related theories, the concept of leadership development, 

methods of leadership development, leading identity constructing process and the influence factors 

of leadership identity construction, from social perspective and establish a theoretical analysis 

framework initially. 

Chapter III: Interview and Analysis Questionnaire Survey. Research methods, research objects, 

research outline and questionnaire design, etc. 

Chapter IV:ActualCase Study Experience of Five New Employee in “Lionet plan”. This 

section assorts five typical cases of Wowprime “Lionet Plan” through field observation, 

questionnaire survey and in-depth interview. Summary and verify the related theory 

Chapter V: Results of Case Study. This section summarizes and explains the theoretical model 

with reference to the related theory and comparative study, based on the cases presented in Chapter 

4. 

ChapterVI:Conclusion and Discussion.This section draws a conclusion based on the above 

research, provides reconsideration and suggestion for “Lionet Plan”, and provides the management 

commendations. 
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Chapter II Literature Review 

2.1 Theory of Leadership Development 

2.1.1 Concept of Leadership Development 

In such a complex and volatile environment of competition currently, leadership development 

has a great impact on the development of individuals and organizations. Cheng Yun (2013) 

mentioned that leadership development can facilitate leadership in organizations, planning and 

implementation of strategies as well as adaptation and assimilation of enterprise culture in his 

research report about the effectiveness of leadership development. American scholar Byham (2006) 

pointed out that leadership development in enterprises refers to a kind of activity that a channel of 

fast growth and advancement is provided in enterprises for those with great potential but in a lower 

position with the purpose of training successors for these important and leading positions, and 

meanwhile a series of well-aimed training activities and intervention measures are carried out to help 

them become qualified as fast as possible. In Goldman Sachs in the United States, it is considered 

that leadership training aims to find out those who have leadership qualities and create an 

environment favorable for the development of individuals and organizations by using the means 

such as training and offering opportunities, which can greatly improve enterprise competitiveness. 

Leadership can push forward the progress toward realizing the strategic objectives of enterprise and 

help enterprise to become a front runner in the industry. With regard to leadership development, first 

of all, an important transition has taken place in the field of theoretical study, namely the transition 

from a stereotype that leadership is a leader’s inherent quality to a viewpoint that leadership can be 

developed (He Shankan, 2008). Such a turning point is reflected in the development from the Great 

Man theory in the early 20th Century——the ideas of Trait School of Leadership to the ideas of 

Behavioral School of Leadership. 

From the perspective of the content of development, one is to separate leadership development 

from management development, according to such points of view, it is considered that leadership 

development and management development have their own different focuses, the former refers to 

planning, organizing, leading and controlling the resources in the organization effectively so as to 

achieve the stated objectives and progress in the organization. The latter means a process that leaders 

make use of their own power or influence to affect their followers’ behaviors and guide them to help 

realize the stated objectives in the organization. Management development places emphasis on 

improving the skills to complete tasks in work, while leadership development focuses on developing 

the ability to face and deal with unknown and unprecedented challenges (Wen Maowei, 2008). The 

other is that leadership development is overgeneralized and interpreted in a majority of case studies 
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about leadership development as a process to improve the abilities of leaders so as to make them 

shoulder the responsibilities and lead teams in a better way to realize the objectives in their teams. 

However, an increasingly number of scholars think leadership development as the study of 

leadership development in the entire organization, and they consider leadership as the process and 

outcome of group interaction in the face of organizational reform.  

From the perspective of the dimensions for the objects of leadership development, there are 

various explanations about the connotation of leadership development, the most discussed three 

levels include individual leadership development, team leadership development and organizational 

leadership development. Individual leadership development is to improve the personal abilities of 

team leader, centering on self-management and personal leadership and focusing on changing the 

individual’s own way of thinking and acting; team leadership development is to improve the abilities 

of the team that team leader belongs to, Walker, Smither and Waldman (2008) considered that team 

leadership development is a process of pushing and influencing team members to make great efforts 

toward a common goal and mission so as to achieve the objectives and vison of the entire team; 

while organizational leadership development is to improve the ability of the entire organization of 

team leaders, McCauley and Van Velsor (2004) mentioned that it refers to the organization’s ability 

to deal with the challenges it faces, take the systematic measures and develop the collectivity of 

organization members within the entire organization needed to complete tasks relating to collective 

leadership.  The evolution of the objects of leadership development also marks a transition and 

advancement from an individual level to a more comprehensive level. American leadership gurus 

John Gardner mentioned that it would be best to consider leadership as a kind of responsibility 

within the organization, rather than the responsibility that automatically belongs to those official 

leaders, which also demonstrates the trend of leadership development. Previous studies mostly tend 

to explore the impact of the individual’s personal traits and distinctions on leadership from the 

perspective of individual leadership development. With the social development and due to different 

research perspectives, trait theory of leadership develops and evolves further, including theory of 

charismatic leadership, achievement motivation theory and motivation to lead. Trait theory of 

leadership is a foundational point of view for most literature about leadership development, 

according to this point of view, leadership development is a lifelong process, and the activities for 

leadership development can be regarded as some temporary interventions in the course of leadership 

development, if such interventions are well-aimed and well designed, they can help improve team 

leader’s individual leadership effectively. This is different from the point of view put forward by Day 

(2000), who considered that the so-called leadership development is to improve team leader’s 

personal abilities, all these pertain to leader development. Leader development aims to develop 

human capital, while leadership development is to enhance social capital, aiming to establish 

connections among individuals so as to facilitate cooperation and exchange of resources among them. 

Leadership development is a multi-step process, first of all it involves team leaders, secondly it 
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involves the relationship among the subordinates, the peers on the same level and the superiors, 

thirdly it relates to the organizational culture (Day and Harrison, 2007). From this, it can be known 

that leadership development is not only a kind of intervention activity for individual leaders and a 

leadership activity to improve the leadership qualities of all the members within the enterprise, but it 

is also a kind of development activity that all the team members can take part in with the purpose of 

team development and an activity of organizational development with the goal of developing the 

organizational culture.  

Currently, studies on leadership development mainly focus on individual leadership 

development. Velsor et al (2010) described the process of individual leadership development, it is 

reflected in that an individual with the ability to learn grows stronger in diversified 

development-oriented experiences in a certain organizational situation (see Figure2-1). The ability to 

learn is a complex consisting of individual motivation, personality characteristics and learning skills, 

it is reflected in the individual’s ability to observe and make attempts from experiences and therefore 

trigger the constant changes in way of thinking or acting. McCall, Lombardo and Morrisonu once 

also pointed out that the key of developing an individual’s own leadership is to make full use of 

personal experiences, leadership development does not only depend on the types of individuals’ 

experiences but also rely on how individuals make use of their experiences to facilitate learning. He 

Shankan (2008) put forward three simple strategies for leadership development based on learning: 1) 

previous learning experiences;2) the ability to learn, develop the comprehensive abilities consisting 

of motivation, individual orientation and skills; 3) support for learning at the level of organization. 

Diversified development-oriented experiences are embodied in giving play to the temporal activity 

of one or more elements among these three elements, including evaluation, challenge and support 

(see Table 2-1). Such an interpretation about the process of individual leadership development 

provides a clear instruction for theory and time of individual leadership development. 

 

 

 

 

 

 

Figure2-1 Development process of individual leaders 

Source: Velsor, E. V., McCauley, C. D. and Ruderman, M. N.(eds). The Center for Creative 

leadership Handbook of Leadership Development [M] (3rd ed.). San Francisco: Jossey-Bass, 

2010:1-14. 
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Table2-1 Elements of development-oriented experiences 

Element Effect in strengthening the motivation Effect in providing resources 

Evaluation 
Arouse the motivation to narrow the gap 

between ideal ego and reality ego 

Know well about the needed changes and 

know how to narrow the gap 

Challenge Need to control challenges 
Provide opportunities for test and practice 

and engage in it from different perspectives  

Support 

Gain confidence to pursue growth and 

learning and embrace changes with a more 

positive attitude 

Confirm and clarify the experiences and 

lessons learned 

 

As for the connotation of leader development, Day (2004) considered that leader development 

is a personal phenomenon, leader development aims to promote self-development by increasing the 

leader’s knowledge and skills. Day and Halpin (2009)further pointed out that leader development 

can help the leader to fulfill the responsibilities as a leader in a better way and then therefore push 

forward the development of leadership process. Famous American psychologists Klein and Ziegert 

clearly put forward a definition of leader development based on the points of view mentioned above 

that leader development leader development refers to a process that leaders enhance the effectiveness 

in the aspects such as determining the direction of team work, creating a cohesive team and 

maintaining team members’ sense of belonging to their team by means of acquiring knowledge or 

skills. 

 

2.1.2 Approaches of leadership development 

At present, some studies summarize the available practices of leadership development, which is 

also referential for the design and implementation of leadership development projects. David Gibber 

et al. (2005) carried out multiple case studies on leadership development projects of the eight 

influential enterprises in manufacturing and pharmaceutical sector, and concluded the key activities 

(in a descending order of influence)  that influences the leadership development plan: action 

learning, cross-functional job rotation, 360 degree feedback, access to senior management, external 

coaches, attendance on corporate strategic meeting, tutorial system, internal case studies, EMBA, 

rapid promotion, and centralized training. Conger et al. (2004) engaged in case studies of the 

leadership development practices in Australian Bank, US Army, FedEx, Pepsi,Ernst & Young to 

summarize the best practices of effective individual leadership development as: focus on 

well-designed single leadership model; use standard and clear participant selection procedures; make 
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preparation before class; use individualized 360 degree feedback method to reinforce learning results; 

use multiple learning methods; long-term learning and multiple semesters; and set the corporate 

support system in place.  

There are two approaches of leadership development, one is the formal education and training 

in traditional sense, but a traditional leadership training approach has some obvious drawbacks, 

including unclear objective, detached from practice, single method, content division, lack of 

continuity, incapability of effective guidance on reform (Han Shujie, 2009), the other is combination 

of multiple development methods at all dimensions and levels (see Table 2-2), including mentor 

guidance, 360 degree feedback, coaching, and action learning (Day, 2000).  For instance, 360 

degree feedback would improve the level of individual self-observation; coaching and mentor 

guidance can support the rapid growth of leader at work; action learning not only enhances personal 

capital, but also enhances social capital and organizational capital. Kolb (1971, 1984) in his 

proposed theory of the famous Experiential Learning Cycle considered that experiential learning is a 

process of experience-based reflection, induction, sharing, application and return to experience; in 

addition to the individual experiential reflection, It also stresses sharing of the team experience. 

Coaching, mentor guidance, field training, or action learning transforms the classroom training from 

unidirectional benefits to bidirectional benefits, and transforms the individual improvement to the 

team and collective improvement, which will vigorously facilitate the team leadership development. 

Mintzberg (2011) proposed a combination framework of multiple teaching methods applied in 

management education (see Figure.2-2), and stressed the importance of combining multiple teaching 

methods. He added that the paradigm of rethinking on the experience from the conceptual point of 

view is the key to management learning, and the experiential reflection is placed in the center of 

learning process.  
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Table2-2 Practices of leadership development 
 

Practice Description 
Development 

goal 

Human 

capital 

Social 

capital 
Advantages Disadvantages 

360 

degree 

feedback 

Organized 

multi-source 

performance 

evaluation and 

presented to 

individual 

Change of 

self-knowledge 

and behavior 

√ × 

Comprehensive 

description, 

extensive 

participation 

A large volume of 

data, how to make a 

change without 

guidance, time and 

effort 

Training 

Practical 

goal-focused 

one-on-one 

learning form  

Change of 

self-knowledge 

and behavior, 

career 

development 

√ ？ 
Individualized; 

centralized 

Ashamed (tutoring); 

expensive 

Mentor 

system 

Recommended

/growing 

relation, 

usually stay 

with more 

experienced 

store manager 

Broad 

understanding, 

progressive 

catalyst, course 

study/avoid 

mistake 

√ ？ 
Strong personal 

connection 

Peer envy; over 

dependent 

Networki

ng 

Enhance ties 

with people of 

different 

functions and 

fields 

Better problem 

solving, to 

whom seek 

learning item 

help, socialized  

？ √ 
Organization 

construction 
Ad hoc; unorganized 

Work 

assignme

nt 

Provide 

extended 

assignment 

based on role, 

function or 

geographical 

location 

Skill 

development, 

broader 

understanding of 

business 

√ ？ 

Work-related; 

accelerate 

learning 

Conflict between 

performance and 

senior management 

voice; without 

learning facilitated 

structure 

Action 

learning 

Project-based 

learning 

specific to key 

business issue 

Socialized, team 

work 

implementation 

strategy 

√ √ 

Commercially 

necessary 

business and close 

contact; 

behavior-oriented 

Time concentration; 

leadership course are 

not always clear; 

over-emphasis on 

results 

Note: √=Directed development goal; ×=Non-directed development goal; ? =Possible 

development goal 

Source: David V. Day. Leadership Development: A Review in context. Leadership Quarterly, 

Vol. 11, No. 4, 581–613, 2000. 
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Figure 2-2 Fusion of teaching methods 

 

Source: [Canada]Henry·Mintzburg. Translated by Yang Bin. Store manager but not 

MBA[M].Beijing : China Machine Press, 2011:266-269. 

2.2 Process of leadership identity construction 

The ultimate goal of leadership development is that leaders are capable of fulfilling its 

leadership responsibility, and post studies increasingly stress that those leaders as a part of leadership 

development team should be provided with the opportunity of “learning at work”, rather than 

learning after resignation. Zhang Dingkun (2005) in one survey of Company ABB indicated that 

70% of leadership development comes from the dealing with work difficulties and challenges, 20% 

from the influence of those people around (superiors, colleagues, subordinates), and 10% from the 

traditional training. Furthermore, only in the practical management could the leadership as an 

interactive process between leader and follower play its due role. He Shankan (2008) defined the 

principles of leadership as: in essence the influence process between leader and follower, the results 

from this process, and how do the personality and behavior of leader, the cognition of follower and 

the credibility of leader and the environment decide this process? Based on this, DeRue and Ashford 

(2010) revealed the essence of leadership development as leadership identity construction. As 

Kouzes and Posner(2003) mentioned: leadership is a mutual relationship, any discussion about 

leadership must pay attention to the dynamics of such relationship. Rather than the treatment of 

leadership as a static learning behavior in prior studies, this theoretical perspective treats the 

leadership development as a process of leadership identity construction, and focuses on how the 

leadership is formed and how it changes over time (Collinson, 2005). This is exactly the viewpoint 

maintained here. 
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2.2.1 Self-identity theory 

    Leadership identity construction is researched on the psychologists’ conceptual base about 

self-concept and identity. Here, the concept of identity crosses single-dimension approaches, such as 

behavior or trait theories (Day & Harrison,2007). In 1980, James firstly put forward the self-concept 

in his book The Principles of Psychology. He was the founder of “self” concept and was the first 

scholar to discover the duality of self, namely “I” and “ME”. “I” refers to the part of positive 

perception and reflection in self, while “ME” refers to the noticed, considered and perceived object 

in self. Some domestic scholars explained the self-concept by combining theories: 1) The 

self-concept is a part of self-perception, which comes into being based on the interaction with the 

environment; 2) The self-concept is stable and flexible; 3) The self-concept is multi-dimensional and 

multi-level; 4) The self-concept is developmental and phased; 5) The self-concept is a conceptual 

understanding about me, me and other, me and external world which is formed in the interaction 

between individual and environment, as well as an organization about self-belief; 6) The 

self-concept is an answer to those questions including “who am I?” and “what position I am in the 

team”, including individual perception, consciousness, attitude and value, which belongs to 

self-awareness (Jia Yifeng, Li Sujuan, & Li Hong, 2008). With a view to the interpretation of identity, 

those distinguished researchers in this field defined the identity as the vertex of individual value, 

experience and self-concept (Baltes & Carstensen, 1991). Identity refers to a multitude of individual 

meanings added by me and other (Gecas, 1982). The presentation of these meanings or self-concept 

is based on individual social role and membership (social identity), their personality traits, and other 

personal attributes based on their behaviors (Ashforth, 2001; Gecas, 1982). Personal identities and 

social identities help individual answer the following questions, “who I am” and “what I am in the 

eyes of others”. The word “identity” is presented in social interaction (Cooley, 1902; Goffman, 1959; 

DeRue & Ashford, 2010), which evolves with the rich experience and important feedback. Such 

feedbacks allow people to understand the centralized persistent preferences, talents and values (Lord 

& Hall, 2005; Schein, 1978). Although people have a lot of constantly changing identities, some 

identities get closer to their overall self-defined centers, get deeper into their social life, but other 

identities are associated only in special circumstances and contexts (Ashforth & Johnson, 2001; 

Ebaugh, 1988; Stryker & Serpe, 1982). 

    To further complicate this view, Brewer and Gardner (1996) argued that identity or self-concept 

changes along an inclusive continuum. A personal identity stresses the uniqueness of an individual 

and the way it distinguishes from others. A related identity is defined according to the relationship 

with self and other. A collective identity is defined according to the qualifications recognized by the 
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team or organization. People understand self and other through these three identities, each separate 

identity may be understood from personal traits, interpersonal relations and collective needs. In 

addition, a specific background significantly leads to different identity levels: multiple identities of 

an individual may be constructed from the continuous interaction between self and environment – an 

individual may show different selves due to continuous concerns on specific scenarios or patterns, 

but it is environment that determines which specific self will be activated (Yost & Strube, 1992). For 

example, when parents participate in the school performance of their child, their sub-identity is 

activated, but if the child receives an urgent notice of work during the performance, the sub-identity 

of his parents will be weakened and substituted by the sub-identity of leader.  

    In addition, identity also has a persistent, cross-contextual component. A professional identity 

like “leader” can be combined with personal, associative and collective identities (Day & Harrison, 

2007). People define their professional roles based on the stable and persistent set of traits, beliefs, 

values, motivations and experience (Schein, 1978). From this view, a leadership identity does not 

merely correspond to the formal leadership position, but rather evolves into personal internalization 

and adaptation to the leadership identity, and is regarded by others as “leader” (DeRue & Ashford, 

2010). For example, an individual may hold the social role that acts as the leader of a team, has the 

personal identity of active behavior and strong interpersonal relationship, and the social relations of 

enhancing self-concept; over time, he will continuously seek the opportunity to lead more roles and 

tasks, and such experience will also shape himself as a leader. This is exactly the concept of 

leadership identity presented by DeRue and Ashford (2010), namely a leadership identity is 

composed of three elements: individual internalization, relational recognition, and collective 

endorsement.  

In addition to the types of identity (such as parents, leaders), self-concept is also described by 

levels. Brewer and Gardner (1996) distinguished personal identities from collective identities. 

Recently, a relatively middle level is added to this category (Lord, Brown, & Frieberg, 1999; 

Sedikides & Brewer, 2001). A personal self-concept may concern the nature of separating some 

people from others in the social context. For example, the self-concept of a leader may be 

constructed around the specific experience and personal traits owned by a leader (for example, I am 

a leader, because I am persistent in the intended goal). Relevant or interpersonal self-identity is 

based on the relationship between individual and other important persons. Therefore, the leader with 

active relevant identity considers that the self is related with his relationship with subordinates, or 

the important leader-member transformational relationship (for example, “the leadership emerges 

from the establishment of active relationship with other members in the organization”). Lastly, in the 
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collective self-concept, an individual defines the self according to the membership in an important 

team and organization. For example, the leader with collective self-concept defines the self 

according to the membership in an organization or the leadership qualification in a specific group or 

team (for example, “we are the leaders who drive this industry”).  

 

2.2.2 Leader’s identity development and transformation 

Currently there are a large volume of literature studies on the identity development. These 

literatures are based on Erickson’s (1959) early studies, including Loevinger (1976), Kegan (1982, 

1994), and Torbert and Associates (2004). Although the details of each theory are different, these 

development views generally show that personal identities as a function of challenging the 

environment and integrating the self-experience will lead to the self-concept ranging from relatively 

simple and uncomplicated, to complicated and integrated. A more highly developed identity may 

have rich and differentiated sub-identities due to a variety of life experience, but these sub-identities 

are closely combine with individual self-development.  

    With reference to the viewpoint of identity development, some researchers on the leadership 

stress the role of identity development in leadership development. For example, Day and Lance 

(2004) emphasized the importance of integrating leadership identity into individual self-schema. 

They argued that the leadership development begins as a leadership sub-identity becomes different, 

more complicated and ultimately integrated into an overall identity. In essence, the effective 

leadership development is the differentiation and integration of leadership and individual experience, 

values, and self-perception. In addition, the leadership development is described as a requirement of 

promoting the leader role and the agreement of leader’s personal identities (Hall, 2004).  A 

well-developed leader is able to integrate all aspects of the self and the requirements of leadership 

role. In a word, this research approach underlines the importance of the leadership identity in our 

broader understanding of leadership development.  

    Lord and Hall (2005) considered that the leadership identity extends from the focus on 

individual levels to the inclusion of relevant levels, and to the inclusion of collective levels, as with 

the leadership development. Thus, the leadership identity is considered to change with its inclusive 

levels, ranging from the lowest inclusion (individual) to the highest inclusion (collective), as a 

function of the development process. They argued that the transformation of identity levels appear 

concurrently with the development of leadership knowledge structure and social process. For 

example, a new leader who just began to gain the leadership experience works hard to distinguish 

himself as a leader. The leader attempts to seek the recognition and acceptance from others and 
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makes them regard himself as the leader. This enhances his self-perception as the leader. In addition, 

a new leader may have a general approach to gain an access to the leadership, and face most cases in 

the same way. With the leadership development, reaction is refined from generalization to 

context-dependence. Another example is that a leader may have a better understanding of the 

relationship between personal behaviors and reactions from others in a specific context. Similarly, 

this transformation also involves the shift from the focus of self to the inclusion of subordinate’s 

viewpoint. As leader can integrate the subordinate’s personalities, needs, and capabilities with the 

whole group, his cognition and expression of the leadership skills also become mature, so that other 

individuals (relevant identities) and groups (collective identities) are included. The leader with active 

relevant identities becomes understood by the leadership-membership transformational relationship, 

while the leader with collective identities endorses shared identities. They further added that relevant 

and collective identities make the focuses of development transformed from self-development to 

other development (Lord & Hall, 2005). This will trigger the shift of focus from leader’s 

development to leadership development.  

The viewpoint that treats leadership identity as a social role allows for the exploration of social 

processes and motivational factors. These motivational factors encourage people to assume the role 

of leader or grow as a leader, or keep them away from the role of leader (Lord & Hall, 2005; DeRue 

& Ashford, 2010). People learn new roles by identifying the role model, attempting temporary 

identities, and evaluating internal standards and external feedbacks (Ibarra, 1999). While most 

researchers on leadership are distinguishing whether the leadership is a formal position or an 

informal role, most of the existing empirical and conceptual studies focus on a clear and relevant 

process of the transformation of leadership role (DeRue, 2011) to leadership (Hill, 1992; Ibarra, 

1999), the transformation of identities and the changes of personal positions, and the changes along 

with the expectation and exchange of identities of those new leaders during the interaction with 

others. Those researchers who support the analysis of leadership development from the role 

identity-based perspective argue that leadership skills are mastered through deliberate practices, just 

like learning other professional knowledge (e.g.: Day & Harrison, 2007; Lord & Hall, 2005). Lord 

and Hall (2005) envisioned a development model, increasingly complex systems to govern the 

behavior, knowledge, and attitudes of store managers; these systems will develop with the merging 

of personal identities, in which the roles and skills of a leader will get closer to the center of 

self-perception.  

Related researches and theories on leadership development have described the processes and 

buffer conditions leading to identity transformation and change. A clear and noticeable argument 
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mentioned: the leader’s skills and knowledge are increasingly associated with his self-concept 

development. For example, once an individual assumes a formal leadership role, this role may or 

may not become a part of his identity, which depends on the degree of his engagement with this 

leadership role. When an individual takes, but doesn’t have a leadership role, how will it influence 

the leadership effectiveness? In other words, how does the internalized role identity influence his 

leadership sub-role that may be hierarchically prominent? In addition, how do other individual 

identities that may influence the internalization of his leadership role-identity properly suit the 

requirement of the expected leadership role? Some existing identities may be more likely to be 

modified or abandoned (which are based personal history or the established identity), but other 

identities may be more difficult to eliminate, which may lead to inward disorder and interpersonal 

conflicts (Petriglieri G. & Stein, 2012). To explain personal clarification, adapt to, and govern the 

leadership identity and other roles or the conflict between social identities, recent researches on how 

an individual deals with the multiple, competitive and ambiguous identities (Ashforth et al. 2000; 

Bartel & Dutton, 2001; Elsbach, 1999; Pratt & Foreman, 2000a; Sveningsson & Alvesson, 2003) and 

how to adapt the role identities properly to self-perception (Ibarra, 1999; Kreiner et al., 2006; Pratt, 

Rockmann, & Kaufmann, 2006; Van Maanen, 1997)  are applicable to the researches on leadership.  

 

2.2.3 Interactive perspective of leadership identity construction 

    The above researches focus on the self-identities and roles shaped by leader. Hodgson et al. 

(1965) suggested that leadership identity construction is an interactive process, the work of 

leadership identity includes a specific image projected by the leader, and a process that the follower 

reflects the image and strengthens (or not) this image as a legal identity, based on symbolic 

interactionism (Goffman, 1959; Mead, 1934). Hodgson et al. (1965) in a classic study among the 

mental illness hospitals suggested that an individual will trigger the interactive behaviors of others in 

the relatively stable interpersonal relation network. And those people will interactively respond to 

the behaviors of others. This phenomenon is very common in the instances of organizational 

environment. In an organizational environment, members face the need to get along with others for a 

long time (may be ten years or so). In this context, an individual should not freely establish the 

mutual relationship based on his needs and preferences. It is not allowed to get satisfied from others, 

but in turn give nothing. The necessity to meet the need of others that cross the limits of personal 

need structure becomes a concern for mutual relations. In an organizational environment, the 

individual with highly flexible role skills can get along with others for a long time. In such an 

organizational environment, the interpersonal reciprocalrelations must be established before reaching 



 

26 

or maintaining the team stability. One of the key drives in management department includes: 

establishment of reciprocal relations, achievement of personal satisfaction or building of a set of 

persistent interpersonal returns and investments, and response to or creation of interpersonal 

cooperation. Of course, there is an imbalance in relation to the essence of the requirements submitted, 

the specific personal dramaticpersuasiveness, and the relative position of the interactive parties in an 

organizational hierarchy. However, a certain balance should be in existence to keep the interpersonal 

relationship matrix in an organization effectively running. In this matrix, the changed internal drive 

comes from the imbalance coexisting in interpersonal reciprocity.  

    The psychosocial approach specific to the study of organization argues that one of the functions 

of an organization is to provide members with a stage to play their roles. To explain this view, 

Hodgson et al. (1965) presented the concept of “role”. “Role” is given from others to an individual, 

which comes from the internal dialogue of their personalities. Each individual has more than one 

“role” and the exact role they choose depends on the nature of the psychosocial context; in other 

words, it depends on the composition of interaction parties, their personal feelings and the plots of 

communication they seek. Plot refers to the story about an organization; including a glorious past, 

current challenges, and prospective future. In partial egotism of the interpersonal relationship world 

of management department, administrators must face the accuracy and inaccuracy of specific 

reflections from the people around. Administrators must get along with the people around by 

personal feelings, and strive to create interpersonal relations. These interpersonal relations “directly 

involve” their intentions, and gain an access to the business management within the specified limits.  

Furthermore, DeRue and Ashford (2010) divided the process of interaction between leader and 

follower into two basic actions: claiming and granting. Through such a claiming-granting process, 

individuals in an organization internalize their identities as “leader” or “follower”, and such 

identities will be given the relational recognition as individuals mutually accept their roles and they 

get collective endorsement in the organizational context. This is different from the viewpoint of 

implicit leadership theories and the cognition of group prototypicality making some individuals 

treated as leaders (Lord; 1985; Van Knippenberg & Hogg, 2003). Ashford and Scott DeRue (2010) 

presented an identity-based leadership development process model (see Figure 2-3), which explains 

how the leader-follower relationship becomes institutionalized in the social structure of an 

organization, and attempts to reveal how would the leadership relationship and identity develop.  
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Figure 2-3 Process of leadership identity construction 

Source: Ashford，S. J. & Scott DeRue，D. 2010. Who Will Lead and Who Will Follow? A 

Social Process of Leadership Identity Construction in Organizations.The Academy of Management 

Review.2010, Vol. 35, No 4,627-647 

Figure2-3 shows the process that an individual “claims” an identity and others recognize the 

identity or this identity “grants” an identity work to the individual, the identity of formal leader and 

follower is socialized leading to the leader-follower relationship. “Claiming” refers to the behavior 

that people use to promote their identity as leader or follower. In contrast, “granting” refers to the 

behavior that people use to grant their identity as leader or follower to others. Granting may come 

from the active co-workers or those only notice the party and recognize him as a leader (e.g.: 

colleagues from other departments). For example, granting might publically designates one as your 

team leader, or if one is granted the identity as a follower, it only specifies that he should follow the 

instruction from others. From Figure2-3, an individual grants him the identity as a leader or follower 

by consenting to what the claimer claims, or without the claim of the other party, granting the 

individual the identity as a leader or follower (namely the dotted lines). Therefore, granting may 

respond to what the other party claims, or become a motive to stimulate the future claiming of the 

other party. Certainly, the identity of leader and follower may be claimed or granted in a simplified 

way.  

Figure2-3 shows that claiming and granting is a repeated and reciprocal process. When one 

claims the identity as a leader or follower, others in the same social environment will be stimulated 

to consider whether to treat him/she by the claimed identity or not. This relational recognition by 

means of a reinforced granting would be necessary for the process of identity construction. For 

example, if one claims the identity as a leader in a certain context, but others fail to reinforce this 

claim by an endorsed granting, then three aspects for the leadership identity construction are not 

enough, so that the leader-follower relationship will not be formed. The leadership identity will not 

http://www.researchgate.net/journal/0363-7425_The_Academy_of_Management_Review
http://www.researchgate.net/journal/0363-7425_The_Academy_of_Management_Review
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be completely internalized by individuals, or recognized in the relational connection between 

individuals, or endorsed in a broader organization. In this case, the leadership identity and the 

leader-follower relationship fail to be defined as an “effective consensus”. In contrast, if one claims 

the identity as a follower, and others reinforce this claim by an endorsed granting, then his identity as 

a follower will be constructed in the specific context.  

These reciprocal claims and grants would stimulate the individual internalization of his identity 

as a leader or follower, and promote their relational recognition in the role and relation of team 

member. As others in an organization recognize and understand such a gradually formed relationship 

structure and influence model, the leadership identity will gain collective endorsement in a broader 

context. As the situation changes, the identity as a leader and follower may switch between 

individuals through the same interaction process composed of claiming and granting, leading to the 

formation of adjusted leader-follower relationship. It is through this repeated and reciprocal process 

of claiming and granting that the leader-follower relationship gradually becomes the social reality in 

an organization, so that the leadership identity is also constructed.  

2.2.4 Identity Recognition 

Identity recognition is an individual's confirmation of self-identity, cognition of the group that 

he or she belongs to and the psychological process which changes with emotional experience and 

behavioral patterns (Zhang Shuhua, Li Haoying, Liu Fang, 2012). In the sociological point of view, 

identity recognition  refers to the subject's confirmation of the legitimacy of its identity or role. 

From the psychological point of view, the essence of identity recognition is the emotional belonging 

and it pays more attention to people's psychological identity belonging at the psychological level. 

Identity recognition theory is built on the basis of identity theory and recognition theory. Identity is 

the mark of family background or social status, and it expresses the sense of belonging that an 

individual is similar or different from others. Manuel Custer argued that recognition was the source 

for people access to their life meaning and experience, and it was an individual's consistent 

experience of self-identity, status, interests and attribution.Deaux (1993) argued that identity 

recognition was a person's perception of which group that he or she belonged to and it was an 

extremely important part of self-concept. Huang Ling (2007) pointed out that identity recognition 

was the individual's recognition and acceptance of the role and characteristics of the group that he or 

she belongs to. Zou Ying (2007) argued that identity recognition was related to the individual's 

cognition to regard himself or herself as a member of a group at the emotion and value level, and this 

cognition was ultimately completed through the individual's self-psychological identity. He Hongtao 
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(2010) believed that identity recognition was people's confirmation of self-identity. Identity 

recognition is the individual's performance in cognition, emotion and corresponding behaviors. 

Therefore, some scholars summarized that identity recognition had the following characteristics: 1) 

identity recognition was composed of subjective recognition and objective recognition, including the 

subjective conscious recognition and some objective features, marks and symbols which reflected 

people's social identity. 2) Identity recognition is a complex psychological structure. It was the 

obvious behavior pattern on the surface, the individual's cognition of his or her similarities with the 

group and his or her awareness of self-identity in the middle, and the emotional experience brought 

about by identity in the deep. 3) Identity recognition was the cognition of the similarities and 

differences between the group that the individual belong to and other groups.4) Identity recognition 

was social and was the product of society. On the one hand, the society gave the significance of 

individual identity; on the other hand, identity recognition needed to be gradually built and improved 

in the society. 5) Identity recognition had blending characteristics. In the same period, an individual 

could have different identity recognition in different occasions (Zhang Shuhua, Li Haiying, Liu Fang, 

2012).In addition, the organizational identity theory shall be valued by enterprises. The 

organizational identity theory develops from the social identity theory and belongs to the scope of 

organizational behavior. The study of organizational cognition not only can reflect the views of 

employees on the organization, but also can interpret the performance of employees in the 

organization through organizational identity. Tan Daolun (2011) regarded organizational identity as 

the awareness of the employees' belonging, loyalty and pride to the organization. Ashforth and Meal 

(1989) argued that organizational characteristics, organizational reputation, out group characteristics 

and groups had an impact on organizational identity, and organizational characteristics and 

organizational reputation had a significant positive effect on employees' organizational identity. The 

study of Wang Hongyu (2010) showed that procedure fairness, distribution fairness and interpersonal 

fairness in organizational fairness had a significant positive effect on organizational identity and 

proved that organizational identity had a direct and significant positive impact on task performance. 

Wang Yanbin (2004) proved that the support of the higher leadership and the personal charm of 

leadership was highly related to organizational identity. Therefore, identity recognition also has a 

positive impact on the process and results of leadership construction. 

2.3 Factors Affecting Leadership Identity Construction 

As mentioned above, the theory of leadership identity construction suggests that leadership is 

produced in the two-way influence between leaders and their followers (Bedeian & Hunt, 2006; 
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Collinson, 2005; Gemmill & Oakley, 1992; Parry, 1998 ; Gronn, 2002; Uhl-Bien, Marion & 

McKelvey, 2007). On this basis, the researchers explored the factors that affect the leadership 

identity construction. In general, these factors can be divided into three categories: leader factors 

(such as personality, integration strategy, etc.), follower factors (such as values, norms, cohesion) 

and scenario factors (such as challenging tasks, stress, environment)(Hughes, 2006). 

2.3.1 Leader factors 

Peter Drucker said that team leader was the most basic and rare resource in any enterprise, 

indicating that people who can really be called leaders are a scarce resource for an enterprise. As the 

old saying goes: "the real general not only shall have a broad learning, but also shall regard all 

people as their family members". This is the celebrated dictum of Zhu Geliang, the famous politician 

and strategist in the Three Kingdoms Period in ancient China. He believed that leaders at different 

level should have the appropriate qualities.Leaders of different qualities are at a different level. 

Leader quality refers to the essential elements that are formed through acquired practice and learning 

based oncongenital talents and that often play a role in the leadership activities. Stogdill's (1948) 

study onthe literature on theory of trait theory obtained the two conclusions: 1) There were no 

essential differences between the leaders and their followers in quality; 2) It was very important to 

have some features, which was of a certain correlation to leadership success. He divided these traits 

into six aspects: ability (intelligence, sensitivity, expression, creativity, judgment); achievements 

(degree, knowledge, academic achievement); responsibility (reliability, creativity, persistence, 

enterprise, self-confidence, desire of transcendence); participation (proactivity, social intercourse, 

cooperation, adaptability, humor); status (socioeconomic status, personal prestige). In addition, 

Kirkpatric and Locke's study (1991) showed that a series of individual qualities gave the individual 

the "right qualities" to be competent leaders and effective leaders were significantly distinguished 

from others in several key areas. These qualities are the "prerequisite" for a person to become a 

leader. The key qualities that distinguish the leaders from the average people are driving force, 

honesty, integrity, self-confidence, coordination and business knowledge. According to their 

observation, these qualities can be born or acquired or be obtained in both ways. Specifically, the 

quality of the leaders has a double meaning: first it refers to a variety of intrinsic elements that create 

the leaders, such as physical, psychological, cultural, ideological, political, moral and other factors, 

as well as the essential capabilities formed by these factors, that is, leadership. They are the internal 

basis and conditions to be leaders, collectively referred to as leaderquality. Secondly, it also refers to 

the actual state of these elements and capabilities, that is, the development degree or actual level. In 
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other words, the quality of leaders is a developmental dynamic concept which is used  to describe 

and reveal the actual state, level and gap of the real leaders. Leader quality is related to congenital 

genetic physiology and psychological characteristics and is affected and restricted by them, but it is 

mainly the results of personal efforts through acquired social practice. Leaders with different 

personality are at a different level and have different leadership, which directly reveals the 

importance of leadership personality factors to the leadership identity construction. The above 

explanation shows that  leaderquality mainly refers to personality, and in addition to the inherent 

advantages, the majority of qualities rely on acquired training and enhancement. Therefore, to 

construct leader identity and play greater formal rights in the future organizational activities, the 

leaders shall lay emphasis onthe impact of personality factors to themselves and pay attention to 

individual internalization, thereby effectively developing the leadership. 

On the basis of the personality factors, the researchers explored the impact of active adaptive 

behavior of new leaders to their identity construction process. For example, with the new CEOs in 

some large hospitals as the object of study, Denis, Langley and Plneault (2000) studied the dynamic 

situation of new CEOs to be integrated into the hospitals, revealed how their leader identity was 

accepted or rejected by the organizational members and how the leaders affected or could not affect 

their organization.  Ultimately, the new CEOs helped themselves successfully implement leadership 

identity construction based on six mechanisms of three basic dimension organizations, namely, 

learning, persuasion, and power clustering. The six general mechanisms are performance, 

penetration, immersion (related to expertise), structure, extension and experiment (related to 

management). Immersion and experiment can be seen as two different learning mechanisms: both of 

them enable the CEO to better understand the organization in different ways. Penetration and 

extension can be seen as an alternative to persuasion. These two forms include the CEO's attempt to 

directly affect others' expectations and exposition model and change the future actions. Performance 

and structure can be considered as the right summary model. These two mechanisms play a 

reinforcement role in the role of CEO. The first mechanism is realized through the accumulation of 

informal political capital, and the second mechanism is achieved through formal authority and 

structural leverage. In other words, performance, penetration and immersion can be summarized as 

synergistic mechanisms which are characterized by socialization, and they are reflected as the 

limitation of changes and the ease of leaders' plan to be accepted by the organization. They are 

implemented in the case of limited formal rights for the leaders. Structure, extension and experiment 

can be summarized as affirmative mechanisms and they are reflected as the management control 

implemented by the leaders. They may achieve greater changes, so that leaders will have broader 
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formal rights. 

In a nutshell, the above empirical and theoretical analysis shows that the leaders' own factors 

have a huge impact on leadership identity construction, and both of leaders' personality and adoption 

of integration policies have constructive impact on leadership development. To achieve successful 

leadership identity construction, leaders shall realize individual internalization while combining 

socialization with management control, thereby achieving the effective development of leadership. 

 

2.3.2 Follower factors 

Peter F. Drucker said that some people were ideologists while others were prophets. They were 

all of crucial importance and urgent needs as well. Nevertheless, leaders did not exist without 

followers. It was due to followers’ willingness to chase after them that they became leaders. In 

essence, leadership is the relation of following and being followed. From its meaning, leading right 

is granted by followers. In terms of followers, they refer to the people with the same belief and 

interests with leaders in leading campaigns. This concept covers a wide range. Followers are trustors, 

supporters and advocates of leaders as well as scriptwriters, realizers and sharers of “prospects”. 

They may be subordinates, members in the organization or even the superior, or other members 

beyond the organization, or cross-cultural foreign members (Zhu Liyan, Lei Qiang, 2000). As the 

name indicates, followers “follow” others. In this sense, followers are different from leaders. This 

proposes special requirements on followers. Ling Wenquan (2008) demarcates the followership as 

the traits of following in the process of chasing after leaders from the angle of followers’ features, 

including working capacity, working attitude, personal morality and interpersonal skills. With the 

proposal of the new concept with the spirit specific to the age, “follower”, the relation with leaders is 

also characterized with new features: 1) Followers and leaders are equal in personality. Amidst 

realizing the common prospects with leaders, followers not only follow leaders, but also follow 

prospects. 2) Followers and leaders are relative in identity. Their identity keeps changing. In 

different occasions, time and space, leaders may become followers, and assitant  versa. 3） 

Followers and leaders are in a relation of mutual following and leading. A good leader should also be 

a good follower. Leaders and followers share much in common. The peers need to co-handle 

competition. 4) Followers and leaders are mutually restrictive in right. Leaders’ rights come from the 

organization’s legal rights, and more from followers’ recognition. Without followers’ recognition, 

leaders merely have rights without prestige. They merely exist in name only (Zhu Liyan, Lei Qiang, 

2000). 

Whether leaders can better develop their leading capacity is closely related to followers. 
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Ashford and Scott DeRue (2010) point out in the research that the leadership identity in organization 

is co-constructed in the process of claiming and granting the identity of leaders and followers in 

individuals’ social interactions. By claiming-granting, the individuals in the organization internalize 

the identity as “leader” or “follower”. Furthermore, the identity obtains relational recognition after 

individuals’ mutually accepting others’ roles and getting collective endorsement in organizational 

situation. This is different from traditional cognition. Ashford and Scott DeRue (2010) once raised 

leadership development process model based on identity construction, explained the close relation 

between leaders and followers in the organization’s social construction in details, attempted to reveal 

the key factors that affected leadership development, and put forward that the development of one 

leader’s leadership was completed in the mutual adjustment of leaders and followers. Therefore, a 

real leader should possess correct values, know the key effects of followers on their identity 

construction, and abandon the viewpoint that identity construction is “claimed” by himself in order 

to realize the successful construction of leaders’ identity. “Claiming” refers to the behavior that 

people publicize themselves as leaders or followers. “Granting” refers to the action that people grant 

the identity as “leaders” or “followers” on others. The construction of leader’s identity cannot merely 

rely on their claiming. Only after getting followers’ granting can they really realize identity 

construction. Similarly, followers’ identity construction requires the involved people’s claiming as 

well as leaders’ granting. Additionally, leader’s identity construction is completed in the 

simultaneous proceeding of claiming and granting. Either leaders’ or followers’ identity construction, 

it entails three processes, respectively individual internalization, mutual relational recognition and 

collective endorsement. (Figure 2-3) 

From the above statement, we can know that the claiming and granting of leaders’ and 

followers’ identity is a repeated process of mutual facilitation and formation. The so-called mutual 

facilitation and formation is that if one individual claims his identity as a leader in a specific 

situation but does not obtain others’ support, especially personnel inside the organization, the 

identity as a “leader” is not enhanced. The three aspects of leader identity construction are not 

mature. His individuality is not completely internalized. He does not receive followers’ relational 

support, either. In this sense, his leader’s identity construction is not realized. No matter how 

“claiming” and “granting” are repeated, the construction of a leader’s identity cannot be separated 

from followers’ participation and mutual promotion. Thus, follower is a key factor that affects the 

development of leader’s leadership and identity construction. 

 

2.3.3 Situation factors 

 “Situation” refers to the mutually interwoven factors that compose the scene and 
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are contained in the scene as well as the mutual relation. The famous American 

psychologist and management expert, Fiedler (1962) put forward “Contingency Model 

of Leadership Effectiveness” S=f (L*F*E). S is the effectiveness of leadership. L is 

leader. F is follower. E is environment. The effectiveness of leadership relies on 

situation, indicating the importance of environment on the efficacy of leadership, i.e., 

the effectiveness of leadership cannot be separated from environment (situation). 

Furthermore, the efficacy of leadership is related to the specific situation and 

environment where the leaders are. No fixed model can be used in management. 

Contingency theory and situation theory hold the basic viewpoint that there is no fixed 

or universal or optimal management theory or approach. The organization’s 

management should be corresponding to the internal or external conditions of the 

organization. In addition, leadership contingency theory covers the complexity of 

leadership, which is a very sophisticated social phenomenon. The appearance of one 

leading phenomenon is not only the behavioral result of the leader himself, but also 

relies on the surrounding environment. The process of leadership is a dynamic group 

process and social relation. The mutual influence between leaders and followers is the 

essence of the leading process, which discloses that situation results in the uncertainty 

of leadership.  

Another American behaviorist, Paul Hersey and Kenneth H. Blanchard proposed 

“situational leadership theory” in the 1960s. One successful leader should possess two 

qualities: 1) Effectiveness of leadership, which is decided by the result. 2) Leadership 

satisfaction, i.e., whether leading behavior is accepted by subordinates. Situational 

leadership requires both effectiveness and satisfaction. From the angle of management, 

leaders’ behaviors are classified into “command behaviors” and “supportive behaviors”. 

The so-called command behaviors refer to the behaviors that leaders standardize 

subordinates’ conducts by means of commanding, adopt one-way communication to 

demarcate subordinates’ roles and tasks, and closely control and monitor their acts. The 

so-called supportive behaviors refer that leaders coordinate subordinates’ work with a 

supportive attitude, adopt two-way communication to shape subordinates’ roles, 

propose the goal of tasks for subordinates, support and encourage subordinates to 

complete the tasks, take part in subordinates’ decision-making, care for the subordinates, 

listen to their suggestions, and promote mutual subjectivity. Command behaviors and 
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supportive behaviors reflect leaders’ attitude and approach in interpersonal relationship 

and work in leadership. The combination of two behaviors composes the basic structure 

of situational leadership and forms four different leadership modes (called “situational 

leadership”). By knowing the stage of subordinates’ development (called “subordinates’ 

situation”), the combination of the two situations can form different situational 

leadership mode matching and combination. (seeFigure. 2-4)  

 

Figure2-4situational leadership 

By exploring into leadership contingency theory and situational leadership theory, we can 

clearly know the great effects of situation on leadership development and identity construction. 

Many researches merely focus on the theory of traits of leaders and followers. However, they cannot 

thoroughly explain the leadership barriers in different situations. Leadership mode often changes 

with the development of followers, difficultiesof tasks and environment. Therefore, situational 

factors enhance leadership development and completeness of leaders’ identity construction.  

2.4 Summary of this chapter 

Rites-The Great Learning says “In ancient times, those who want to spread their morality all 

over the world shall govern their nations first. Those who want to govern the nations shall ensure 
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peaceful homes. Those who want to have peaceful homes shall cultivate their own dispositions.” 

This is the essence of Confucianism in China as well as the brief statement of leadership in Chinese 

tradition. “Self-cultivation, home governing, nation ruling and peace” indicates that leadership 

development is characterized with hierarchical and periodical features. In another word, it includes 

different classes, identities and time. It conforms to the development as stated in the paper from the 

development of individual leadership to the development of team leadership and then to the 

development of organization leadership. Leadership affects others’ abilities, which can be inborn or 

cultivated. In particular, the cultivation of the abilities can obtain relevant knowledge and skills by 

empirical learning. Hence, it is of great importance for improving the development of team and 

organization leadership and the organization’s strategic development. In order to be an outstanding 

leader, it is necessary to cultivate and give play to individuals’ sound leading characteristics. 

Furthermore, leaders should guide followers to follow the prospects so as to play the critical effects 

on the development of leadership.  

The ultimate purpose of leadership development is establishing leaders’ guiding capability in 

the group, team or organization, play the leaders’ roles and exert their responsibilities. In this sense, 

the essence of leadership development is the structuring of leader’s identity. In fact, leader’s identity 

construction is a process of socialization. First of all, it is necessary to demarcate individuals’ 

position in the team or group. This is the scope of self-recognition. Second, whether the identity 

obtains the recognition from other members in the team or group. Identity recognition is the 

comprehensive demonstration of relational recognition and collective endorsement. It is a very 

important psychological and behavioral expression state in the transitional development of identity. 

Besides, the expression state exists constantly in the process of “claiming” and “granting”, in which 

the internalization of identity as “leader” and “follower” is generated. Thus, they obtain relational 

recognition in the group, team and organization. From the leader’s perspective, this is the basis of 

developing leader’s identity construction.  

In identity construction, relational structure is finally formed in the constant interactions 

between leaders and followers and effects are exerted. However, society keeps making progress. In 

terms of theories of management, the stale ones are got rid of and the fresh ones are brought forth. 

The construction of identity as leader and follower has been detached from the traditional 

upper-and-lower relation and develops toward a brand new concept. In another word, theconcept that 

leaders are also followers is evolving. On this basis, the boundary between leaders and followers will 

become vague. What is important is that “follower” needs to be re-defined. Leader trait theory is 

about the development of individual’s one-way leadership. The existence of followers provides 
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comparative basis for the leaders’ leadership, while situational leadership can more authentically 

demonstrate leadership. Situational leadership implies that leader’s method does not remain 

unchanged. Leaders need to change the method of leading followers in different situations. Thus, the 

effectiveness of leadership is generated.  

Leadership is more important than management, which does not mean that management is not 

important. It merely implies the group’s and organization’s emphasis on team leaders. Under the 

situation that competition becomes increasingly fierce nowadays, only excellent leaders can guide 

the group or the collective and avoid from being eliminated. It can be said that good leaders are rare 

resources in society or the key for an enterprise’s success. By elaborating on various theories and 

literatures, the paper states and proves the mutual relation between leadership development and 

identity construction. The author thinks that leadership development is the reason for identity 

construction, while identity construction is the result of leadership development. They are in a 

cause-and-effect relation. In addition, the author hopes to provide valuable references for 

middle-level store managers’ identity construction and leadership development in empirical 

researches in the case. 
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Chapter IIIInterview and Analysis of Questionnaire Survey 

In consideration of the research topic, which is leadership development based on Wowprime’s 

Lionet program, a combined research method of interview and questionnaire survey is used in this 

paper. In the early stage of research, the interviewing method is employed to explore the 

implementation situation of Wowprime’s Lionet program as well as the leadership development 

process of Lionetstore managers; and then, based on the results of interviews, a survey questionnaire 

is designed with focus on the research topic in this paper, in order to make questionnaire design 

more well-aimed and reasonable. In the overall process of case analysis, the rigorous approach of 

triangulation will be used in the research, its advantage lies in the fact that experiments can be 

analyzed from different perspectives so as to get more reliable, effective and creative results (Jick, 

1979; Eden & Huxham, 1996). For example, for the research in this paper, objects can be 

investigated from different perspectives, including trainees themselves, other trainees and trainers.  

3.1 Interview 

3.1.1 Why use the interviewing method? 

The interviewing method is used in the preliminary stage of the research in this paper, hoping 

thereby to comprehensively recognize and understand the background and history for the 

implementation of Wowprime’s Lionet program, the training course of Lionet program, the growth 

process or bad experience after Lionetstore managers are dispatched to the restaurants, the current 

situation of  leadership development with Wowprime’s Lionet program and so on, in order to 

design a questionnaire more reasonably on the basis of comprehensively knowing well about 

Wowprime’s Lionet program. For another thing, with the help of qualitative interview and according 

to the answers from respondents, it is possible to extend and conduct an in-depth discussion by 

making a detailed inquiry whenever anything is found to be worthy of study, and this is very helpful 

to develop and focus on the research questions in a better way.  

3.1.2 Respondents 

In this research, 12 representative Lionetstore managers who are rapidly-growing or 

slowly-growing and their subordinates are selected as the respondents. The reason of selecting 
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different types of Lionetstore managers is that the author does not only want to know about the 

growing process of these Lionetstore managers who can successfully overcome difficulties and 

challenges and finally play a good role in restaurant management as well as the key factors, but more 

importantly, the author also expects to explore why some Lionetstore managers cannot adapt to the 

whole process and finally end in failure, hoping thereby to provide better suggestions for the 

implementation of Wowprime’s Lionet program. In order to make the interviews with Lionetstore 

managers as well as observations more well-aimed and objective, the written documents such as 

weekly reports, exam results and comments from trainers during the period of formal training are 

reviewed before the interviews with the respondents are carried out. As for why both Lionetstore 

managers and their corresponding subordinates (24 in total, two from each restaurant) are selected, 

this is because that the author also hopes to verify the facts in various aspects and to obtain more 

reliable, effective and creative results from different perspectives. There is no special requirement 

for the selection of Lionetstore managers’ corresponding subordinates, two employees are selected 

randomly from those who are at work on the date of interview and they are interviewed one by one. 

The interview time with anLionetstore manager is set to be one hour approximately; and that with a 

subordinate is about forty minutes.  

In this research, the theoretical sampling method was finally used to select five Lionetstore 

managers as the specific objects of study, the basic information of these five Lionetstore managers 

are shown in Table 3-1. 
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Table 3-1 Basic information of five lionet store managers 

Name Gender Age University Major 
Date 

onboard 

Date of  

promotion 

Position 

 

Zhao 

Yuqing 
Female 28 

China 

University of 

Political 

Science and 

Law 

Administrative 

Management 

July 4, 

2012 

October 1, 

2014 

Store managerof 

TASTY restaurant 

(Beijing, 

Chongwenmen) 

Liu Ting Female 26 

Northwest 

Agriculture 

and Forestry 

University 

Food Quality 

and Safety 

July 4, 

2012 

November 

1, 2014 

Store manager of 

TASTY restaurant 

(Shanghai, 

Xinzhuang, 

SkyMall) 

Zhang 

Tian 
Male 28 

Xi’an 

University 

Mechanical 

Design 

July 4, 

2012 

March 1, 

2015 

Store manager of 

Wang Steak 

restaurant 

(Shanghai, 

Wujiaochang) 

Yang 

Yiming 
Male 25 

Nanchang 

University 
Education 

July 2, 

2013 

October 1, 

2015 

Store manager of 

Zen Cuisine 

restaurant 

(Shanghai, 

Zhangyang Rd) 

Ai 

Xinye 

 

Female 
26 

Jiangxi 

Normal 

University 

Tourism 

Management 

July 6, 

2011 

August 1, 

2013 

Store manager of 

Wang Steak 

(Qingdao, Mixc 

Mall) 

 

3.1.3 Interview outlines 

The interview content with Lionetstore managers mainly fall into the following three parts, 

which respectively involves the previous experience about leadership, the evaluation on Lionet 

program as well as the process of restaurant management after they are dispatched to the specific 

restaurants.  

The interview content with the matching subordinates can be mainly divided into the following 

three parts as well, which involves their impressions of their Lionetstore managers and opinions 

about them, the biggest challenge that their Lionetstore managers have ever encountered as well as 

their suggestions for their Lionetstore managers’ management work.  

Please see Appendix 5 for more details about interview outlines. 
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3.2 Questionnaire survey 

3.2.1 The reasons for questionnaire survey method  

The structured questionnaire survey method is used in this research, with the purpose of 

providing objective and accurate quantitative data for the research topic in this paper–leadership 

development based on Wowprime’s Lionet program–on the basis of qualitative interviews, and 

therefore to determine the important factors influencing leadership development and make 

conclusions more convictive; for another thing, a face-to-face interview is always time-consuming 

and cannot be easily implemented, and sometimes gets involved in too much subjectivity, but the 

questionnaire survey method is easier to implement and can be used for a large-scale and generalized  

survey, and then for this reason, the primary method of data collection used in this research is the 

method of questionnaire survey, supplemented by the interviewing method.  

Based on the topic in this research, which is leadership development based on Wowprime’s 

Lionet program, 12 Lionetstore managers and their subordinates were interviewed face to face in this 

research, and then it was found that Lionetstore managers tended to run into various difficulties and 

challenges in terms of management when they were dispatched to the restaurants, their personal 

factors and the support provided the company played a pivotal role when Lionetstore managers made 

efforts to overcome difficulties, Lionetstore managers finally achieved leadership development to 

varying extents. Hence, based on the results of interviews, the purpose of the research is to further 

determine the factors which can have an influence on the process that Lionetstore managers 

complete the course of leadership development and really gain recognition of their subordinates after 

they are dispatched to the specific restaurants.  

3.2.2 Respondents 

With regard to the purpose of this research mentioned above, the respondents of questionnaire 

survey can be divided into three parts, including 22 on-the-job Lionetstore managers, 12 on-the-job 

assistant store managers (deputy store managers) (34 Lionetstore managers and Lionet assistant store 

managers in total, male 12, female 22) as well as 204 employees from the restaurants where these 

on-the-jobstore managers and assistant store managers are responsible for managing. As for why the 

investigation mode of the matched pairs of Lionetstore managers, Lionet assistant store managers 

and their subordinates is selected and used, the reason is that leadership development involves a 

process of interaction between a team leader and his or her subordinates, it requires the participation 
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and cooperation of both parties, and meanwhile, the factors influencing the process of leadership 

development can be explored from two perspectives. In order to make investigation and analysis 

more just and accurate, the respondents who joined in the questionnaire survey were divided into 

two groups, the questionnaire survey was carried out for these two groups separately, with a 

Lionetstore manager (or assistant store manager) as one group and 6 employees from his or her 

restaurant as another group, there were no strict conditions for the screening and selection process of 

subordinates, employees were randomly chosen from the workplace and asked to fill out the 

questionnaire. Lionetstore manager filled out the questionnaire alone, and his or her 6 subordinates 

filled out the questionnaires together in an independent space, the respondents in these two groups 

filled out the questionnaires simultaneously but would not interfere with each other, and moreover, 

before this survey got started, the academic purpose and independence of this research was 

communicated to the respondents in these two groups, the Lionetstore manager and his or her 

subordinates were told that the analytical data of this questionnaire survey would not be applied as 

the suggestions about restaurant management for the company to evaluate individuals or the whole 

team, hoping thereby to collect objective data for analysis. They can take about 30 minutes to fill out 

the questionnaire as designed. 

3.2.3 Design of variables for questionnaire survey 

3.2.3.1 Questionnaire for Lionet store managers and Lionet assistant store 

managers 

The questionnaire for the on-the-job Lionetstore managers as the respondents mainly include 

five variables, namely learning orientation, proactivity, ego-resiliency, job challenge profile as well 

as perceived identity acceptance. The aim is to explore the factors in the aspects of environment, 

individual, individual behavior and organization that can have an impact on leadership development 

as well as the outcomes of leadership development. Likert (R.A. Likert) scale is employed for the 

questionnaire survey, the respondents specify their level of agreement or disagreement by creating a 

score on a symmetric agree-disagree scale of “7=Strongly agree, 6=Agree, 5=Somewhat agree, 

4=Not Sure, 3=Somewhat disagree, 2=Disagree, 1=Strongly disagree”, the final score of a variable is 

the average score of all the dimensions, while the score of each dimension is the average score of all 

the statements after their scores are added together and then divided by the number of statements, the 

higher the score is, the more likely it accords with the problem or behavior mentioned in the 
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statement, and then the higher the score of this variable or dimension will be, which indicates that 

the behavior or prominent problem reflected in this dimension is more obvious. These five parts are 

explained in the following part.  

Please see Appendix 6:Questionnaire for Store manager 

1. Learning orientation 

By measuring this variable, it aims to understand whether Lionetstore managers try to gain 

more knowledge and expertise on their own in the aspect of self-learning goal orientation so as to 

make themselves more competent in work. Studies show that the higher the degree of self-learning 

goal orientation is, the higher the degree of achievement motivation orientation will be, which also 

has a positive influence on employees’ creative work performance (Janssen& Van Yperen, 2004).  

The learning goal orientation scale developed by Vande Walle is used as a reference to measure 

this variable, it is mainly applied to measure Lionetstore managers’ learning motivation and learning 

ability in their work. The revised scale involves one dimension and 6 statements, for example, the 

higher the score of the dimension “I enjoy the challenging tasks in work, which can make me acquire 

new skills” is, the more likely this Lionetstore manager has the ability to improve his or her own 

competence by self-learning.  

2. Proactivity 

By measuring this variable, it aims to know about whether Lionetstore managers proactively 

and spontaneously seek the goal of realizing the objectives of the organization and the individuals, 

and meanwhile, proactive behaviors means the actions taken by employees in advance with the 

purpose to exert an effect on themselves or their surroundings (Grant & Ashford，2008), it is a kind 

of important skill for employees to adapt to their environment and a strategy for them to be 

socialized proactively. In domestic (Mainland China)research proactive personality, organization 

innovation and the relationship between the hotel staff innovation behavior, the research results 

indicate that proactive personality and employee innovative behavior on the improvement of 

organizational innovation ability have positive prediction function, especially in the aspect of 

employee predictability is stronger. (Xu Dandan, 2013) 

The proactivity scale developed by Ashford and Black is used as a reference to measure this 

variable, it is mainly applied to measure Lionetstore managers’ critical and spontaneous behaviors in 

their work. With this scale, it measures seven categories in total that they might encounter in their 

work, including seeking feedback, managing the relationship with leaders, establishing the network 

of interpersonal relationships, coordinating work, searching information, thinking positively and 

being generally socialized, etc. The revised scale covers 7 dimensions and 19 statements in total, and 
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moreover, take the measurement on the dimension of “seeking feedback” as an example, for the 

statements such as “I would like to ask for the comments about my work performance from my 

superior”, the higher the score is, the better that a Lionetstore manager performs in the aspect of 

proactivity. (see Table 3-2) 

Table 3-2Examples of proactivity scale 

Dimension  Statement  

Seeking feedback 
I would like to ask for comments about my work performance 

from my superior. 

Managing the relationship with leaders I get along with my superior as much as possible.  

Establishing the network of 

interpersonal relationships 

I proactively communicate with my colleagues who work in 

other departments of our company.  

Coordinating work  
I coordinate work through consultation with others (my 

superior or colleagues).  

Searching information 
I proactively know about our company culture, core values and 

other colleagues’ way of act.  

Thinking positively  I see difficulties as opportunities in my work.  

 

Being generally socialized 
I often take part in various conferences organized in the 

company.  

 

3. Ego-resiliency 

By measuring this variable, it aims to explore whether Lionetstore managers have the 

psychological traits to overcome difficulties and remove obstacles in adversity and positively face 

the course of event intrinsically. Individuals with excellent ego-resiliency can always stay optimistic, 

face difficulties optimistically even in adversity and their positive and optimistic attitude can make 

other people around them also have a good mood and mental outlook.  

The IQ and ego-resiliency scale developed by Block and Kremen is used as a reference to 

measure this variable, it is mainly applied to measure store managers’ ego-resiliency in their work. 

The revised scale involves one dimension and 7 statements. Take the statement that “I can overcome 

fear rapidly and get over” as an example, the higher the core is, the better Lionetstore manager 

performs in the aspect of ego-resiliency. 

4. Job challenge profile 

Studies show that job challenge profile can help employees fulfill their potential, make them 

have a sense of pride and a sense of achievement, improve their confidence and their motivation to 

work, and also urge them to increase their knowledge constantly, develops skills and enhance their 

comprehensive quality. Job challenge profile is the most effective incentive method for those who 

are in pursuit of a high sense of achievement and those who make great efforts to seek power and 
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self-development (Shi Xiujun, 2009). 

By measuring this variable, it aims to probe into the difficulties that Lionetstore managers 

encountered after they were dispatched to the restaurants and the factors hindering their further 

leadership development, and furthermore, a problem-based solution to deal with these difficulties 

can be put forward aiming at Wowprime’s Lionet program in this paper, which is helpful for 

Lionetstore managers’ leadership development.  

The job challenge profile (JCP) scale developed by McCauley is used as a reference to 

measure this variable, it is mainly applied to measure all kinds of challenges that store managers 

encountered in their work. With the help of this scale, five categories of challenges that store 

managers may encounters in their work were measured, including completing unfamiliar tasks and 

responsibilities, developing new direction, inheriting the problems associated with the previous 

administration, solving problems relating to employees, high stakes, dealing with the diversity of 

management responsibilities, dealing with external pressure and exerting influence on others without 

the use of authority, etc. According to the structured interviews, it was found in this scale that except 

that the category of “dealing with diversity” does not exist in the statements to be researched, some 

statements in some other dimensions are also not very proper, and therefore they should also be 

excluded from this scale. The revised scale includes 8 dimensions and 21 statements in total. Take 

the measurement on the variable of “unfamiliar tasks and responsibilities” as an example, for the 

statement that “I am often questioned by others about whether I am qualified for the position”, the 

higher the score is, the greater the challenge that an Lionetstore manager encounter in their work will 

be in the aspect of job challenge profile. (see Table 3-3) 
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Table 3-3 Examples of job challenge profile scale 

 

Dimension Statement 

Completing unfamiliar tasks and 

responsibilities 

I am often questioned by others about whether I am qualified for 

the position. 

Developing new direction 

I have to make significant strategic adjustments, such as the 

direction of restaurant management, organization structure, 

serassitant  system, the direction of operations, etc.  

Inheriting the problems associated with 

the previous administration 

I must solve the problems left over by the previous store 

manager.  

Solving problems relating to employees 
My subordinates are used to do things with the previous way of 

act and do not want to make changes.  

High stakes 
All of those key goals that I have to accomplish have a clear 

deadline. 

Dealing with the diversity of 

management responsibilities 

There are much more things that I have to deal with for my 

current work and responsibilities (manage more people, more 

money, more functions, etc.) 

Dealing with external pressure  
I need to manage relationships with officials in governments or 

some regulatory bodies.  

Exerting influence on others without the 

use of authority 

In order to realize some important goals, I have to work with 

some peers from other departments.  

5. Perceived identity acceptance 

By measuring this variable, it aims to find out to what extent Lionetstore managers are 

accepted in the team. Studies indicate that identity acceptance refers to the individual’s degree of 

recognition and level of acceptance for his or her role in the team as well as his or her distinction, 

and also the individual’s perception of regarding himself or herself as a member belonging to a 

certain team in a sense of feelings and values, while such perception is finally completed with the 

individual’s ego identity, and in other words, it is achieved with the help of self-identity (Zou Ying, 

2007). The role of anLionetstore manager in a restaurant is set to be a team leader, but it also has its 

own particularity in the process of learning and growth, and therefore, identity acceptance is of great 

importance for leadership development. 

The employee perception scale developed by Ibrra and Andrews is used as a reference to 

measure this variable, it is mainly applied to measure store managers’ state of self-perception in the 

process of identity construction. The revised scale covers one dimension and two statements. Take 

the statement that “I think that I am fully accepted by all the colleagues in our restaurant” as an 

example, the higher the score is, the higher the degree of acceptance for anLionetstore manager is in 

this dimension.  



 

47 

3.2.3.2 Questionnaire for the subordinates matched with Lionet store managers 

The questionnaire designed for the subordinates matched with Lionetstore managers as the 

respondents mainly contains three parts, namely recognition of team leader, team leader’s 

competence and kindness as well as leadership effectiveness. The purpose is to explore and reflect 

Lionetstore managers’ performance in the process of leadership development in the eyes of their 

subordinates as well as the outcomes of leadership development. Likert (R.A. Likert) scale is 

employed for the questionnaire survey and the final questionnaire is worked out on the basis of 

improving the original sum scale. The respondents specify their level of agreement or disagreement 

by creating a score on a symmetric agree-disagree scale of “7=Strongly agree, 6=Agree, 

5=Somewhat agree, 4=Not Sure, 3=Somewhat disagree, 2=Disagree, 1=Strongly disagree”, the 

higher the score is, the more likely it tends to accord with the problem mentioned in the statement, a 

higher score for a dimension means that the behavior or prominent problem reflected in this 

dimension is more obvious. These three parts are explained as follows. 

Please see Appendix 7: Questionnaire for Colleagues 

1. Recognition of team leader 

Recognition indicates employees’ degree of acceptance of the role of their team leader as well 

as their team leader’s corresponding characteristics. In this research, the subordinates’ degree of 

identity acceptance of Lionetstore managers is regarded as an outcome variable for leadership 

development. By measuring this variable, it aims to know about the degree of recognition of 

Lionetstore managers in the heart of their subordinates (which can be also interpreted as the 

subordinates’ degree of recognition of Lionetstore managers’ interpersonal relationship). A team 

leader can hardly make an organization integrated and run effectively without the support of his or 

her subordinates, while the subordinates’ recognition of team leader identify is exactly the reason 

why they are willing to support their team leader. “Recognition” includes trust, respect, admiration, 

etc.  

The correlates of charismatic leader behavior scale developed by Shamir, Zakay and Breinin 

(1998) is used as a reference to measure this variable, it is mainly applied to measure the 

subordinates’ degree of recognition of the Lionetstore manager who is in charge of their restaurant. 

The revised scale consists of one dimension and 7 statements, and take the statement that “I fully 

trust our store manager” as an example, the higher the score is, the better this store manager 

performs in terms of this dimension and moreover, the more successful the process of leadership 

development is.  

2. Team leader’s competence and kindness 
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The demonstrated ability is a very important management index for a team leader, as it can be 

interpreted as a kind of quality demonstrated by a team leader when he or she achieves a goal or 

completes a task. Kindness is an expression of care and concern, it is also one of the important 

conditions for a team leader to implement teambuilding and enhance the cohesiveness among team 

members. By measuring this variable, it aims to know about Lionet store managers’ ability of 

self-planning for their work as well as their ability to execute, and how much they care about their 

subordinates. With the results of the measurement on this variable, this team leader’s competence in 

the aspects of management and teambuilding can be known.  

The assessment scale of factors influencing trust developed by Mayer and Davis is used as a 

reference to measure this variable, it is mainly applied to measure Lionetstore managers’ competence 

in the aspects of management and teambuilding in their restaurants. The revised scale covers 2 

dimensions and 12 statements in total.  A higher score indicates a better performance of anLionet L 

store manager in this dimension. (see Table 3-4) 

Table 3-4Examples of team leader’s competence and kindness scale 

Dimension  Statement 

Competence Our store manager can do his or her work very well.  

Kindness 
Our store manager will always encourage me timely every time 

when I am in trouble.  

 

5. Leadership effectiveness 

Leadership effectiveness indicates how effective a team leader’s leadership behaviors are in the 

eyes of his or her subordinates, mainly including three aspects: (1) extra efforts, that is to say, 

whether a team leader can lead his or her subordinates to achieve the stated objectives; (2)leadership 

effectiveness, that is to say, to what extent a team leader can encourage his or her subordinates to 

make extra efforts to do their work well; (3) satisfaction, in other words, how satisfied the 

subordinates are with their team leader’s management style. By measuring this variable, the 

outcomes of Lionetstore managers’ leadership development can be obtained in this research.  

The leadership effectiveness scale developed by Bass and Avolio (1995) is used as a reference to 

measure this variable, the revised scale contains 3 dimensions and 9 statements in total. A higher 

score indicates a better performance of lionetstore manager in this dimension, and also a more 

successful result of leadership development.(see Table 3-5) 
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Table 3-5 Examples of leadership effectiveness scale 

Dimension Statement 

Extra efforts Our store manager always encourage me to achieve things 

which are beyond my imagination.  

Leadership effectiveness Our store manager has the ability to meet our work-related 

needs effectively. 

Satisfaction Our store manager works with us in a satisfying way. 

3.2.3.3 Perception and preference inventory 

In this research, the analysis of data measured for Lionetstore managers’ personality 

characteristics is based on Perception and Preference Inventory (PAPI) designed by M.M Kostick 

Company in the United States in 1980. Self-concept is the perception of oneself in all the aspects, it 

is a multi-dimensional, multi-level and organized structure, with the characteristics of evaluation and 

also can be separated from others’ perceptions. When an individual’s behaviors and intensity of 

demand in the past are used as a reference to judge or predict this person’s behaviors in the future, it 

is possible to know about how strong this individual’s various psychological needs. In this paper, the 

terms of “activity” and “concept of teamwork” from Perception and Preference Inventory are used to 

measure Lionetstore managers’ personality characteristics. And moreover, “activity” includes 

“rapidity” and “vigor” from Perception and Preference Inventory. “Rapidity” describes how active 

an individual is, which is reflected in the efforts to get things done quickly, etc. “Vigor” indicates 

how energetic an individual is, which is particularly reflected in the characteristics such as feeling 

energetic always, never get tired, etc. An empirical study conducted by Li Gengfu (2008) for a 

high-tech enterprise in Taiwan shows that “vigor” can help to predict employee performance 

effectively (the standardized coefficient β is 0.12, the value of t is 2.44 and p<0.05). This means that 

the more vigorous and full of youthful spirit employees are in their work, the better their job 

performance will be.  

“Concept of teamwork” includes two aspects from Perception and Preference Inventory, namely 

“need to support authority” and “need for rules and supervision”. “Need to support authority” is to 

what degree an individual would like to support authority, which is reflected in the efforts to please 

those whom this individual admires and comply with all the suggestions from many authorities. 

“Need for rules and supervision” mainly indicates to what degree an individual accepts guidance and 

adassitant  from the team and toes the line, which is reflected in the efforts to do things in 

accordance with various standards and the need for well-defined work instructions. A statistically 

higher score indicates that this individual is willing to be a follower and toe the line as a part of the 
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team, with a less obvious personal style; while a statistically lower score indicates that this 

individual wants to be a leader and does not like being told what to do, with a distinct personal style. 

For a store manager, “activity” and “concept of teamwork” are the critical capabilities to 

improve performance and lead employees with team cohesiveness in the process of performance 

management. The indexes used to evaluate “activity” include “rapidity” and “vigor”, which 

respectively correspond to “rapidity” and “vigor” in Perception and Preference Inventory. “Rapidity” 

describes how rapidly an individual usually acts and behaves; “vigor” presents the pace of life and 

the strength of activity, it corresponds to “pace of life” mentioned in the main dimension of 

Perception and Preference Inventory. The indexes used to evaluate “concept of teamwork” consist of 

“need to support authority” and “need for rules and supervision”, which respectively correspond to 

“need to belong” and “need to be told what to do” in Perception and Preference Inventory. “Need to 

belong” means that an individual is willing to admire and follow a team leader as a subordinate; and 

“need to be told what to do” indicates that an individual is happy to be led and to be told what to do, 

which exactly correspond to “followership” in Perception and Preference Inventory. Different from 

the scale for questionnaire survey as previously mentioned, the score range for each sub-dimension 

in Perception and Preference Inventory is deigned to be 1 to 9, the scores for all the sub-dimensions 

are added up to get the final score for the main dimension, and the higher the final score is, the more 

obvious this personality characteristic is.  

The comparison and analysis on the data about personality characteristics will be used together 

with case studies in Chapter Five, rather than a part of questionnaire survey. The analysis is mainly 

based on two sets of data, one is the primary data from the Perception and Preference Inventory 

forms filled out by Lionet candidates when they were on board, and the other is the current data to be 

analyzed for this research, the differences and changes of Lionetstore managers’ personality 

characteristics in the process of socialization can be seen by comparing these two sets of data.  

3.2.4 Data analysis 

Before questionnaires were distributed to people on a large scale, a pretest was carried out with 

about 7 Lionetstore managers and 42 matching subordinates. Mplus7 and SPSS22 analysis software 

were used to make a statistical analysis on the data collected from the questionnaires for pretest, the 

methods of confirmatory factor analysis and reliability analysis are used to verify the reliability and 

construct validity of questionnaire, and then based on the results of analysis, improper statements or 

not really relevant statements were deleted, and meanwhile, in consideration of the actual conditions, 

some statements in the questionnaire were adjusted properly by deleting or adding, and then the 
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formal questionnaire survey was conducted with  Lionetstore managers, Lionet assistant store 

managers and their matching subordinates. The revised questionnaire for Lionetstore managers and 

Lionet assistant store managers consists of 5 variables, 18 dimensions and 45 statements. And, the 

final questionnaire for their matching subordinates covers 3 variables, 6 dimensions and 28 

statements, the analytical data of various variables and dimensions of the questionnaires for 

Lionetstore managers, Lionet assistant store managers and their matching subordinates was obtained 

with the help of SPSS22 analysis, hoping thereby to know about the performance of Lionetstore 

managers and Lionet assistant store managers. 

3.2.5 Matters needing attention for the implementation of questionnaire survey 

In the process of distributing and retrieving questionnaires, special attention should be paid to 

the following details as well so as to ensure the accuracy and objectiveness of data collected from 

questionnaire survey. 

1. Emphasize the purpose of survey: it is necessary to tell employees that this survey is only for 

academic purposes, but not organized by the company, in order to reassure them and therefore they 

can fill out questionnaires strictly according to the facts with an easy mind. Because employees are 

asked to evaluate their Lionetstore managers and Lionet assistant store managers in the aspects such 

as abilities and behaviors in this questionnaire survey, it would be hard to get the real data if 

employees do not know that this survey is only for academic purposes, and moreover, the validity of 

this questionnaire survey would be decreased so that it would be very hard to get accurate and 

objective conclusions of the research.  

2. Minimize errors: it is necessary to make sure that questionnaires are distributed in the 

presence of someone who is in charge of this project, and in this case, the respondents can feel that 

researchers attach great importance to this questionnaire survey, resulting in a lower likelihood of the 

situations such as filling out questionnaires perfunctorily, uncompleted answers, or discussing with 

each other when filling out questionnaires, and therefore, the recovery rate and effective rate of 

questionnaires can be improved.  

3. Time of questionnaire survey: because the respondents in this research are workers in the 

catering industry, it is important to carry out this questionnaire survey at the right time, and therefore, 

accurate and objective data can be collected without affecting their work. Hence, in consideration of 

business hours, the questionnaire survey can be carried out at 3:00 pm generally, which is exactly the 

right time because lunchtime comes to an end but dinner time is not up yet.  

4. Objectiveness of data input: someone who is unrelated to this research project was invited to 
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input data with coded questionnaires so as to ensure the objectiveness of data input. 

5. Additional remarks: because the respondents and restaurants involved in this survey are in 

multiple regions and cities of the Chinese Mainland, the work of organizing employees to fill out 

questionnaires in some restaurants was delegated to district store managers in consideration of the 

timeliness for data collection.  Before this, the author called the relevant district store managers 

together in person to let them know about the matters needing attention in the process of filling out 

questionnaires and provide them with necessary training, hoping thereby to minimize errors in the 

process of implementation.  

3.2.6 Results of questionnaire survey 

The respondents of this questionnaire survey are the members of Lionet program, among whom 

Lionet store managers and Lionet assistant store managers (deputy store managers) are the main 

objects of this research, the number of respondents involved in this survey takes up about 29% of the 

total number of store managers. Because this survey is very clearly aimed at Lionet store managers 

and Lionet assistant store managers, the data results of this survey are only applicable to store 

managers who get promoted through Lionet program, and for his reason, as for the behaviors or 

personality traits of those “non- Lionet store managers” who are not promoted through Lionet 

program, there is no data or evidence showing that Lionet store managers and Lionet assistant store 

managers perform better or more excellently than non- Lionet store managers. 

Data analysis in this research can be divided into three parts for comparison and statement: 1.) 

Regional analysis: the differences of Lionet store managers, Lionet assistant store managers and 

their subordinates in different regions of the Chinese Mainland in all the dimensions of leadership 

development were analyzed. As for the regional division, the respondents were divided into groups 

by Wowprime’s regional division in the Chinese Mainland for analysis, including North China group, 

East China group and South China group. Groups of Lionet store managers, Lionet assistant store 

managers: 12 respondents in the North China group, 13 respondents in the East China group and 9 

respondents in the South China group, 34 respondents in total. Groups of their subordinates: 72 

respondents in the North China group, 78 respondents in the East China group and 54 respondents in 

the South China group, 204 respondents in total. 2.) Comprehensive analysis: Lionet store managers 

and Lionet assistant store managers are regarded as a whole group for a comprehensive survey, the 

growth processes of Lionet store managers and Lionet assistant store managers are the same, the 

advantages and disadvantages of this specific group in the process of leadership development can be 

learned by means of a comprehensive analysis. 3.) Analysis of position and genderdifference: the 
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collected data is further analyzed with Lionet store managers and Lionet assistant store managers as 

two different groups, the transformation processes of members in Lionet program at different stages 

in terms of abilities or behaviors can be learned through a comprehensive analysis, which can help to 

provide a reference direction for leadership development. 22 on-the-job Lionet store managers, 12 

on-the-job assistant store managers (deputy store managers), 12 male , 22 female, 34 Lionet store 

managers and Lionet assistant store managers in total. 

3.2.6.1 Regional analysis: (see Table 3-6) 

Table 3-6 Regional analysis 

group 
item 

number 
analysis item North china East China SouthChina 

Analysis of data 

collected from 

the 

comprehensive 

group of Lionet 

store managers 

and lionet 

assistant store 

managers 

1 Learning orientation 5.82 5.94 6.06 

2 Proactivity 5.56 5.82 5.65 

3 Ego-resiliency 5.73 5.87 5.79 

4 Job challenge profile 4.11 4.14 4.04 

5 
Perceived identity 

acceptance 
5.79 6.15 5.83 

Analysis of data 

collected from 

the group of 

subordinates 

1 
Recognition of team 

leader 
5.78 5.70 5.78 

2 
Team 

leader’scompetence 

and kindness 

5.83 5.79 5.82 

3 
Leadership 

effectiveness 
5.77 5.82 5.71 

Note: All variables in the questionnaire by “Likert” scale measurement , “7=Strongly agree, 

1=Strongly disagree”. 

 

1. Analysis of data for the group ofLionets 

1) As for the comparison in the variable of learning orientation, the average score of Lionetstore 

managers and Lionet assistant store managers in the South China group is more than 6, which 

indicates that Lionetstore managers and Lionet assistant store managers in the South China group are 

more motivated to acquire knowledge and skills or they are more willing to face challenges in their 

work so as to give full play to their strengths by doing something meaningful, the average scores of 

Lionetstore managers and Lionet assistant store managers in the East China group and the North 

China group are less than 6, but there is no statistically significant difference by comparison with 

that in the South China group, they are basically at the same level . Hence, there is no difference 

among three groups in terms of learning orientation 
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2)The comparison in the variable of proactivity, the average scores of all these three groups are 

less than 6, and the score of the East China group is a little more than that of the other two groups, 

butthe difference is no statistically significant, they are basically at the same level. This indicates that 

Lionetstore managers’ and Lionet assistant store managers’ performance in the aspects of initiative 

and proactivity in these three groups is at a degree of acceptability in the dimension of proactivity 

3)As for the comparison in the variable of ego-resiliency, the scores of all these three groups are 

less than 6. The average score of the East China group is a little bit higher, but there is no statistically 

significant difference in the aspect of ego-resiliency among Lionetstore managers and Lionet 

assistant store managers in these three groups, indicating that Lionetstore managers and Lionet 

assistant store managers in these three groups basically have the same ability to overcome 

difficulties in adversity with a positive and optimistic attitude, their performance is at a degree of 

acceptability.  

4) As for the comparison in the variable of job challenge profile, the scores of Lionetstore 

managers and Lionet assistant store managers in these three groups are all less than 5, which means 

that it is hard to judge whether Lionetstore managers and Lionet assistant store managers in these 

three groups have job challenge profile on the whole, there is no statistically significant difference 

among these three groups, they are at same level. 

5)As for the comparison in the variable of perceived identity acceptance, the average score of 

the East China group is more than 6, reaching an extent of excellent, this indicates that Lionetstore 

managers and Lionet assistant store managers in the East China group can be well accepted by their 

colleagues in their restaurants. The average scores of the South China group and the North China 

group are less than 6 but the difference is not statistically significant, they are basically at the same 

level, which suggests that Lionetstore managers and Lionet assistant store managers in the South 

China group and the North China group can be satisfied in team integration by their colleagues. 

 

2. Analysis of data for the group of subordinates 

1)As for the comparison in the variable of recognition of team leader, the average scores of all 

these three groups are no more than 6, the average scores of these three groups are all around 5.7, the 

difference is not statistically significant and they are basically at the same level.  

2)As for the comparison in the variable of team leader’s competence and kindness, the average 

score of the East China group is slightly lower than 6, but the difference is not statistically 

significant among these three groups, they are basically at the same level. It indicates that the 

competence of Lionetstore managers and Lionet assistant store managers is recognized and accepted 
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by their colleagues as they have the ability to complete tasks well and care about their subordinates’ 

interests and needs. 

3)As for the comparison in the variable of leadership effectiveness, the average scores of 

Lionetstore managers and Lionet assistant store managers in these three groups for this variable are 

all less than 6, the difference is not statistically significant and they are basically at the same level. 

This suggestions that the influence of Lionetstore managers and Lionet assistant store managers on 

their subordinates’ attitudes and behaviors in work is recognized by their colleagues. 

 

3. Based on the analysis of data on a regional basis, the main conclusions are as follows:  

1) The average score of the South China group is 6.06 in the aspect of learning orientation, 

which is higher than those of the other two groups, suggesting that Lionetstore managers and Lionet 

assistant store managers in the South China group are more willing to acquire knowledge and new 

skills and more motivated to improve professional competence than those in the other two regions. 

The author considers that this accords with the current brand development strategy of Wowprime, 

the number of Wowprime’s restaurants in the East China region has gradually reached saturation in 

recent years, it is hard to expand the market in the North China region, and therefore, the South 

China region is an important area for the brand development of Wowprime Group, there is a more 

favorable environment for the demand for talents and development opportunities for the 

implementation of Lionet program in this region, especially with the intense competitive pressure for 

talents,hope that through their own learning to strive for more development opportunities. 2) The 

average score of the East China group is 6.15 in the aspect of perceived identity acceptance,it means 

they good in team integration, which is higher than those of the other two groups, but the average 

score of the East China group is only 5.7 in the aspect of recognition of team leader, which is the 

lowest one among these three groups. This is a paradox. In other words, herein lies the great 

difference between store managers and their subordinates in terms of identity recognition, suggesting 

that Lionetstore managers and Lionet assistant store managers in the East China group have a lot of 

room for improvement in the aspects of teambuilding and leadership. 3) The average score of 

Lionetstore managers and Lionet assistant store managers in these three groups in the aspect of job 

challenge profile are all less than 5, indicating that the abilities of Lionetstore managers and Lionet 

assistant store managers are not given full play, the current job of restaurant management is not very 

challenging for them. But the data collected from the questionnaires filled out by the subordinates 

shows that team leader’s competence and kindness is at a degree of acceptability. The author 

considers that human resources department in this company should pay attention to the planning of 
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high-growth talents, in order to avoid brain drain. Studies show that if employees who have a strong 

desire to achieve self-worth and seek for a sense of achievement are asked to undertake challenging 

tasks, this can motivate them to the greatest extent possible (Shi Junxiu, 2009). 4) According to the 

results of date analysis and comparison between the group of subordinates and the group of 

Lionetstore managers and Lionet assistant store managers in all these three regions, it can be seen 

that except that the average score of Lionetstore managers and Lionet assistant store managers in the 

aspect of learning orientation is significantly higher than those of the other two groups, although the 

scores are high or low in other variables or dimensions, there is actually no statistically significant 

difference, the scores are almost at the same level, indicating that there is no statistically significant 

difference in the performance of Lionetstore managers and Lionet assistant store managers or their 

subordinates’ recognition of store managers on a regional basis. 

3.2.6.2 Analysis of data collected from the comprehensive group of Lionet store 

managers and lionet assistant store managers and data collected from the group 

of subordinates. (see Table 3-7) 

1. The comprehensive group of Lionet store managers and Lionet assistant store managers 

Table 3-7 Datasheet of various variables for the comprehensive group of Lionetstore managers and 

Lionetassistant store managers 

 Average Median MIN MAX SD 

Learning Orientation 5.93 6.00 4.67 7.00 0.63 

Proactivity 5.68 5.80 4.48 6.71 0.53 

Ego-resiliency 5.80 5.86 4.14 7.00 0.62 

Job Challenge Profile 4.10 4.23 2.96 4.96 0.57 

Perceived Identity Acceptance 5.94 6.00 4.50 7.00 0.65 

Note: All variables in the questionnaire by “Likert” scale measurement , “7=Strongly 

agree, 1=Strongly disagree”. 

(1) Both the average scores and median scores of the comprehensive group of Lionet store 

managers and Lionet assistant store managers in the variable of learning orientation are about 6, 

indicating that Lionet store managers and Lionet assistant store managers generally have a sense 

of self-learning to increase knowledge and skills and are willing to give full play to their abilities 

by doing something meaningful. The scores in terms of perceived identity acceptance are about 

6, suggesting that Lionet store managers and Lionet assistant store managers can realize that 

they are part of a team and can be accepted by their team members. Both the average scores and 
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median scores in terms of ego-resiliency and proactivity are close to 6, which indicates that 

Lionet store managers and Lionet assistant store managers perform well in the aspects of 

ego-resiliency and proactivity at a degree of excellence. In addition, Lionet store managers and 

Lionet assistant store managers widely believe that the job is not very challenging, indicating 

that it is not very difficult for them to do their work well. (see Figure 3-1) 

 

 

Figure3-1 Proactivity 

(2) Data analysis of various dimensions in proactivity:The average scores in terms of searching 

information, thinking positively and coordinating work are more than 6, indicating that Lionetstore 

managers and Lionet assistant store managers are proactive in these three dimensions. Searching 

information means that individuals take the initiative to know about the information relating to the 

company’s organizational culture, important policies and the state of employees; thinking positively 

means that individuals handle things with a positive attitude; coordinating work refers to the spirit of 

cooperation between one individual and other individuals, indicating an excellent ability to deal with 

business by solving problems, communicating and coordinating. And moreover, the average scores 

in the aspects such as managing the relationship with leaders, being generally socialized, stablishing 

the network of interpersonal relationships, seeking feedback and so on are more than 5, suggesting 

that the performance of Lionetstore managers and Lionet assistant store managers in these four 

aspects is good enough, most of content indexes in these four dimensions are mainly used to 

evaluate the performance of Lionetstore managers and Lionet assistant store managers in 
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establishing relationships with their superiors, peers and subordinates and seeking feedback for their 

work performance. And moreover, the average score in the aspect of seeking feedback is the lowest, 

it can be seen that the research objects have little enthusiasm for seeking a way to seek feedback 

about their job performance (see Figure 3-1). 

 

 

Figure 3-2 Job challenge profile 

 

(3) Data analysis of various dimensions in job challenge profile:For job challenge profile, the 

average score in the aspect of dealing with external pressure is 5.79, dealing with external pressure is 

to deal with relationships with non-operational roles, such as customers and officials in governments 

or some regulatory bodies, suggesting that the challenge in this dimension is the greatest. The 

average score in terms of high stakes is more than 5.19, high stakes means that there should be a 

well-defined timeline for the key performance indicators to be accomplished at the request of the 

company, indicating that Lionetstore managers and Lionet assistant store managers agree with that 

the job in this aspect brings challenge. The average scores in the aspects of exerting influence on 

others without the use of authority and developing new direction are more than 4, indicating that 

Lionetstore managers and Lionet assistant store managers basically agree with that the job in these 

two dimensions brings challenge, the data in these two dimensions indicates that it is not very 

challenging in the aspects of coordinating work and planning business strategies. The average scores 

in the aspects such as inheriting the problems associated with the previous administration, solving 

problems relating to employees, dealing with the diversity of management responsibilities, 
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completing unfamiliar tasks and responsibilities and so on are less than 4, indicating that Lionetstore 

managers and Lionet assistant store managers basically do not agree with that the job in terms of the 

above-mentioned dimensions can bring challenge, and moreover, the average score in the aspect of 

completing unfamiliar tasks and responsibilities is 2.29, suggesting that Lionetstore managers and 

Lionet assistant store managers have already had the capacity or the competency to manage 

restaurants well and indicating that the respondents do not think that the job in this aspect is very 

challenging (see Figure 3-2). 

2. The group of subordinates 

1) Analysis of data collected from the group of subordinates for various variables 

Table 3-8 Datasheet of data analysis for the group of subordinates for various variables 

 Average Median Min MAX SD 

Recognition of team leader 5.75 5.79 4.50 6.86 0.57 

Team leader’s competence and kindness 5.88 5.93 4.78 6.99 0.45 

Leadership effectiveness 5.77 5.81 4.15 6.93 0.62 

Note: All variables in the questionnaire by “Likert” scale measurement ,as“7=Strongly 

agree, 1=Strongly disagree”. 

The average scores and median scores of these three variables according to the date collected 

from the questionnaires filled out by the subordinates are all less than 6 but close to 6, indicating that 

the subordinates’ recognition of Lionetstore managers and Lionet assistant store managers is at an 

above-average level. They have a positive attitude about the competence of Lionetstore managers 

and Lionet assistant store managers and affirm that Lionetstore managers and Lionet assistant store 

managers care about their subordinates. And moreover, they also have a positive attitude about the 

leadership of Lionetstore managers and lionet assistant store managers and their efforts in motivating 

their teams. (see Table3-8) 
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Figure 3-3 Team leader’s competence and kindness 

 

2) Data analysis about team leader’s competence and kindness:The average scores in these the two 

dimensions of team leader’s competence and kindness are all more than 5 and close to 6, indicating 

that the respondents recognize their Lionetstore managers’ and Lionet assistant store managers’ 

competence and kindness, at a degree of excellence. The average score of Lionetstore managers and 

Lionet assistant store managers in the aspect of competence is close to 6, which suggests that 

Lionetstore managers’ and Lionet assistant store managers’ ability to manage or solve problems can 

be well recognized. According to the average scores in terms of kindness, it can be seen that the 

subordinates recognize that Lionetstore managers and Lionet assistant store managers do well in 

caring about and encouraging employees to some extent. But there is no statistically significant 

difference in the scores of these two dimensions, they are basically at the same level (see Figure 

3-3).  
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Figure 3-4 Leadership effectiveness 

 

3) Data analysis of various variables in leadership effectiveness:The average scores in these three 

dimensions of leadership effectiveness are all more than 5, indicating that the subordinates affirm 

that Lionet store managers’ and Lionet assistant store managers’ leadership effectiveness is at an 

above-average level; the dimension of leadership effectiveness indicates that Lionet store managers 

and Lionet assistant store managers can meet the needs of employees and the company in their work 

and have some Lionet Lionet assistant store managers can motivate employees to make extra efforts 

to some extent. The dimension of satisfaction means that employees somewhat agree with Lionet 

store managers’ and Lionet assistant store managers’ management mode and work style, and they 

basically recognize that Lionet store managers and Lionet assistant store managers can lead a team 

effectively. There is no statistically significant difference in the average scores of these three 

dimensions, they are basically at the same level (see Figure 3-4). 

 

3. Analysis of the comprehensive group of Lionet store managers and lionet assistant store managers 

Based on the comparison and analysis of data collected from questionnaire survey between these two 

groups, the conclusions are as follows. 1) the data from questionnaire survey for Lionetstore 

managers and Lionet assistant store managers show that the average score in the variable of job 

challenge profile is the lowest (4.10) among these five variables, which suggests that Lionetstore 

managers and Lionet assistant store managers have the ability to master the common skills for 

restaurant management and are competent in the ordinary management work, the ability to work in 

group subordinate recognition score of 5.93 points can be verified.In addition,This conclusion is 
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fairly obvious especially according to the average scores in terms of completing unfamiliar tasks and 

responsibilities, dealing with the diversity of management responsibilities, solving problems relating 

to employees and inheriting the problems associated with the previous administration, and therefore, 

the author considers that this is the case according with a clear division of organization structure, 

positions and functions within Wowprime Group, that is to say, the main responsibility of a store 

manager is to manage a restaurant well. The content and scope of management work is relatively 

standalone and well-defined, and the professional department will provide assistance in dealing with 

unconventional issues, for example, marketing activities are often planned by the department of 

marketing and then implemented in restaurants, the department of public relations or the relevant 

business unit will take on the responsibility of dealing with issues relating to governments or some 

regulatory bodies,these have greatly reduced the complexity of the management work and difficulty. 

This is also reflected in the fact that employees have a positive attitude in the aspects of Lionetstore 

managers’ and Lionet assistant store managers’ competence and kindness as well as leadership 

effectiveness according to the data collected from questionnaires filled out by the subordinates, but it 

is not at a degree of excellence. 2) The average score in the dimension of perceived identity 

acceptance according to the data collected from questionnaires filled out byLionetstore managers 

and lionet assistant store managers is 5.94, while the average score in the dimension of recognition 

of team leader according to the data collected from questionnaires filled out by the subordinates is 

5.77, indicating that Lionetstore managers and Lionet assistant store managers can integrate into the 

team well, and employees’ recognition of team leader is at a decent level. In the opinion of the author, 

as for the dimension of identity recognition, there is still room for improvement, and moreover, as 

the top store managers in restaurants, Lionetstore managers and Lionet assistant store managers can 

devote more time to leadership development and proactively make more efforts in the aspects of 

improving business performance and teambuilding.3) Data shows that it is still somewhat 

challenging for store managers and assistant store managers in “ Lionet Plan” to deal with the 

external pressure and high stake. Based on the author’s observation, these external pressures are 

highly uncertain, and most occurred events involve the permission of store managers and the 

consideration on maintaining the interests of the organization, especially for those stroes far away 

from the headquarter resources which call for support. For alternative solutions, in addition to the 

improvement of individual handling and judgment capacity through education and training, the 

authorization and support at the organization or management level would also improve the timeliness 

and accuracy of collective in handling issues. 
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3.2.6.3 Analysis of gender difference and position differencestore managers 

Table 3-9 Analysis of gender difference and position difference 

Group 

Item 

number Analysis item Female Male 
store 

manager 

Assitant 

store 

manager 

Analysis of 

data collected 

from the 

comprehensive 

group of 

Lionet store 

managers and 

lionet assistant 

store manager 

1 Learningorientation 5.85 6.07 5.81 6.14 

2 Proactivity 5.63 5.79 5.48 6.06 

3 Ego-resiliency 5.81 5.79 5.57 6.21 

4 
Job challenge 

profile 
4.12 4.07 4.08 4.15 

5 
Perceived identity 

acceptance 
5.91 6.00 5.91 6.00 

Analysis of 

data collected 

from the group 

of 

subordinates 

1 
Recognitionof team 

leader 
5.75 5.76 5.84 5.58 

2 
Team leader’s 

competence and 

kindness 

5.87 5.90 5.91 5.83 

3 
Leadership 

effectiveness 
5.73 5.86 5.86 5.61 

Note: " Identity recognition of new leader " and "proactivity " variables in the questionnaire by 

“Likert” scale measurement, as “7=Strongly agree, 1=Strongly disagree”. 

 

1. Analysis of data for the group ofLionets 

1) Data analysis in learning orientation:Based on the comparison of data for different groups 

by gender, the average score of the male group is more than 6 in the aspect of learning orientation, 

while that of the female group is less than 6(5.85). This indicates that male Lionetstore managers and 

Lionet assistant store managers are more willing to acquire new knowledge and skills and 

meanwhile take on more challenging assignments to give full play to their abilities, intelligence and 

expertise. There is a slight difference between men and female when it comes to a willingness to 

acquire knowledge and skills for self-development. As for the comparison of data for different 

groups by position, the average score of Lionet assistant store managers in learning orientation is 

6.14, which is higher than that of Lionetstore managers, with a statistically significant difference, 

suggesting that Lionet assistant store managers have a stronger willingness to acquire knowledge 

and skills for self-development (see figure18) 

 

2) Data analysis in proactivity :Based on the comparison of data for different groups by gender, 
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the average score of the male Lionetstore managers and Lionet assistant store managers group is 

slightly higher than that of the female group, indicating that men are more proactive than female, the 

difference is not statistically significant and they are basically at the same level. Based on the 

comparison of data for different groups by position, the average score of Lionet assistant store 

managers is higher than that of Lionetstore managers, with a statistically significant difference, 

suggesting that Lionet assistant store managers are more willing to give full play to their abilities 

proactively (see Figure.19). 

 

Data of scores for various dimensions in proactivity
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Figure 3-5 Data of scores for various dimensions in proactivity 

 

Figure 3-5contained in the proactivity of each dimension numerical changes can be seen. The 

average scores of Lionet assistant store managers for various dimensions in proactivity are higher 

than those of Lionetstore managers, indicating that the average scores of Lionet assistant store 

managers in the aspects such as seeking feedback, being generally socialized, managing the 

relationship with leaders, establishing the network of interpersonal relationships, thinking positively 

are higher than those of Lionetstore managers, with a statistically significant difference, suggesting 

that Lionet assistant store managers are more outstanding and proactive in these five dimensions 

than Lionetstore managers. The average scores of Lionetstore managers and Lionet assistant store 

managers in the aspects such as coordinating work and searching information are almost the same, 

but the difference is not very statistically significant, they are basically at the same level. This means 

that Lionetstore managers and Lionet assistant store managers are all proactive in these two aspects 
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(see Figure 3-5). 

 

3) Data analysis in ego-resiliency:Based on the comparison of data for different groups by gender, 

the average score of the male Lionetstore managers and Lionet assistant store managers group is 

almost the same as that of the female team in this dimension, both are less than 6, with a statistically 

significant difference and they are basically at the same level, indicating that there is no significant 

difference between men and female in the ability to overcome difficulties in adversity and get over. 

As for the comparison of data for different groups by position, the average scores of Lionetstore 

managers and Lionet assistant store managers are 6.12 and 5.57 respectively, with a statistically 

significant difference. This suggests that Lionet assistant store managers can both physically and 

mentally stand up to the harmful influence in adversity when they went through or are going through 

hardship under great pressure, or even become much stronger as the battle progresses. The average 

score of Lionetstore managers is more than 5, which means that Lionetstore managers can overcome 

difficulties in adversity but do not perform as well as Lionet assistant store managers.(see Figure 

3-6) 

 

4) Data analysis in job challenge profile: No matter in the groups by gender or by position, the 

average scores of Lionetstore managers and Lionet assistant store managers are all less than 5, 

indicating that this is not a very challenging job for Lionetstore managers and Lionet assistant store 

managers, there is no statistically significant difference and they are basically at the same level. The 

average score of the male group is lower than that of the female group, and the average score of the 

Lionetstore managers is lower than that of the Lionet assistant store managers group, which suggests 

that male store managers and Lionetstore managers are more likely to think that this is not a very 

challenging job, but the difference is not statistically significant, they are basically at the same 

level.(see Figure 3-6) 
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Figure 3-6 Data of scores for various dimensions in job challenge profilesuccession 

Based on the comparison among various dimensions, Lionetstore managers find the job much 

more challenging in the aspects such as developing new direction, inheriting the problems associated 

with the previous administration, solving problems relating to employees by comparison with Lionet 

assistant store managers, but the difference is not statistically significant, they are basically at the 

same level. Lionetstore managers find the job less challenging in the aspects such as high stakes, 

dealing with the diversity of management responsibilities, exerting influence on others without the 

use of authority by comparison with Lionet assistant store managers, with a statistically significant 

difference. Both Lionetstore managers and Lionet assistant store managers find the job very 

challenging in these two dimensions of high stakes and dealing with external pressure, and moreover, 

the average score of Lionet assistant store managers is significantly higher than that of Lionetstore 

manager in the dimension of dealing with external pressure, indicating that Lionet assistant store 

managers find that it is very challenging to deal with external pressure (see Figure3-6). 

 

5) Data analysis in perceived identity acceptance:Based on the comparison of data for different 

groups by gender, the average score of the male Lionetstore managers and Lionet assistant store 

managers group is 6, indicating that they perceive that they are leaders and consider that they can be 

part of the team, the difference is not statistically significant by comparison with the female group, 

they are basically at the same level. As for the comparison of data for different groups by position, 

the average scores of Lionet assistant store managers and Lionetstore managers are 6 and 5.91 
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respectively, suggesting that the perceived identity acceptance and teambuilding of Lionet assistant 

store managers is not so satisfying as that of Lionetstore managers, but the difference is not 

statistically significant, they are basically at the same level . 

 

2. Analysis of data for the group of subordinates 

1) Data analysis in recognition of team leader:Basedon the comparison of data for different 

groups by gender, the difference in terms of recognition of team leader between men and 

female is not statistically significant, they are basically at the same level. As for the 

comparison of data for different groups by position, the average score of Lionetstore managers 

is higher than that of Lionet assistant store managers, indicating that Lionetstore managers are 

more likely to gain recognition from employees compared with Lionet assistant store managers, 

with a slightly statistically significant difference. 

 

2) Data analysis in team leader’s competence and kindness:Based on the comparison of data 

for different groups by gender, the average score of men is slightly higher than that of female, 

but they are basically at the same level. As for the comparison of data for different groups by 

position, the average score of Lionet store managers is higher than that of Lionet assistant store 

managers, suggesting that Lionet store managers’ competence and kindness are more likely to 

be recognized by their subordinates, and however, the difference is not statistically significant, 

they are basically at the same level . 
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Figure 3-7 Data of scores for various dimensions in team leader’s competence and kindness 

 

Lionetstore managers’ competence and kindness perceived by their subordinates are more than 

that of Lionet assistant store managers, but the difference is not statistically significant, they are 

basically at the same level 

 

3）Data analysis in terms of leadership effectiveness:Based on the comparison of data for 

different groups by gender, the average score of male Lionetstore managers and Lionet assistant 

store managers is higher than that of the female group in the dimension of leadership effectiveness, 

but both are less than 6, the average score of men is slightly higher than that of female, with no 

statistically significant difference, they are basically at the same level. The scores in this dimension 

show that both male and female Lionetstore managers and Lionet assistant store managers have an 

influence on their subordinates’ attitudes and behaviors in work to some extent. As for the 

comparison of data for different groups by position, the average score of Lionetstore managers is 

higher than that of Lionet assistant store managers, suggesting that employees think that the 

influence of Lionetstore managers on their attitudes and behaviors is greater than that of Lionet 

assistant store managers, but both the scores are less than 6, with a slightly statistically significant 

difference. This indicates that they have a certain degree of influence  
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Figure 3-8Data analysis of various dimensions in leadership effectiveness 

 

Among all of the dimensions in leadership effectiveness, Lionetstore managers’ leadership 

effectiveness perceived by their subordinates is more than that of Lionet assistant store managers, 

there is a slightly statistically significant difference in the aspects such as extra efforts and leadership 

effectiveness. However, there is a statistically significant difference in the dimension of satisfaction. 

 

3.The comprehensive analysis of gender difference and position difference 

Based on the comparison and analysis of data collected from questionnaire survey between 

these two groups, 1) the data collected from questionnaires filled out by Lionetstore managers and 

Lionet assistant store managers show that the average score of Lionetassistant store managers is 

lower than that of Lionetstore managers in the aspect of job challenge profile, indicating that 

Lionetstore managers are more competent in restaurant management than Lionet assistant store 

managers, this is related to the fact that Lionetstore managers get a promotion earlier and have had 

more experience in restaurant management comprehensively for a longer time. However, the average 

scores of Lionet assistant store managers in the four aspects including learning orientation, 

proactivity, ego-resiliency and perceived identity acceptance are higher than those of Lionetstore 

managers, showing that Lionet assistant store managers have the identify of deputy store managers, 

but they are still at a stage of pursuing growth and learning, and also a stage of acquiring and 

accumulating relevant work experience. For assistant store managers, with a clear goal of getting a 
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promotion to be store managers, they need to constantly learn how to manage a restaurant well, 

make efforts to acquire relevant work experience from practice, develop a deep inner strength by 

learning from setbacks, learn how to establish the network of interpersonal relationships and 

meanwhile get actively involved in the team that they belong to, hoping thereby to lay a solid 

foundation for future promotion. 2) the analysis about the data collected from questionnaires filled 

out by the subordinates show that the average scores of Lionetstore managers are all higher than 

those of lionet assistant store managers in these three variables including recognition of team leader, 

team leader’s competence and kindness and leadership effectiveness as well as various dimensions, 

this indicates that the position difference between Lionetstore managers and Lionet assistant store 

managers is significant for their subordinates from both the subjective and objective points of view. 

Subjectively speaking, Lionetstore managers are more senior than Lionet assistant store managers, a 

Lionetstore manager manages the entire restaurant and make final decisions for everything in the 

restaurant, and therefore, the Lionetstore manager’s choice is taken as the final basis, as the 

Lionetstore manager is a leader cognitively. Objectively speaking, Lionetstore managers are those 

who have passed the assessment required by the company, they have been tested at different stages, 

and therefore, Lionetstore managers have a richer experience and more knowledge than Lionet 

assistant store managers. In summary, all of the above-mentioned factors can result in the fact that 

employees’ recognition of Lionetstore managers is stronger than that of Lionet assistant store 

managers. 3) From the perspective of employees, the average scores of men and female in terms of 

recognition of team leader and team leader’s competence and kindness are basically at the same level 

with no statistically significant difference, while the average score of men is higher than that of 

female in terms of leadership effectiveness. As for the comparison of data collected from 

questionnaires filled out by Lionetstore managers and Lionet assistant store managers, except that 

the scores are basically at the same level in terms of ego-resiliency, the average scores of men are all 

more than those of female in the aspects including learning orientation, proactivity and perceived 

identity acceptance. This suggests that men have some advantages in the construction of leadership 

identity. 4) As for the comparison of date in the aspect of proactivity, the average scores of Lionet 

assistant store managers are all more than those of Lionetstore managers in the aspects such as 

seeking feedback, managing the relationship with leaders, thinking positively and establishing the 

network of interpersonal relationships. This means that Lionet assistant store managers are more 

outstanding and proactive in these four dimensions than Lionetstore managers. The author considers 

that this exactly accords with the real situation. The goal of Lionet assistant store managers is to get 

a promotion to be Lionetstore managers, and Lionet assistant store managers shall be responsible for 
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their own performance in the process of growth, while their performance will be evaluated by their 

Lionetstore managers or higher authorities, and therefore, they will pay more attention to their 

superiors’ opinions and impression of them. In addition, Lionet assistant store managers are actually 

the main performers for the tasks assigned by Lionetstore managers, they have to give adassitant  

and suggestions with good intention toward others in the process of implementation so as to achieve 

satisfying results. Only in this way can they lay a solid foundation for their future promotion. 

Meanwhile, changes in the dimension of proactivity will take place at different stages of leadership 

identity construction.  

 

3.3 Summary in this chapter 

This chapter through the questionnaire investigation method to analysis the relevant data is the 

lionetplan and carry out follow-up supplement added lionet corrective training after distribution into 

the store in the current situation of the leadership development.Suggestion and conclusion through 

the analysis, in addition to can be provided to the next chapter case study as a reference and evidence 

for the company in the development of human resources also provide meaningful reference value. 



 

72 

Chapter IV Actual Case Study Experiences of Five New 

Employees in “Lionet Plan” 

4.1  Personal Experience of Zhao Yuqing in “Lionet Plan” 

Zhao Yuqing, graduated from China University of Political science and Law, majors in 

Administration. It was at the school lecture of Wowprime Group that she began to know this 

company, with further information of “Lionet Plan”, Zhao Yuqing submitted her résumé without 

hesitation, and finally became one member of “Lionet Plan” after rounds of selection. 

On January 10th of 2014, the formal training of “Lionet Plan” was smoothly put to an end. 

Zhao Yuqing performed well during the six-month training. Although she was very confused about 

some training contents at the very beginning, for instance, Lionet trainees were required to kiss the 

toilet after cleaning, take turns to chew the same piece of gum, speak every single word about SOC 

standard at test, otherwise copy the paper by the times equal to loss of marks…She kept asking why 

the trainer made such rules, and a lot of peers resigned because they couldn’t put up with these 

exercises. She was repeatedly told and made believe that such rules should be justified, and she also 

gradually realize the significance of these devil trainings after chatting with the trainer.  

In addition, after the six-month training, she not only knew the present situation, trend and 

culture of catering industry, but also experienced the corporate culture of Wowprime. Further, she 

gained the basic knowledge of all teams involved in store operation (Administration, Reception, 

Ordering, Maintenance, Training, Scheduling and Food Safety), and mastered the related 

management theories and approaches. During the training based on instruction and practice, her 

knowledge and ability were continuously tested and improved; according to the summary and 

interview, through the six-month training, she was given a good knowledge and access to the nature 

of catering industry, company and work, which in turn made her stick to the original idea: join in 

Wowprime “Lionet Plan”, become store manager, then get promoted to the middle management. 

This process was well-suited to her interests and specialties, and her expectation to become a 

prominent store manager through the company development program was strongly supported. 

Thanks to her efforts, she was promoted to the capacity of assistant store manager by ranking the 

first place among the Lionet peers in final test. Meanwhile, she was assigned to act as the assistant 

store manager in a new Beijing-based store which was opened just half a year ago.  

WangSteak Chongwenmen Store of Beijing is the first store that Zhao Yuqing served, which 

was opened just half a year ago, located in a less bustling commercial district, but adjacent to a 
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residential community. Zhao Yuqing was in the capacity of assistant store manager and acting store 

manager, because the then-current store manager Mr. Yan was assigned with a company task and had 

to be absent for a period of time. After the first month of observation, she identified a very common 

but critical issue in catering industry, extremely high turnover of colleagues, and it was no exception 

to her store, 5 colleagues left in the last month. She was very concerned about this situation, but it 

was absolutely a very tough issue for her as a store manager for the first time. However, she would 

like to regard it a challenge from the company after a second thought, it was because the company 

trust on her ability to properly deal with the turnover issue that she was delivered with the store. She 

realized that the company recognized her ability and regarded it as a good opportunity to improve 

the store managerial skills, and she should be more active in dealing with the high turnover. She 

once tried to identify the exact reasons by calling the colleagues who just resigned. In which, 3 of 

them came to the store just a half year ago, the other 2 were senior colleagues allocated from other 

stores at the opening of store. When she honestly asked their reasons of resignation by calls, all of 

them were willing to tell what they were really thinking, she believed that this process went 

smoothly and mastered some conversation skills and improvement ideas.  

According to 3 colleagues with senior experience, she learned two reasons for resignation: first, 

they came to the store for half a year, but they only doing something trivial without acquiring new 

skills, they felt that there was little room for self-improvement; second, their wages were affected by 

the poor store performance, the low-level wages were difficult to meet their needs. And she also 

learned that the other 2 senior colleagues were already employed by competitors, they claimed that 

job-hopping was mainly due to poor store performance, less promotion chances and less attractive 

wages.  

With such communication, Zhao Yuqing was gradually clear about the high turnover rate. She 

attributed the high turnover rate to the lack of overall cohesion, which is one of the key issues. First, 

in order to form a relatively stable group of colleagues, the group cohesion must be created to make 

all feel at home, support and help each other like a family, and store is the vehicle of a family. In 

doing so, colleagues would be attached to her family and even her home. As the store manager, she 

should act like an elderly sister and care her family. Secondly, the wage level is only increased by 

improving the store performance. The promotion chance of colleagues will be more only if the 

performance gets better, Finally, store should also provide colleagues with the chance of learning 

progress, only in this way could those progressive colleagues be retained. Zhao Yuqing clearly 

arranged the sequence of solutions, acted by the plan, and expected to build a cohesive and active 

team. From the perspective of problem-solving, he got a very clear idea.  
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Through the three-month survey, Zhao Yuqing defined a goal for the store – To reduce the 

turnover of colleagues, and build a cohesive and active team. In Step 1, to make all feel like a family, 

Zhao Yuqing organized at least 1 gathering a week, e.g.: go to Karaoke, dinner party, hiking in the 

suburb, climbing and other outdoor activities. Colleagues will gradually get close to one another and 

enhance their relationship in the course of enjoyment. According to her observation, the 

interpersonal relationship among colleagues was not as strange as it was before and they even slowly 

made friends with each other. In off-work time, Zhao Yuqing would hold together with colleagues, 

had meals and break together, visited their dorms at weekends, talked about the topics of interest, 

and knew their living condition. If a colleague was ill, she was the first to help and send her to the 

hospital; if a colleague had the family affair, she was also the first to ask about it, lend a helping 

hand and express her concern. Zhao Yuqing also admitted that colleagues may feel a bit awkward or 

refuse to accept it when she began to do such things, but when she gradually integrated to their life, 

they felt that she didn’t put on airs but really cared them, whenever they encounter frustration or 

trouble, they would tell her and seek solution. In particular, they may advise on the work. This was 

also confirmed and acknowledged from the interview among colleagues.  

Zhao Yuqing said that there was an appropriate chance to exploit the team cohesion during the 

period. When the company intended to select a store for the demonstration and learning throughout 

catering serassitant  process, which was required to provide standard serassitant s from reception to 

payment, all colleagues should work together to this end before obtaining a good demonstration, 

Zhao Yuqing believed it would be a good chance to develop the team spirit of colleagues, hone the 

team cohesion, and correct their bad habits. Therefore, Zhao Yuqing was eager to take over this task. 

But she considered that the priority was to ask their opinion and reached a consensus before doing it. 

She proposed adding one more day of annual year to motivate all to accept this task, and all were 

willing to accept this challenge through discussion. However, she also knew that it would not be 

easy to standardize all their behaviors, even facial expressions from customer entry to leave; further, 

it would be more difficult to require all colleagues to do so. To smoothly implement new standard 

and workflow, she produced standards video demonstrating the new workflow for the comparison of 

old and new workflow or standard and required all of them to change and improve the current 

practice within one week. For another week, she asked all colleagues to attend and remind each other 

and make mutual suggestion during the daily summary, in strict accordance with “the case-based 

analysis”, and made the team continuously progress in a good setting. Zhao Yuqing also observed 

that all colleagues were in high spirits to work towards the same goal in that period, all of them did 

the best to provide serassitant s at highest standard and make the store well-reputed. Zhao Yuqing 



 

75 

also realized that they made efforts for community honor and proved their ability to properly handle 

this task, rather than ask for one more day off. She recalled that at the day of demonstration, all 

colleagues finished their duties under stress, which aroused a burst of warm applause in the store and 

unanimous good comment by visitors after the presentation of a complete set of standard and smooth 

serassitant  flows to other store peers and regional store managers. They were impressed by such a 

standard workflow contributed by less experienced colleagues in a new store, spoke highly of our 

performance, which in turn invited our sense of pride. This experience brought all of us closer to feel 

like a family. From the perspective of leadership, it was not important to make a perfect presentation 

in the store, but what really matters was our concerted efforts to attain the same goal, which would 

indicate the team cohesion.  

In Step 2, in order to improve the store performance, Zhao Yuqing chose the form of business 

cooperation. Although the shopping mall was not in the bustling commercial district, there were 

several children’s education providers in the mall, parents and kids were crowned in every weekend. 

Zhao Yuqing negotiated with these children’s education providers to propose two programs: 1. 

Added kid meal and developed more dishes suitable to children’s taste based on the original package; 

2. delivered the course about western table manners for kids, not only provided professional 

instruction, but also offered 20% off promotion. Through actual observation, the effectiveness of 

cooperation was rapidly reflected in the growth of revenue, the increase of customers at weekend 

was at peak, the perfect experience of parents and kids indirectly led to the sales growth, the store 

performance was significantly improved and their bonus levels were also higher, along with 

significant increase of wages and satisfaction of colleagues. The observation of questionnaire survey 

on their satisfaction and turnover rate suggests that colleagues were satisfied at the current wages 

and benefits, and the resignation due to dissatisfaction of wage levels was no longer found after that.  

In Step 3, with respect to education and training, Zhao Yuqing should deliver different training 

course every week to suit the need of colleagues, Training Team would gather the comments of 

colleagues and plan related course. For instance, “how to efficiently use Word and Excel”, certainly 

there was some course about the improvement of professional skills, e.g.: “how to precisely know 

the body language of customers.” Meanwhile, the person in charge of store arrangement gave 

lectures, in the opinion of Zhao Yuqing, this was a challenge as well as an opportunity of 

self-development. Such opportunity would not only improve their self-study ability, enhance the 

communicative skills, but also boost their courage. And as far as colleagues were concerned, they 

picked up new knowledge and expertise every week, improved their abilities, and they no longer 

deemed it as a duplication of labor.  



 

76 

After the three-month regulation, it was clear that her plan worked, her efforts to the team building, 

sales growth and motivated learning also verified the original goal that Zhao Yuing made – to reduce 

the turnover rate of colleagues – was very helpful, which effectively resolved the tough issues of 

high turnover rate in the store. During this period, it was a critical leadership process to gradually get 

the support of colleagues through effective implementation and persistent efforts. For less 

experienced members in “Lionet Plan”, it was quite a valuable experience.  

In the course of store management, Zhao Yuqing once conflicted with the assistant store 

manager Zhang Dan. Earlier in this period, her instinct told that Zhang Dan was not so friendly. 

Through her observation, Zhang Dan was very nice to allcolleagues except her, even showed 

unwelcome or dislike. Previously, she concentrated on resolving high turnover and didn’t notice 

Zhang Dan until the end of phased work. After gathering related information, she found that Zhang 

Dan was hostile to her because of promotion. Zhang Dan was promoted to assistant store manager 

from a Wowprime servant, after 7 years of individual efforts in hardworking, handling works 

regardless of tiredness. Upon the opening of store, Zhang Dan was assigned from other store to assist 

in the store management, because the then-current store manager was assigned for another task, she 

was the assistant store manager and acting store manager, which means that she actually took all 

responsibilities as the store manager. Thus, Zhang Dan took it for granted that she could be promoted 

to the formal store manager in near future, but unexpectedly Zhao Yuqing was assigned to the store 

in the identity of store manager through “Lionet Plan”, which deprived her of the promotion chance; 

additionally, she was unconvinced that Zhao Yuqing was promoted to the higher capacity through 

only six-month training, compared to her current capacity after 7-year efforts. Zhang Dan didn’t 

accept or recognize her identity as the store manager at all.  

Despite the efforts and achievements made by Zhao Yuqing, Zhang Dan was still indifferent at 

her in off-duty time, but fortunately, Zhao Dan didn’t get between Zhao Yuqing and other colleagues. 

But at work, Zhang Dan may sometimes deliberately place obstacles or even didn’t cooperate with 

Zhao Yuqing’s work, for example, refused the work shift by the pretext of discomfort, refused to 

help deal with customer complaint by the pretext of bad mood, or refused to assist in business 

negotiation. During the interview, Zhao Yuqing explained how she changed the attitude. Although 

she was enraged, after a second thought, she reconsidered Zhang Dan’s character and working 

attitude, actually Zhang Dan was serious, hardworking and competent, but she hindered the 

management due to noncooperation. If it continued to be so, a lot of management works would be 

impossible, harm her career development, or even disharmonize the store operation and management 

as well as interpersonal relationship. In this concern, she decided to communicate with Zhang Dan 
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on specific issues and expected some breakthroughs. Zhao Yuqing asked Zhang Dan in a 

straightforward way, “Zhang Dan, do you think that I seize your promotion opportunity, so you don’t 

cooperate with me at work?” Zhang Dan didn’t expect that Zhao Yuqing made it so straight and kept 

silence. Zhao Yuqing continued, “in fact, I don’t compete with you. My arrival would not hinder 

your promotion to store manager at all. The only obstacle is yourself, you must know that the 

essential condition to staff promotion is to pass all company course, so it depends on your 

seriousness at these course and working performance. Once you pass all course with good 

performance, the company will get you promoted and appoint you as the store manager. I admit that 

you are smart and competent, serous and hardworking, and I believe that you will become a 

prominent store manager before long, even better than me. So you don’t necessarily feel unpleasant 

or uncooperative that I am the store manager, but you are not. As long as you work hard and be 

progressive, I will help you as well.” Through such an in-depth communication, Zhang Dan 

suddenly realized that the promotion to store manager depends on her good performance and attitude, 

rather than the competition with Zhao Yuqing. Furthermore, such communication yielded a very 

good outcome and consensus, finally Zhang Dan also assured her and resolutely replied, “I can 

assure you that I will work hard, and please forget all unpleasant things we had before.”  

Zhang Dan came back to her previous working performance, made some working suggestions 

for Zhao Yuqing, and assisted her in properly carrying out the store management and operation. 

While in turn, Zhao Yuqing also suggested her attending more management course delivered by the 

company and recommended her to the regional store manager, and praised her working performance 

and competence. After that, Zhang Dan received a company notice indicating that she was appointed 

as the store manager for another new store. To the delight of Zhao Yuqing, Zhan Dan firstly 

informed her of this news and shared her with happiness, expressed her thanks in that Zhao Yuqing 

forgot all unpleasant things, but recommended and helped her for several times, she was very happy 

to have this experience of working together and learn about the great mind of store manager. As a 

response, Zhao Yuqing was also quite satisfied with dealing with the relationship with assistant store 

manager and common grounds they ever reached.  

Through the adaptation in September, Zhao Yuqing could also get along well with colleagues 

after work and formed a very harmonious relationship with each other. However, she gradually 

found that such an interpersonal relationship may lead to some management difficulties, especially 

in asking a leave by colleagues.  

Zhao Yuqing illustrated an example, one colleague named Liu Lan had a good relationship with 

Zhao Yuqing, told her once she got anything on mind, and often nicknamed her as Zhao after work. 
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Once Liu Lan asked for a leave by claiming that one of her best friends traveled in Beijing, wanted 

to see her in person before coming back, she hoped that the store manager approved her 1-day leave. 

Given this special case, Zhao Yuqing approved her request in consideration of the good relationship 

and the justification of asking for a leave. But after that, Liu Lan frequently asked for leaves by 

different pretexts, even when the customer traffic was at the peak in weekends. Zhao Yuqing became 

aware of the severity of tolerating her, which may be not good for her and affect the store operation, 

because the daily personnel arrangement was very tight at that time. She was most concerned that 

other colleagues would follow suit if she implemented a loose management and the future 

management will be more difficult. So, Zhao Yuqing declined her request of asking a leave, but Liu 

Lan never expected that the kind store manager would reject it, surprised and unpleasant, she 

complained some words indicating that the store manager was too harsh.  

This made Zhao Yuqing reflect and examine herself, after that, she kept considering how the 

management should properly control the mercy and strict control. If store manager has a good 

relationship with subordinates like friends, whether it is hard to differentiate public from private 

affairs? Whether it is hard to carry out the management due to close relationship? After getting along 

well with subordinates, whether it is hard to be strict with work? Previously Zhao Yuqing didn’t 

regard it as a trouble for similar issues, because she believed that colleagues will support her work 

and decision provided with the close relationship. As the leave request would directly determine if 

the store manpower is sufficient to support the operation needs, it may challenge the physical 

strength and psychology of colleagues and the quality of customer serassitant , which means that her 

colleagues must take more work and stress. 

After that, Zhao Yuqing made a change in practice, she announced the new approach to be 

taken in a morning meeting, during which she requested that every colleague should take turns to 

schedule the duty, the person in charge of one day’s duty should be accountable to the store 

personnel in that day. And be accountable to check whether to approve the leave request or not. The 

purpose of announcing such new approach is to make them realized that personnel arrangement is 

not easy. Additionally, some colleagues who often request for leave will reflect on the trouble and 

inequality to other colleagues arising from requesting a leave. This new approach was unanimously 

approved. After all, the duty schedule is a small power that all of them want a try.  
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But when it was implemented, all of them realized that major accountability is accompanied 

with the power. The person in charge of duty schedule must ensure that personnel available are able 

to deal with the operation in that day, which means that requesting a leave is determined by the 

actual store operation, rather than the degree of close relationship. Therefore, colleagues including 

Liu Lan who ever experienced this accountability and pressure will not request a leave frequently; at 

the approval of leave, the colleague who scheduled the duty was very cautious, made a decision after 

careful consideration, the person whose request was rejected will not be dissatisfied with it, because 

they really know that it is difficult to schedule the duty. After that, Zhao Yuqing realized that the 

serious management does not necessarily mean treating subordinates with grim face, nor taking 

appropriate action, but sticking to the personal principle. Zhao Yuqing gradually summarized the 

appropriate approach and management principle in practice, and there are a lot of things to explore 

in terms of management.  

 

Figure 4-1 The monthly performance of Zhao Yuqing’s store 

4.2Personal Experience of Ai Xinye in “Lionet Plan” 

Ai Xinye, graduated from Jiangxi Normal University, major in Tourism Management, once 

engaged with campus tour guide as an undergraduate, in always very interested in tourism and 

catering. Coincidentally, it was at the school lecture of  

Wowprime Group that she began to know this company, with further information of “Lionet 

Plan”, Ai Xinye submitted her résumé without hesitation, and finally became one member of TermⅠ
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“Lionet Plan” after rounds of selection. 

On July 6th of 2011, Ai Xinye formally joined in the company and began the devil training 

under “Lionet Plan”. For the purpose of prudence, Ai Xinye collected some basic online information 

about the company, including the implementation plan and future prospects of “Lionet Plan”. 

Actually before joining the company, his parent expected that he could serve the government 

through public servant examination, but she failed in the first attempt, she chose to serve a catering 

company. Fortunately, her parent was always open and respected his personal choice. Although Ai 

Xinye acted as the assistant intern in a government before graduation, she experienced the first 

workplace, challenge in her life. With anxiety, she registered and attended the devil training, she was 

somewhat worried about it and never imagined how to persevere in the so-called devil training and 

pass the final examination? But the past internship made him quickly adapt and moderate the 

nervousness. “No matter what the result is, take things as they are, just do my best”, it is an 

indication of her current thought.  

Training course covers the introduction of company culture, milestones and some company 

regulations, benefits, etc. It was easy for Ai Xinye to understand these contents, but it is a bit 

challenging to recite and dictate every word and sentence. Time slips away in tension and lack of 

sleep. Training course slowly delivered some knowledge about meals and serassitant s, including the 

knowledge dissemination of selection of materials and serassitant  essentials. Indeed it was a bit 

curious for Ai Xinye, after all, she never received any organized training. She was impressed by the 

harsh and devil-like training on understanding, recitation of many catering knowledge or the 

requirements about serassitant  attitude and body language as delivered by the company. Thus, she 

carefully studied for fear that he may miss some key points, or the test scores may be affected.  

Ai Xinye recalled that the harsh point of training course lies in the special requirement on 

instruction details, and she was especially impressed by the high standard and execution by trainer. 

In addition to the store course about general catering knowledge, she needed to attend the training 

course about team operation which is essential to store operation, including Ordering Team, 

Schedule Team, Administrative Team, Maintenance Team, Reception Team, and Training Team. 

Every time when she attended such internal management course, Ai Xinye must weigh it over and 

over, because these courses were delivered by three days plus two nights or two days plus one night, 

and often ended till the morning. More importantly, she must preview and prepare the test before 

each session, in order to smoothly pass the test, she must read the manual and recite the answers 

every day, was always worried about being questioned in each session, it would be very shameful if 

he cannot answer. After that, Ai Xinye also realized that this way of training is very practical, 
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allowing for a quick mastery of work essentials and requirements.  

Ai Xinye believed that “Lionet Plan” was indeed a good opportunity for self-improvement as 

well as a screening deassitant . At the beginning, there were “108 trainees”, but after a period of 

devil training, only 70 some were left. Now look back, Ai Xinye not only insisted but also reached 

the level of assistant store manager, she performed very well. Ai Xinye believed that the current 

training and examination system was quite fair, tough but worthwhile. Next, Ai Xinye was assigned 

to Asian Games Village Store of Beijing as the assistant store manager. She will be promoted to the 

assistant store manager and expected her to make the best contribution to Games Village Store of 

Beijing by consolidating what she learned in the last half a year.  

After serving the Asian Games Village Store of Beijing for a period, due to company assignment, in 

May 2012, she was reassigned to BinShui Store of Tianjin as the assistant store manager and was 

accountable to store operation and personnel training, in October 2012, by merit of good 

performance, she was reassigned to Xianggang Middle Road Store of Qingdao as the assistant store 

manager to assist Mr. Sun in opening a new store, this was the first store he opened in a new city by 

implementing the with the company strategy about store opening after two-year experience in 

assistant store manager. Store opening is a very good opportunity for the store manager and assistant 

store manager, especially in a new city without available company resources, more importantly, he 

must reassess and analyze the environmental characteristics and consumer habits in that city, it was 

tough but challenging. Prior works must be concurrently done within a very short time, e.g.: 

recruitment and training, project progress tracking, estimated performance and ordering, commercial 

district visit, marketing program discussion and negotiation. Although Ai Xinye was assigned to the 

store manager in opening a new store, she must involve almost everything and act as the most 

important performer. Thus, she must concentrate all efforts and time to finish the scheduled works in 

this period of time, it was very tough. Among all management works, “store opening” is the most 

stressful but most facilitative work, and from the perspective of human resources, it is a very good 

point to see if one has potential and resistance to pressure. According to Sun’s feedback, Ai Xinye 

was indeed impressive in this period, as the assistant store manager of “Lionet Plan”,she performed 

well in job sensitivity, degree of cooperation and execution, acceptable to Sun and other colleagues. 

They believed that she was a good candidate for store manager. 

After he assisted Sun in opening the Xianggang Middle Road Store of Qingdao, the store 

operation was slowly on the right track. Through the experience of store opening, Ai Xinye was 

gradually familiar with store operation and his performance was boosted. However, she missed a 

very important meal item in an ordering cycle he was accountable to, if by the emergency ordering, 
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the fastest arrival to Qingdao was 3 days after delivery by Shanghai General Warehousing Center, 

but this material will run out of sock according to the stock taking by Ordering Team, which means 

that this material should be available by the next morning, or the meal will not be served, causing to 

revenue loss, which never happened in all stores nationwide. Ai Xinye investigated that she made a 

mistake in ordering procedure because of carelessness, she must be accountable. She began to 

consider how to solve this issue, but she didn’t know how to properly remedy, after a second thought, 

he decided to make a few calls. After making such calls, she immediately reported to the store 

manager and admitted the mistake, Sun found that it was due to her over-confidence and mistake, 

and he criticized and wanted to know her remedy. After that, Sun recognized her remedy and gave 

some adassitant . Then Ai Xinye bought the train ticket to Shanghai on that day, before leaving, she 

requested an assistance from Purchase Department at the head office, and informed the General 

Warehousing Center that she will pick the goods by 5:00 pm, after arriving Shanghai, she needed to 

take another 2-hour drive to the Warehousing Center, finally received this batch of raw material at 

around 4:50 pm. It followed a long return journey, and she insisted that all travel expenses shall be 

for the account of him due to personal mistake. In this event, she showed two good attitudes and 

practices, 1. Admit mistake and take accountable attitude, 2. Actively deal with the issue. After that, 

she learned a lot and guaranteed that he will be more careful in future, and will not bother others due 

to over-confidence. Anyway, she set a good example in terms of the attitude of dealing with a issue.  

Sun was assigned by the company to Xi’an Store, in August 2013, Ai Xinye was formally 

promoted to the store manager of Xianggang Middle Road Store of Qingdao. After such promotion, 

Ai Xinye felt so stressed. Previously as the assistant store manager, the decision power was in the 

hands of store manager, in case of an issue, the store manager and other key persons will discuss 

how to solve it, and the store manager will choose the solution, or instructs the way of solving and 

Ai Xinyi will execute it, it was less stressful. But now he must be solely accountable and the success 

of operation depends on her decision. At the thought of company assignment and other colleagues 

who worked with her, all are closely related to her decision and action. She realized that the 

accountability along with the power is essential, despite the great stress, and there was no alternative 

to withdraw. she was clearly aware that the company goal is only attained by making more efforts.  

August is at the peak of tourism in Qingdao, in October 2012, when Sun opened a new store in 

Qingdao, it was already a freezing winter, the revenue was not good, so Ai Xinye began to figure out 

how to improve the revenue in the coming tour peak. For this reason, she began to prepare some 

plans before the arrival of tour season. Qingdao in tour season is always full of tourists, and s 

regarded it as a good opportunity. First, she visited many travel agencies to guide tourists to have 
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meals in the store by providing some commissions or discounts to them; 2. Increase the advertising 

cost, especially in mall advertising; 3. Seek inter–business cooperation with banks. Under some 

definite cooperative programs, the business performance of Xianggang Middle Road Store of 

Qingdan had a YoY increase of 50%. In the subsequent assessment, some programs indeed played a 

significant role in improving the revenue. However, in the course of revenue rebound, or during his 

promotion to the store manager, what impressed him most is the trust and obedience from other 

colleagues, and there were some communication problems between chef and kitchen, more 

importantly, the regional store manager also criticized these events and presented some suggestions 

by claiming that he is the key person of opening the new store, despite his capacity as the assistant 

store manager, all these colleagues accompanied him along the way, and such issues should have 

been avoided. Before that, Ai Xinye was busy with external works, while Sun was accountable to 

internal works in which she had few involvement, Ai Xinye also considered that these fellows should 

know her personality and character, in theory his succession should not arouse any negative 

comment. With these reminders and suggestions, recalling the previous way that Sun treated others, 

Ai Xinye realized that his care for colleagues was not enough, and his unbiased attitude even 

affected the communication with kitchen. It was justified to throw off his airs and communicate with 

other colleagues, understand their living and working condition by small talks, and take “carrot and 

stick” strategy for chefs, rather than maintain the hierarchical relationship. More personalized 

managements will lead to more harmonious and proactive team building. Therefore, he decided to 

spend more time and energy to know others and hold some community meals and outdoor activities 

to enhance the team cohesion.  

Ai Xinye also pooled more efforts in the operation of Xianggang Middle Road Store of 

Qingdao, the management status got better, and he expertly handed the working issues. Despite the 

volatile revenue, he gradually mastered the interpersonal communication skills, and the store was as 

harmonious like a big family. He was more pleased that Xianggang Middle Road of Qingdao was 

relocated to Qingdao MIXC. Although the revenue of new sore was better and more stable than that 

of the old store, Ai Xinye believed that the appropriate marketing campaigns will be very important 

for the growth of long-term performance, she gradually implemented the cooperation plans, 

including inter–business cooperation with malls and banks, event marketing promotion for malls, 

membership maintenance and marketing, cooperation with high-end travel agencies and beauty club. 

So she realized that he could focus on internal management only by ensuring the staff stability. 

Today, a terrible thing happened, a customer with his family dined in the store, but his mother 

ate a piece of broken glass in bread, without bleeding. The customer was the owner of a Hong Kong 



 

84 

restaurant, he was raged to curse the colleagues and strongly demand a compensation of RMB 

30,000. Based on others’ report, she knew some details and dealt with customer complaint, with a 

slight suspect of blackmail. She introduced himself to the customer, showed her name card, and 

urged other colleagues to get doing other works. Next, Ai Xinye listened to the customer description, 

during which she was very patient to follow his words and assured that he will be accountable to it. 

After a few minutes of listening to customer narration and requirement, Ai Xinye indicated that his 

mother should be firstly sent to the hospital, immediately after that, he brought the customer’s family 

to the hospital, although nothing serious was checked, in order to eliminate his concern, she arranged 

another medical examination in the next day, she was also there, in a couple of days, she bought 

some gifts to see the customer’s family and chatted with the customer for dealing with this complaint, 

but the customer still strong demanded the compensation. After that, he came to know that the 

customer recently had paid a lot of compensation due to customer complaint. After 15-day 

continuous contact and negotiation, the customer was moved by his sincerity and agreed to settle the 

complaint with 10 pieces of coupons and 1 VIP card. They became good friends, and in particular, 

the customer often dined in the store. This event told Ai Xinye that the customer complaint should be 

treated with patience and sympathy.  

Today, another headache happened: many customers were waiting for their meals. If the kitchen 

didn’t serve the food on time, these customers will keep complaining and their intention to repeat 

dining will be affected. Every time when Ai Xinye met this issue, she was always anxious to demand 

the food, and it seems that the food will be served more quickly by her demand. Ai Xinye knew that 

it was not a final solution. Once the receptionist Liu demanded the food, the cook Wang was 

unpleased, leading to their quarrel. If this case happened again, it will not only affect the customer 

interest but also damage the team harmony. The coordination and communication between lobby and 

kitchen went wrong for some time, especially when the store revenue was increasing. At this point, 

Ai Xinye decided to hold a management meeting to discuss “how to serve meals efficiently”, and set 

two goals for this meeting, but Ai Xinye decided to stay in the kitchen for two days to observe 

possible causes before this meeting. In these days, she observed two cases: 1. The efficiency of 

making meals was poor due to old equipment and a relocation. 2. Preparation was insufficient due to 

lack of manpower. With respect to these two issues, through discussion with the chef, Ai Xinye 

found out the causes: recently, 1. the failure rate of equipment was high and the manufacturer didn’t 

repair on time, 2. Short of hands due to surging revenue. After that, Ai Xinye figured out how to 

solve these issues. The meeting was held on schedule, Ai Xinye invited all chief persons to express 

themselves, during which different solutions were presented, and some coincided with her idea. she 
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also knew the real idea of chef. But the chef didn’t expose his ideas because the store profitability 

goal was not attained and he also took it for granted that the store manager will not agree with it. 

Finally, Ai Xinye made two resolutions: 1. Replace some new equipment, no matter whether the 

profitability goal is attained or not. This decision made the chef overjoyed, Ai Xinye simply 

followed “a handy tool makes a handy man”, and colleagues were not incompetent but had no power 

to make a difference. Another resolution was to coordinate other stores to assign their manpower to 

support out kitchen, and employed new fellows to deliver training. The chef was accountable to the 

purchase and coordination of works. Although these two resolutions added to the expenditure, the 

customer satisfaction and store operation played a key role. However, these two resolutions only 

attained one of his predefined goals; but the other predefined goal was to draw lesson from the 

quarrel event, educate the importance of communication, started from the other’s point of view, and 

frequently used “please”, “thanks”, “sorry” to fulfill the power of polite language. And Ai Xinye also 

decided to set as an example and fill the works with respect, fastness, harmoniousatmosphere. After 

this event, the chef had a new understanding of Ai Xinye and believed that he was no longer a 

“freshman”. 

 

 

 

 

 

 

 

 
 

 
Figure 4-2The monthly performance of Ai Xinye’s store 
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4.3 Personal Experience of Liu Ting in “Lionet Plan” 

Liu Ting, a major in Food Quality and Safety graduated from Northwest A&F University, 

submitted a job application to Wowprime Group for its clear career development plan and good 

promotion opportunity of “Lionet Plan” during the school recruitment lecture, and ultimately 

became one of the members under “Lionet Plan”. 

During the six-month “Lionet Plan” training, Liu Ting mastered a lot of business knowledge 

and got improved a lot. She was not talkative, somewhat reserved, seemingly quite but relatively 

stubborn. Her learning ability and execution were strong, but she was not good at communication. 

Although other trainees referred it as the devil training, she could adapt to it quickly. But she shall 

demonstrate good communication skills in managing catering works, including dealing with 

customers, communication with other employees, and external negotiation.  

In a training session of “Lionet Plan”, her performance exposed the lack of communication 

skills. At that time, the training course was themed in how to become a good trainer, at the end of 

course, every trainee in “Lionet Plan” should select the training content, act as the trainer, and 

instruct other “Lionet” present. This training intended to train and examine the communication and 

lecture skills. On the stage, Liu Ting just recited all contents she prepared in common language, lack 

of interaction with the audiences, regardless of their point of interest, whether they understood or not, 

whether they could follow her or not, let alone the change of content in lecture. The scene was also 

very inactive, unlike the live atmosphere when other trainees delivered their lectures. Public 

attention was not paid to her lecture content, and some even played smart phones, talked privately or 

stared each other. Seeing their reactions, she was more frustrated, lowered the voice, finally ended 

with hastiness. The trainer directly pointed out her exposed problem: lack of communication skills. 

After being assigned to the store, Liu Ting experienced a lot of essential challenges, but she 

didn’t carefully examine her lack of communication skills for a long period. She began to realize that 

the impact of her communicative skills on team cohesion is attributed to the conflict between 

colleagues due to demand for vegetables. The story is like this: on a Saturday, the store was full of 

customers, 1 of only 5 chefs on duty asked for a leave due to sickness, the atmosphere was relatively 

stressed, and some colleagues even began to complain the busy engagement. Meanwhile, the 

customers also demanded the waiters to serve the dishes. Li was short-tempered, ran into the kitchen 

to ask Li for the updated information, but Li impatiently responded “not ready!” After another 15 

minutes, customers were very impatient and demanded Chen Hong again, so she had to run into the 

kitchen in a rush, shouted at Li “after another 15 minutes, the meals are still not served, could you 

make it faster? Customers are getting angry.” After these words, Li immediately jumped and shouted, 



 

87 

“the cooking time of each dish varies, some may need 30 minutes longer, if you got power, tell them 

not to order these dishes! You demand us all day long. Alright, now that you are efficient, you make 

these meals, I quit.” Li threw off the suit, walked into the restroom to smoke without hesitation, 

when Chen Hong had no clue right away. According to the information reported by others, Liu Ting 

was “in panic”. If Li quitted, only 3 chefs were left, the kitchen should be short of hands, the quality 

and cooking time of dishes will be affected, keep customers awaiting for a long time, and the taste 

was not as good as it was before, and she will get more and more customer complaints. She decided 

to persuade Li back to the kitchen by all means. She found Chen Hong, sternly asked, “Why did you 

drive Li away? Did you know his importance to our store? Those customers who order food will not 

eat meals, and I suppose that they will overturn the roof. Let’s make an apology to her!” Probably 

Chen Hong was frightened by the facial expression and blaming tone of Liu Ting, she unconsciously 

followed Liu Ting to the restroom, and very reluctantly made an apology to Li. After Li calmed 

down, he returned to the kitchen. On the one hand, Liu Ting’s emergency handling ensured the 

customer interests and kept the store smoothly running. But on the other hand, her low proficiency in 

communication led to the resignation of Chen Hong to some extent.  

Over a month after dealing with the kitchen event, Chen Hong’s resignation made Liu Ting 

realized that “all of us start from different views, and the opinion on this event may vary from 

individual to individual, I cannot take it for granted that others have the same opinion as mine, and it 

is also similar in management practice.” She was fully aware of the importance in making good 

communication with others.  

After the kitchen event, Chen Hong was unrelieved from complaint, because Liu Ting slowly 

found that Chen Hong was very dissatisfied with her way of dealing with such event. The author 

collected some information about her resignationfrom other colleagues: Chen Hong considered that 

Liu Ting blamed all faults on her, but she didn’t commit any fault, she tried to secure the store 

interests but was regarded as the troublemaker, and she was requested to apologize for the right thing. 

She further believed that Liu Ting was biased on the kitchen staff and didn’t start from the view of 

lobby staff. Liu Ting gradually found that she complained to several colleagues with close 

relationship in break time, “the store manager only looks on the contributions by chefs, regardless of 

our contributions, and she must regard us as nothing. Suppose if the store is without our lobby staff, 

I believe that it will cause a mess!” Although other colleagues tried to comfort Chen Hong, but Liu 

Ting still could not face and eradicate such estrangement.  

After another period of time, when the store was in off-season, the revenue declined leading to 

the decrease of wages. Liu Ting heard Chen Hong complaining to others, “what a great Lionet, what 
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a great graduate, how come our company treasures her, we may not be promoted after 3-5 years of 

working, is it unfair that she is appointed as the store manager after joining the company in a couple 

of months? If she is competent, just show us to prevent the store revenue from declining! We are 

fully engaged from day to day, make a small sum of money, often criticized by her, I shall quit?” Liu 

Ting realized that they were challenging her competence, but she admitted that although she was 

engaged with a lot of business cooperation, but it seemed to work a little bit, she should be blamed 

somewhat, so she missed another chance to communicate with Chen Hong face to face. Afterwards, 

Liu Ting still observed Chen Hong secretly and she found that Chen Hong performed poorly. In each 

session of morning meeting, Chen Hong was absent-minded, even was perfunctory when assigned 

with a task. In rendering customer serassitant , Chen Hong was not as serious as she was before, nor 

complied with SOC standard, and often asked for a leave, while before this “kitchen event”, Chen 

Hong was often entitled to full attendance award. Liu Ting was anxious about her poor performance. 

Until once, Chen Hong on purpose raised her voice to tell one colleague, “why you work seriously? I 

worked hard before for the benefit of our store, but I was criticized by the store manager. Would you 

be favored by the store manager for serious attitude? Will you get a pay raise? Will you get promoted? 

Why not work to live like me!”  

As soon as Liu Ting realized that she said these words on purpose, she was enraged and said, “if 

you really think like that, please tell me and we can find a solution, why do you spread such a 

negative attitude? Why don’t you affect them with such a unprofessional attitude?” responded Chen 

Hong angrily, “did you try to know what I was thinking and feeling? Why should I express myself to 

a bad store manager regardless of others’ feeling? Now I don’t care about this job! I don’t think that 

your “Lionet Plan” makes a big difference, and you are inclined to the kitchen staff than the lobby 

staff. All of us work hard for you, but the revenue is declining, leading to our pay cut, early 

resignation is good for me. You will see other colleagues leaving one by one!” In an interview with 

Liu Ting, she admitted that “her hands were trembling with clenched fists” out of anger. Finally, Liu 

said hard words, “I can assure you that I will not request you to stay with us, hope you don’t damage 

our team cohesion.” On that day, Chen Hong resigned.  

Before experiencing this confrontation with Chen Hong, Liu Ting never expected that her 

colleagues will be disunited due to this “event”, or imagined that it escalated to this situation. Indeed 

she didn’t want to fire Chen Hong, but taught her something important, but why it ended up with this 

outcome? Liu Ting began to reflect on her way of dealing with the last “event”, it was very regretful 

that she didn’t talk with Chen Hong face to face to appease the colleagues after her conflict with the 

chef. More importantly, colleagues showed some “disunited” signs after that “event”, Liu Ting still 
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neglected the importance of positive communication, nor eradicated those adverse effects on team 

cohesion.  

After Chen Hong resigned, Liu Ting began to pay special attention to public emotion for fear 

that a similar case may happen again. The working atmosphere became depressed, colleagues felt 

like being watched, and Liu Ting was more and more sensitive. When one colleague unconsciously 

complained, Liu Ting caught her to correct the idea. Meanwhile, Liu Ting found that colleagues 

frequently made a complaint together, especially those colleagues who had a close relationship with 

Chen Hong. Once she heard a conversation between two of her colleagues, one said “I doubt the 

store manager’s ability? Does she a member of “Lionet Plan” after rounds of selection? How come 

the store revenue starts to decline after she comes here for a few months, if we follow her, what can 

be get?” The other smiled, “oh, you dare to say, are you fear of the store manager hearing what you 

said and firing you? Now we have no freedom of speech.” Liu Ting considered what they 

complained as justified, but the poor performance was caused by several factors. Liu Ting attributed 

the poor performance to the great recession, but after the regional store manager interviewed her, she 

obviously felt the internal and external stress. She decided to express her idea on Chen Hong’s 

resignation in a morning meeting.  

As far as Liu Ting was concerned, her alienation from other colleagues will be eradicated by 

explaining why she fired Chen Hong from the perspective of company interest. In addition, she also 

urged that no colleague was allowed to spread the passive emotion and attitude of other employees, 

or the serious punishment will be imposed. However, the next case was just on the contrary. For any 

task assigned by Liu Ting, colleagues were not cooperative, especially those who had a good 

relationship with Chen Hong before. Liu Ting attempted to propose any teamwork, but no colleague 

responded. In particular, several colleagues who had a good relationship with Chen Hong before 

even formed a “small gang”, often worked passively, even didn’t comply with SOC standard. At 

work or rest, they often held together to make small talks. In response to Liu Ting’s criticism, the 

“small gang” just neglected, behaved even worse. Liu Ting felt being gradually isolated from the 

colleagues, and the team morale was declined. One night, when they handled the tail-in works, Liu 

Ting requested a member of the “small gang” to fix a bulb, she immediately rejected, “why you 

request to do it every time, it is too late to fix the bulb, are you against me on purpose? “Actually, it 

only takes several minutes to fix the bulb, but she overreacted. In order to reduce the contradiction, 

Liu Ting had to suppress herself and fixed it in person. 

In an interview with other colleagues in Liu Ting’s store, actually all colleagues were still 

bothered about Chen Hong’s resignation, they felt surprised and even disappointed at what Liu Ting 
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did. They claimed that Chen Hong worked in the store for two years, relative to others, she was a 

senior employee. And before Chen Hong conflicted with the chef, she was always the model of this 

store, a hardworking and accountable person, came earlier and left late every day, but rarely asked 

for a leave. But Liu Ting fired her in the presence of all employees because of her several complaints, 

they felt it an injustice for Chen Hong, so they became antipathetic to Liu Ting. In addition, over 

these months since Liu Ting took over the store, the revenue was declining and the wage levels went 

down, so that their dissatisfaction with Liu Ting became intensified. Liu Ting was in great distress. 

She believed that she dealt with this issue for maintaining the company interests, admitted that she 

may be overreacted, but there was no major fault, why other colleagues didn’t understand her? And 

if she got no right to criticize them, where is the authority of store manager? and how to lead the 

team in the future? 

Communication was always the weak point of Liu Ting, if she could have instructed rather than 

scolded at Chen Hong, would it be better? After that event, if she could have communicated with 

Chen Hong on time, then probably she would not resign? Should she communicate with other 

colleagues on time before they formed a “small gang”, would the possible risks be eradicated? 

Management is equivalent to communication to a large extent, while communication especially 

stresses the manner and details.  

 

Figure 4-3 The monthly performance of Liu Ting’s store 

4.4 Personal Experience of Yang Yiming in “Lionet Plan” 

Yang Yiming, a major in Education, graduated from Nanchang University. As a minor 

undergraduate of Psychology, he acted as the assitant  president of Student Union. For Yang Yiming, 
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“Lionet Plan” was the most appealing for enough challenge and rapid growth. Wowprime Group 

expected that all trainees graduated from “Lionet Plan” will be promoted to the assistant store 

manager, even the store manager, while common employees often spend several years to more than a 

decade in getting such capacities. Yang Yiming was qualified to the Round 2 interview due to 

prominent performance in Wowprime Group Campus Recruitment, and finally employed.  

Yang Yiming really learned a lot from “Lionet Plan” and made more efforts than any other 

trainee. On the eve of closed training, Yang Yiming was not as afraid of difficulty as other trainees, 

but rather excited, “something like before the war” in his own words. However, only after the first 

day, he didn’t have a feeling of freshness, even looked like exhausted. Although Yang Yiming knew 

that he should be patient and careful enough to properly render catering serassitant , but like many 

others, he still couldn’t accept the training way of “holding a toilet from 9 pm to 4 am”. In order to 

keep up with others, even prove that he could do even better, Yang Yiming stuck to it. In the course 

of training, Yang Yiming occasionally complained that his wage was relatively low. He claimed that 

their wages were low and didn’t get a rise for several months, especially for those graduates from 

famous universities, even the masters, below their expected salary in Wowprime. Anyway, Yang 

Yiming still believed that only with the smooth graduation and the capacity of assistant store 

manager or store manager, remuneration will not be a problem at all.  

After the ending of “Lionet Plan”, Yang Yiming was assigned to Hua Yin Zhang Yang Store as 

the assistant store manager. Upon the joining in Zhang Yang Store, Yang Yiming was told that the 

store is located in an old commercial strict, with less traffic, but he was not discouraged but 

motivated. Although he already acted as the assistant store manager, he was fully aware that Lionet 

training was different from store operation and especially he was not familiar with the business 

levels. Shortly after he came to the store, Yang Yiming showed his down-to-earth and competence. 

Gradually, Yang Yiming was impressed by the significance of “Lionet Plan” to his career 

development. On the one hand, “Lionet Plan” indeed provided a platform for fast development and 

talent selection, for graduates with little social practice, it really worked. On the other hand, “Lionet 

Plan” should have considered their learning ability and resistance to stress in planning the 

framework,  and “cramed” a lot of business framework to them within a short period, equivalent to 

the consolidation of store management. But admittedly, the store managers from “Lionet Plan” were 

less skillful with the store operation, compared to those senior store managers who got promoted 

from the lower level. In day-to-day store operation, Yang Yiming exploited his own business skills 

and tried his best to relate the theories learned from “Lionet Plan” to the practice, so as to perform 

his specialties and individual competence. When Yang Yiming worked hard in the store, the store 
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manager showed great concerns to him, and gave him a lot of helps from work to life. Yang Yiming 

also imitated and learned the working style of store manager, especially in dealing with the trivial 

things and customer complaints, and more importantly, he should be determined and proficient to 

control the issue at the minimum level. Yang Yiming gradually summarized a lot of valuable 

know-hows from his work.  

In Zhang Yang Store, Yang Yiming once acted as the “serving store manager”. The major 

responsibility of “serving store manager” is to control the serving. It was during this period that Yang 

Yiming began to realize and deal with his personal relationship with other colleagues. Yang Yiming 

had a harmonious relationship with other colleagues in the store, but he explicitly felt the distance 

from them. Despite his capacity as the assistant store manager, Yang Yiming didn’t attribute the 

“sense of distance” from others to the awe, because he just came to the store as a new employee. 

Yang Yiming believed that others will hold him in awe only by hardworking and demonstrating his 

competence with performance. It was not easy to act as the “serving store manager” in Wowprime, a 

lot of cases were not covered in the training, and this requires him to pay more attention to details. 

The store manager often praised Yang Yiming as “learning fast with heart”, and encouraged him to 

be the “strongest serving store manager”. Yang Yiming hadn’t ever thought of becoming the 

strongest, but he definitely had a requirement: to be a good assistant store manager, do well and 

efficiently in the works assigned from the store manager. He should handle any issue that other 

employees couldn’t find a solution!”  

For more than one year as the assistant store manager in Zhang Yang Store, Yang Yiming served 

as the acting store manager of Zhang Yang Store for a month. In this month, Yang Yiming felt quite 

stressed, since the store manager was engaged with other company assignment, Yang Yiming was 

accountable to almost all things as the acting store manager. This was also the biggest challenge and 

most valuable time since he joined Wowprime. Although Yang Yiming was very confident to resist 

the stress, worked for more than one year in Zhang Yang Store, and was handy with all kinds of 

works, he had to admit that there is a big difference between store manager and assistant store 

manager, and precisely speaking, he was only an acting person but resisted this stress for only a 

month. As an acting store manager, Yang Yiming worked harder, despite the tiredness, he could be 

aware of the situation and proactively rose to these challenges. He could make use of this valuable 

chance to seriously think about what to do in the future, because he would sooner or later become 

the store manager. In handling an emergency, Yang Yiming was “frightened” but “blessed by God”. 

The story was like this: the director general of Pudong Fire Department with his father-in-law to 

have a meal in Zhang Yang Store, his father-in-law had an eye disease, hit at the door to Zhang Yang 
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Store when he went to the washroom, and his nose was seriously wounded, even bleeding. In case of 

such an emergency, Yang Yiming was “really clueless!” But he still calmed down and sent the 

father-in-law to the nearest hospital. After that, he kept making apology to the director general and 

his father-in-law, and sent a gift to them and exempted the bill payment. It was through this 

immediate handling of emergency that he made friends with the director general. The emergency 

was a challenge and opportunity, Yang Yiming performed well in handling it. He was pleased that he 

got a pay rise and felt that his efforts were due rewarded.  

The experience as the acting store manager made him realized that it is unnecessary to handle 

everything, even hold the accountability. However, it was because Yang Yiming didn’t get adapted to 

this role that he didn’t change his way of working according to the role switch, and therefore, he felt 

like “being exhausted and became bad-tempered”. Previously, some day-to-day communication with 

other colleagues made him feel tired at times. In an interview with Yang Yiming, when it came to the 

communication with others, he illustrated an example: one day, Liu evaded from the customer 

complaint, Yang Yiming was a little angry with it, immediately replaced him with Zhang Dan as the 

waitress, he was prepared to talk with Liu after work, but he felt too tired to do it. Gradually, he felt 

distant from those colleagues with whom he had a close relationship before.  

Shortly after that, Yang Yiming was assigned to Hua Yin Zhang Jiang Chang Tai Store as the 

store manager, who was accountable to the store operation as well as the training for “Lionet Plan”. 

The career development stimulated the new change of his mind, he recalled that he just followed the 

trainer’s instruction without a second thought, nothing but bitterness and tiredness, when he was still 

a trainee under “Lionet Plan”. As the assistant store manager, what he needed to do is to properly 

handle the works assigned by the store manager, handle any issue which cannot be solved by other 

employees, and if there was any issue he cannot be helpful, the store manager would be accountable 

to it. It was not until he was promoted to the store manager that he became aware of “all trivial 

things managed by the chief person”. As the trainer for “Lionet Plan”, the company extended the 

training session to 10 months, and in his own words, it was a waste of time. He believed that trainees 

under “Lionet Plan” were good at resistance to stress and learning ability, but the extension of 

sessions reduced the essences of knowledge, rather easily made the trainees agitated. As soon as 

Yang Yiming was promoted to the store manager, he was explicitly concerned about the relationship 

with chefs and the stability of personnel. As a matter of fact, a lot of guys left when he took over this 

store, but after being the store manager for more than one year, he became aware that he was 

accountable to the whole team, the team orientation and their sense of happiness. Yang Yiming paid 

exceptional respect to chefs, regardless of possible offensive words from chefs, he tried the best to 
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tolerate it, because he believed that more things about food need to learn. Yang Yiming realized his 

weakness and tried to make it up by further study.  

With respect to the interpersonal relationship with colleagues, since Yang Yiming was 

appointed as the store manager, he felt distant from others, especially when he awkwardly saw some 

dragging things, he couldn’t resist criticizing them but he still managed their things to avoid 

embarrassment. The director of Wowprime also communicated with Yang Yiming, if he want a 

switch role, he must change the way of working, but it seems that Yang Yiming didn’t find out a 

better way of communicating with others. When it comes to the recent store revenue, he mentioned 

that some colleagues suggest him paying more attention to the marketing. Admittedly, it was 

somewhat reasonable, but not the most important. He believed that the increase of revenue mainly 

depends on delicious food, and the good quality of food is the core value of store. In his opinion, the 

most fundamental to catering is to make good dishes rather than the buzzword. Meanwhile, he also 

admitted that “I may be a little rigid, but I am not good at marketing.”  

More than three years have passed since Yang Yimin joined Wowprime, during the promotion 

from the assistant store manager to the store manager, he kept making new changes and adapting to 

new roles. Meanwhile, many “brothers and sisters” with whom they worked together left the 

company, he was melancholy as well. It was commendable that Yang Yiming still stuck to his 

requirement to maintain the stability of team operation. Only in this way could the revenue get 

improved, and he also believes that he should chat more with others and put himself on their shoes in 

the future. 
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Figure 4-4The monthly performance of Yang Yiming’s store 

4.5 Personal Experience of Zhang Tian in “Lionet Plan” 

Zhang Tian, a major in Machinery graduated from Xi’an University, submitted a résumé 

through Wowprime Campus Recruitment Lecture at the end of 2011, finally became one of Term 2 

trainees under “Lionet Plan” after rounds of written tests and interviews.  

On July 1st of 2012, Zhang Tian attended the devil training of “Lionet Plan”. The first session was 

about brushing the toilet and kissing it after cleaning. At that time, many students couldn’t 

understand it, and even some female trainees strongly resisted against it. But Zhang Tian regarded as 

a reasonable training, and understood the difficulties as the trainer, because what the trainer 

instructed was to make Lionet trainees seriously treat their works. In his opinion, it was due to this 

harsh training that they were deeply impressed: if they could kiss the toilet, would it be easier to get 

customer satisfaction? Zhang Tian volunteered to brush the toilet as instructed by the trainer, without 

neglecting every detail, finally leaned over to kiss the toilet. A lot of trainees started brushing the 

toilet after noticing what Zhang Tian did. In the end, two female trainees still argued that graduate 

shouldn’t brush and kiss the toilet, regardless of trainer persuasion, so they filed a resignation to 

Human Resources Department. As far as Zhang Tian was concerned, although he could understand 

why they refused to do so, he believed that they were too proud, now that they chose the catering 

serassitant , no picky selection was allowed here. He further believed that graduate is more than a 

piece of diploma, but manage those things that others cannot and refuse to do. Through this devil 

training, Zhang Tian stated that he should be positive about the next training sessions, treat the 

training as a student, rather than reject or refuse it.  
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During the six-month training under “Lionet Plan”, Zhang Tian not only learned a lot of 

knowledge, but also gained a deep understanding of the catering sector and corporate culture. 

Additionally, he almost mastered all basic skills involved in the store operation. In half a year, he 

kept reading books, almost read the books till the morning, then slept for 5-6 hours, then attended the 

morning professional course training. Through such efforts, he mastered a lot of knowledge and 

skills irrelevant to his major subject within a short period. After that, he told me that the reason why 

he worked so hard is because he must prove that he could do better than others, despite his less 

attractive diploma. In this training course, Lionet trainees held a symposium about sharing, it was 

themed in sharing the most unforgettable things during the training. As far as Zhang Tian was 

concerned, the most unforgettable thing was after the test marks were announced, he would copy the 

paper by the number of difference with the full mark (100). Once he got some 70 marks, he copied 

the paper for nearly 20 times, a copy usually took one hour, 20 copies meant he needed to spend 

almost the whole day without sleeping or eating. Zhang Tian believed that he could remember the 

correct answers after three copies, but the trainer requested them to copy dozens of times, because 

the notebook for copying paper was thicker than Oxford Chinese-English Dictionary, and he still 

kept it. Similarly, he was unclear about the company requirement for written test, because the 

company requested them to write precisely the same word as the standard answer, otherwise the 

deduction will be imposed. After that, he justified it as the company mission, vision, values and 

culture, as if the national anthem tolerates no error. Anyway, he still believed that similar to the 

essentials of reception, the most important is to precisely grip the essences, and it doesn’t necessarily 

mean that one who can dictate every word will provide better serassitant s to customers, compared to 

the person who missed some words. He had no idea now that the trainers were senior employees, 

why they still had such requirements for Lionet trainees, why didn’t they rather focus on improving 

our working and management skills than memorizing every word and sentence.  

After the six-month training sessions, Zhang Tian was smoothly promoted to the assistant store 

manager, and entered Wowprime Beijing Wangfujing Flagship Store to attend the four-month store 

cohesion training. He was very excited about it, and told me that finally he could use what he learned 

from the six-month training into practice. Furthermore, Wangfujing Flagship Store is the first 

Wowprime store in China Mainland, the store manager was experienced in management, and he 

believed that he could gain more practical knowledge and improve the ability from this store. But he 

also felt nervous, after all, it was a new environment. Other trainees were assigned to different stores, 

but they were not quite familiar with new colleagues, store manager, and working environment. In 

Wechat group of Lionet trainees, most trainees were afraid of not adapting to the new environment, 
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but Zhang Tian held a joint discussion and encouraged them to bravely accept challenges. In his 

opinion, now that he decided to work in Wowprime, he must face all difficulties arising from it, for 

example, the catering environment was not so pleasant, the regional store manager or store manager 

may not trust him, or other colleagues may not get along with him and follow his instruction. 

Anyway, he hoped that he could earn their recognition and trust by his efforts.  

In almost a month after Zhang Tian came to the store, I made an interview with him. During the 

interview, I asked him to recall the scenario when he just came to the store. He still remembered 

when he firstly came to the store, the challenge was to acquaint all colleagues within one day. There 

were 40 colleagues, it was difficult to remember all their names without mistake, but he made it, 

surprising his superior (the store manager). He also realized that when he just came to the store, 

whether the store manager or other colleagues privately discussed him to see whether he was capable 

or not, how come a graduate without catering experience could be easily promoted to the assistant 

store manager, while most of them had to work for 5-6 years before getting such promotion. 

Colleagues even bet that Zhang Tian may not quit sooner or later. But Zhang Tian was not frustrated 

about it, but pooled double efforts, kept modest and hardworking in that month. He wanted to 

demonstrate the competence to act as the assistant store manager. In the store, colleagues carried 

dish trays, so did Zhang Tian, and even did more stably and quickly than any other colleague. Other 

colleagues were able to serve several tables, so did him. Zhang Tian also smoothly established a 

relationship with customers, and some of them actively gave him the contact information. The store 

had Maintenance Team which was responsible for replacing bulbs or repairing water pipes, and 

Zhang Tian also mastered the basic skills. In a word, in that month, Zhang Tian stayed in the store 

for at least 16 hours a day, not only gradually familiar with the store manager, but also accumulated a 

lot of experience. Generally, he once managed all works and assignments in the store, and he could 

finis some better than other experienced colleagues. He knew that in order to make others convinced, 

he should not only manage the things they could do, but also perfectly solve the difficult issues they 

couldn’t handle. Therefore, Zhang Tian was not anxious about seeking their recognition, because he 

was clear that there were a lot of time and chances to demonstrate his competence.  

Another day, Zhang Tian “easily” resolved a crisis again. It was about 7 pm at the peak of 

traffic, the store was almost fully occupied. But customers, store supervisor and other colleagues 

gathered at the cashier counter. This was due to a problem of financial system, when a customer 

intended to pay their bills, a colleague found no bill shown in the financial system, so that the 

payment would be impossible. The supervisor firstly attempted to solve this problem, got busy 

debugging the financial system while making an apology to the customer. 5 minutes later, the 
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customer began to complain, saw the watch from time to time, and shouted at the supervisor, “what 

the hell you cannot fix the payment, and I am going to see a client after a while!” Several colleagues 

had to appease the customer and expected that the supervisor could fix it as soon as possible, 

because a lot of customers cast sight at the cashier counter. If the financial system couldn’t be fixed 

right away, the in-house customers would be agitated and all colleagues will be scolded by the store 

manager without entitlement to bonuses. However, it was obvious that the supervisor didn’t ever 

meet this situation in his two years of experience, no matter how he operated the computer, those 

bills were out of trace, his forehead already ran some sweats, and even he dared not to look at the 

pale look of these customers. Zhang Tian had thought that the supervisor should handle such an easy 

problem, and he could develop the emergency handling by the way. But this deadlock lasted for 15 

minutes, he experienced that the supervisor and other colleagues expected his help. Zhang Tian 

rushed there, after briefly understanding the situation, his brain quickly searched the user manual 

when he read at the office after work. According to the final solution he could recalled, he quickly 

clicked the mouse, firstly closed the financial system, then called an encrypted document in 

installation folder of the financial system, rebooted it, then informed the document content in the 

input column of the financial system…5 minutes later, Zhang Tian easily solved the problem. 

Colleagues were surprised and praised him, the frown of customers finally disappeared and 

commented, “boy, if you solve it earlier, there would be no trouble at all”. But Zhang Tian instantly 

apologized to the customer, sent him a VIP card, the customer was very satisfied at it. After the 

customer left away, colleagues came near Zhang Tian, the supervisor seemed to put aside the 

prejudice against him, eagerly asked, “how could you know recover the system by this way?” Zhang 

Tian firstly demonstrated the method of recovering the financial system with patience, and further 

explained how to handle the similar emergency issue. Then he added that it was the first time he 

meet such emergency. However, he once read the user manual of financial system and remembered 

how to solve this case. Colleagues were instantly impressed by his good skills, because they also 

read the training manual of this financial system upon the induction training, but none of them could 

remember how to address it. Although it was nothing special, Zhang Tian believed that public 

opinion on him already improved, at least they didn’t look at you as only a nerd, but the good fellow 

who can help them solve issue at the critical moment. After that, Zhang Tian boosted his confidence 

and hoped that he could truly become a store manager in no time.  

The first customer complaint that Zhang Tian handled happened during the Lantern Festival of 

2015. His store was operated well, but a customer complaint occurred in dinnertime. Although it was 

tricky, he resolved it smoothly. In dinnertime, the customers who dined in the store were almost 
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family members harmoniously in celebration for the festival. All of a sudden, a customer yelled at a 

dessert on the table, “how come you use bad material to make sour cake but at an expensive price, 

what the hell?”  His voice was heard by two tables around and cast their sight at him. Because this 

customer was near the reception desk, a lot of colleagues were captured by his complaint, but neither 

wanted to solve this issue in person. On the one hand, the customer was angry and anyone came 

there may be scolded. On the other hand, all of them realized that the sour cake was not caused by 

bad material, rather Mozzarella Cheese Cake is a bit sour, but they didn’t want to indicate that the 

customer was not well-informed, even with no idea about its sour taste; to properly handle this 

complaint by maintaining the reputation of their food and keeping the face of customer, it was 

somewhat difficult. Zhang Tian firstly observed what was going on, after about 2 minutes, he found 

that no one offered a help, when the customer was about to go mad, they still engaged with other 

works. It seemed that each of them expected that the other could handle it, for fear of being caught 

by the angry customer. Finally, Zhang Tian volunteered to run to the customer, when some 

colleagues were happy to see what would happen, as if they wanted to see his bravery humiliated.  

Although Zhang Tian never handled any customer complaint in person, he saw how the store 

manager did it, and when he was free, he also usually considered how to properly handle such issues, 

so that his confidence to properly handle current customer complaints was boosted. Zhang Tian 

treated it as the best opportunity to demonstrate his abilities to the store manager and other 

colleagues. Zhang Tian politely bent down to listen to the angry customer, who was always claiming 

the sour cake and complaining that such an expensive cake was not fresh. Zhang Tian patiently heard 

his complaint, firstly apologized to him with sincerity and attributed it to the neglect of staff work, 

forgot marking the sour taste to him. And Zhang Tian patiently explained that the cake was made 

through special fermentation and sourness was its own flavor. With his patient explanation, the 

customer calmed down, but was still embarrassed and unconvinced, “I didn’t get this flavor from 

your other stores”, Zhang Tian immediately responded, “probably our store makes the sourness 

stronger, unsuitable to your flavor, but I can assure that we make it with fresh material. Would you 

like another dessert suitable to your flavor free of charge?” The customer was finally convinced and 

reordered another dessert. Throughout the handling process, Zhang Tian seemed to notice the public 

observation. When that customer was about to leave, Zhang Tian gave him a name card and 

welcomed his repeated visit. The customer was content to leave the store, praised his high EQ and 

encouraged him to make more efforts in lowered voice.  

Others may think it was a trouble, but Zhang Tian regarded it as the rare opportunity/ 

“Colleagues looked very surprised”, they probably didn’t expected that Zhang Tian could easily 
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handle the customer complaint without cursing, the store reputation was maintained, and the 

customer left with smile. Zhang Tian felt being recognized or praised by others, despite no spoken 

praise, Zhang Tian realized that public opinion on him already changed. In his own words, “as soon 

as I came here, they believed that I was a layman about the store operation, promoted to the assistant 

store manager only by diploma; but now they identified my ability and strong point, even helped 

them resolve such issues they couldn’t handle or wanted to evade away.” Since Zhang Tian worked 

here, he felt like getting improved, overcome different challenges and exceled himself from day to 

day, he really liked this feeling, full of passion!  

Shortly after being promoted to the store manager, Zhang Tian completed a major task. The 

story goes like this: in a monthly regional meeting, the assitant  president Chen made an important 

proposal to all store managers present, Wangsteak began to adopt ipad-based ordering. It was 

controversial among the store managers, some agreed by show of hands, claiming that other 

competitors already used this ordering, and Wowprime should keep up with the trend; while some 

also argued that Wowprime was intended for senior white-collars and business men, ipad ordering 

belongs to youths, but it doesn’t suit the identity and consumer habit of Wowprime subjects. Chen 

patiently waited until they finished, but asserted that: your concerns were quite justified, and the 

head office also considered these problems, but after weighing it over and over, the company still 

launched the ipad ordering. The management planned to implement it in a store, documented the 

user manual for ipad ordering, distributed it to the stores across the nation, and allowed for the 

extensive learning. In the end, Chen asked that who volunteered to undertake this task, and it is so 

pressed that the volunteer should make the trial implementation within a month and document the 

user manual for extensive application. Zhang Tian found that other store managers lowered their 

heads or kept silent, calculated for their own interests, and privately talked to each other: we never 

tried ipad ordering, it may take a lot of time and efforts for trial implementation. And there was no 

substantial reward if it could be perfectly implemented. Furthermore, this may relate to the 

nationwide application, a small mistake or inconsideration will lead to great impact and major 

liability. To sum up, the trial implementation was nothing beneficial. However, Zhang Tian held 

another idea. When he heard that Chen asked who will be the volunteer for ipad ordering, he was 

excited and feared that others may seize this good opportunity. It was half a year after Zhang Tian 

worked for the store, he was familiar with the store operation and management, and was slowly 

recognized and trusted by others. As soon as he got used to the routine work, this challenge offered a 

good opportunity for him to demonstrate the ability to others store managers and the assitant  

president and allow for the self-improvement. As a result, Zhang Tian volunteered, “we are willing 
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to undertake this task, we are confident to do it well, please rest assured”. Other store managers 

present in the meeting were quite surprised at his performance, as if they dared not to believe that 

this task was accepted by a guy who just became the store manager. When Zhang Tian recalled it, he 

was excited, “I supposed that others doubted one who was just promoted to the store manager, with 

little knowledge about its job responsibilities, dared to undertake this task? Now that I took it, it was 

doubtful if I could submit the manual for national application in a month’s time. Although the 

assitant  president Wang also doubted me, he still allowed me to have a try, because no other 

volunteered for it.” 

In fact, Zhang Tian figured out a general plan in the meeting: firstly investigated the similar 

restaurants which already used ipad ordering, then sought ideas from other colleagues and customers, 

summarized these data, combined with our own considerations, prepared the manual, implemented 

on trial in other stores, finally amended the manual based on the trial results. Although Zhang Tian 

never did it before, nor did he know what challenges he may meet in the future, he believed that he 

could outperform it based on the past experience in organizational work when he served the Student 

Union, along with the inquisitive feature. Despite the tight schedule, Zhang Tian made a detailed 

plan. A month later, Zhang Tian smoothly presented their trial results of ipad ordering in front of 

other store managers and Chen. Zhang Tian clearly observed the amazing expressions on all 

audiences after his presentation, and probably they couldn’t believe that he prepared such contents 

within a short time. Zhang Tian produced the manual with about more than 30 pages, in simple and 

concise words, very feasible and operational, and even there was one chapter about how to deal with 

the difficulties in the course of extensive application. With the public praise and recognition, Zhang 

Tian felt that his efforts in the past month or longer were finally rewarded. This seemed to be very 

short but long, I just followed the schedule.”  

In the first week, Zhang Tian mainly investigated the western restaurants which already 

implemented ipad ordering, carefully observed their ordering processes, the response and degree of 

acceptance by customers with different ages and occupations, proficiency level by employees, 

whether the ordering system and preparation, serving and billing system can be integrated well or 

not, and further identified their deficiencies. Both advantages and disadvantages were recorded in 

the notebook. In the next regular meeting, Zhang Tian introduced this task to all colleagues and 

sought their ideas. Because colleagues were the performers of ipad ordering, and they had the closet 

and more frequent contact with customers, they had a better knowledge of their habit and demand in 

ordering, so they should have the say. Because all of them were youths, very interested about 

electronic products, knew and were willing to implement ipad ordering, they expressed their own 



 

102 

ideas, illustrated possible problems and obstacles in ipad ordering, for example, older customers may 

not be familiar with electronic products, then how to make ipad ordering the most user-friendly? and 

how to persuade them into using ipad ordering instead of conventional way? After that, Zhang Tian 

began to prepare the user manual about ipad ordering, based on prior investigation results and others’ 

ideas. Meanwhile, he also noticed that the manual was intended for peer review, it should be written 

in simple and concise words; moreover, it will be distributed nationwide and saved as the company 

document, so the language should be formal. Zhang Tian mentioned that he never wrote this manual, 

but he didn’t think that it was a big trouble, because he was busy in office hours, he generally 

prepared it at the office after work. In the course of completing such a creative task, Zhang Tian 

pooled his efforts, in his own words: full of positive energy, even if I read references and prepare the 

manual at the office till 2 pm every day, I still feel energetic in the next morning, rather engaged with 

my work with excitation. This routine lasted for one and half a week, after Zhang Tian weighed it 

over and over again, the manual was finally completed. Based on the manual, his store began to 

implement ipad ordering, previously he was worried that customers may resist against this mode, 

they also took preferential means to attract them to use ipad ordering. In the trial implementation, 

Zhang Tian and other colleagues found some unexpected cases, for example, how to mark the 

sold-outs on ipad, so that it can kill the satisfaction of those customer who want to eat but fail to get 

it. One week later, Zhang Tian revised the manual based on the customer feedback and his own 

observations. Through this revision, the 30-page manual was finally presented. Despite the less than 

6 hours of sleeping hours, he considered how to make it more perfect even at meals and was very 

satisfied about it. Especially when the thick manual was available, he found no word to describe the 

excitation, he even considered himself as “all-rounder with the sense of achievement”. Zhang Tian 

hoped that he could face challenges every day and lead a colorful life.  

As the store manager, Zhang Tian developed and outperformed than other trainees under 

“Lionet Plan”. From a freshman doubted by the store manager and colleagues, to the store manager 

with all-around capabilities, Zhang Tian was trusted and recognized by colleagues, he also gained 

more knowledge about the store operation, management and profitability. Especially as soon as the 

trial implementation of ipad ordering was smoothly completed, colleagues experienced his style of 

accepting and assuming challenges, as well as down-to-earth spirit. Zhang Tian was handy about the 

store management, and his routine works gradually became redundant without taking time and 

efforts to learn new things. As far as he was concerned, no new challenge means that there was no 

difficulty or obstacle, all will be smooth without new exploration or innovation. When Zhang Tian 

mentioned this feeling, he described “I only need to pay a little attention to ensure the perfect store 
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operation and keep it in Top 10 among all stores nationwide. For others, this might be a good thing, 

is there anyone who doesn’t like such an easy work? But I didn’t think so.” When it comes to his 

considerations on future, Zhang Tian also usually received calls from job hunter. He said that one 

hunter proposed to him a very attractive job, and more importantly, the hunter spoke of the working 

state that he was yearning for.” Your ability has been much beyond the requirement for Wowprime 

store manager, and you should deserve better and higher capacity. What you need is more potentials 

and a larger platform for self-development, rather than a company keeping you stay put, with a little 

sense of achievement.” He sighed why others could read his mind, but the line store manager got no 

clue? Every word by the hunter seemed to coincide with his true feeling, and he measured the 

proposal once again. He reflected on current working condition and felt that his ability could be 

performed nowhere. Zhang Tian found that there was no challenge due to very smooth and routine 

store management. As to the promotion, Zhang Tian was in great distress. On the one hand, he joined 

the “Lionet Plan” of Wowprime Group due to its promotion commitment. At that time, the company 

claimed that at least 100 regional store managers will be demanded and selected from “Lionet Plan” 

in the next 5-10 years. But till now, the company development and store expansion in China 

Mainland were not as smooth as it every expected, there was no new demand for regional store 

manager. Therefore, no matter how responsible he was as the store manager, pooled his efforts to 

increase the store revenue to the level of 1 million, focused on the team unification and harmony, 

racked his brain for the promotion and career development of others, he couldn’t get promoted to the 

regional store manager due to no vacancy. In this point, Zhang Tian was somewhat disappointed at 

Wowprime. On the other hand, Zhang Tian was willing to accept new challenges and things, a man 

who doesn’t like routineness. But he believed that there was no access to this platform as store 

manager, even get a little bored with current job. So, is it any solution? He had a mixed feeling: 

whether to stay, manage the same thing every day, and get used to such routineness? or find another 

job to experience this diversified world?  
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Figure 4-5 The monthly performance of Zhang Tian’s store 

4.6 Summary of this Chapter 

First, the author always asked every lionet that I interviewed with to recall the process of the 

5-day orientation training and 6-month official training. It’s fair to say that every lionet has some 

deep memory and appreciation for the training at that time. Although the training process was harsh, 

the process, however, granted them some very practical help. With the assistance of teaching method 

that includes systematic, professional mentorship and combination of theory and practice, they had 

acquired their working skill and theoretic knowledge very quickly, and also thanks to harsh training 

method and evaluation system, they had developed some solid base in terms of their career. And all 

this plays an important role in helping them to quickly cooperate with their colleagues at their 

assigned shop and master the management of shop as well as powering the process of them 

becoming part of the team. According to the information above, this process lies into the Leader 

Development. Day & Halpin(2009) stated that leaders’ development helps leaders fulfill their 

responsibilities, which in returns pushes forward leadership development. And this training system 

combined with “learning through working” agress to the process of leadership development for 

various developing experience of those individuals that possess learning capability under certain 

organized situations, stated by Velsor etc. Meanwhile, when designing training method for leadership 

development, has applied the same with the Day (2000) proposed by leadership development 

training methods,the practical method that combines developing methods at all dimensions and 

aspects (mentorship, trainer guiding, practical learning, 360 feedback) , which improves the integrity 

and effectiveness of pushing forward lionet plan either for the enterprise itself or lionet individual. 

Through experiences of five lionets taking the role as a leader of the store in the 
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process of establishing the leader identity, this chapter aims to indicate the leadership 

development process can play an important role in influencing the identity construction 

of leaders. In the five cases, the five persons have distinct personalities, and their 

response to different situations about leadership is different as well, which, of course, 

leads to varied results. Many similar situations can be found in different cases, for 

instance, regarding the identity of new leaders, most new leaders of the store, including 

the store manager and assistant store manager, may be doubted about their identity and 

competence by colleagues. However, as can be seen from these cases, they are all trying 

to be part of the new team and to get the sense of identity about their competence and 

friendliness from other colleagues by making efforts. For example, Zhang Tian took the 

initiative to undertake some work. The characteristics of this kind of behavior agrees to 

the perspective that Deaux (1993) demonstrated in terms of identification: identification 

is how an individual identifies himself/herself into which group, and it’s an important 

part of ego concept. Also, Ling Huang (2007) pointed out that identification is how an 

individual acknowledges and his/her attitude towards the role and features of the group 

he/she belongs in. The acceptance of colleagues is the precondition for a newly 

developed leader to assume the leadership.  

Furthermore, in terms of improving the relationship with colleagues (handling employee-related 

issues), Zhao Yuqing had conflicts with Zhang Dan, but she took the initiative to communicate with 

Zhang Dan. Finally, they forgave each other and improved their relationship. Zhang Dan started to 

perform as usually and ultimately got an opportunity of promotion. However, Liu Ting and Chen 

Hong also had misunderstandings, but Liu Tingailed to reach consensus with Cheng Hong on work 

performance. Finally, Chen Hong quit the job. The group cohesiveness as well as the sense of 

identity on Liu Ting’s leadership was affected.These two cases on interpersonal relationship 

processing has a very different attitude and behavior,from the viewpoint that treats leadership 

identity as a social role allows for the exploration of social processes and motivational factors. These 

motivational factors encourage people to assume the role of leader or grow as a leader, or keep them 

away from the role of leader (Lord & Hall, 2005; DeRue & Ashford, 2010). So once an individual 

assumes a formal leadership role, this role may or may not become a part of his identity, which 

depends on the degree of his engagement with this leadership role. What’s more, regarding the 

handling of customer complaints (handling external pressure), the issue handled by Ai Xinye and 

Yang Yiming was very serious and urgent. In case it failed to be handled properly, the company 

reputation would be affected negatively. The way they handled it is technically greatly different from 
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the way Zhang Tian took when coping with a customer’s complaint about the desert taste. The 

problem Ai Xinye and Yang Yiming met can be defined as an accident, so thepressure they face 

when handling the issue and the process of continuous negotiation with the customer to be 

understood are more complex that the case of Zhang Tian. However, they both managed to learn 

from such issues and get their personal competence improved. From the perspective of the leader's 

quality, as Kirkpatric and Locke's study (1991) showed that a series of individual qualities gave the 

individual the "right qualities" to be competent leaders and effective leaders were significantly 

distinguished from others in several key areas. These qualities are the "prerequisite" for a person to 

become a leader. The key qualities that distinguish the leaders from the average people are driving 

force, honesty and integrity, self-confidence, coordination and business knowledge. As for the 

organization of store activities (job challenges profile): While lowering the demission rate of 

colleagues, Zhao Yuqing successfully united workers of the store by holding observation and 

learning activities. Zhang Tian enabled the store to test new equipment for the business department, 

thus remaining to be active and passionate at work. Of course, the success of activities helps to 

consolidate the position of individual leadership. From the perspective  of leadership identity 

construction, no matter in the deal with the external pressure or job challeng profile, Zhang Dingkun 

(2005) in one survey of Company ABB indicated that 70% of leadership development comes from 

the dealing with work difficulties and challenges, 20% from the influence of those people around 

(superiors, colleagues, subordinates), and 10% from the traditional training. Furthermore, conclusion 

corresponds to the only in the practical management could the leadership as an interactive process 

between leader and follower play its due role. As can be found from the above case analysis about 

leadership development, how to construct the leadership identity is the common priority for lionets 

after coming to the store. In the process from being doubted to being accepted, they need to make 

efforts and practice their management ability before establishing the identity as leaders which is 

never granted by followers with no reason.From the perspective of interaction, it fitsDeRue 

andAshford (2010) divided the process of interaction between leader and follower into two basic 

actions: claiming and granting. Through such a claiming-granting process, individuals in an 

organization internalize their identities as “leader” or “follower”, and such identities will be given 

the relational recognition as individuals mutually accept their roles and they get collective 

endorsement in the organizational context. Via activity planning and execution in the management 

work, lionets can enhance their personal competence and work enthusiasm, which is also conductive 

to the shaping of group cohesiveness. A leader to lead the identity of the successful build, will be in 

the realization of individual internalization of combined social and management control point at the 
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same time, realize the effective development of leadership.It is suggested by cases that different 

personality characteristics and different situations can both affect the result of issue handling in the 

process of establishing the leadership identity.Contingency theory and Situation theory hold the 

basic viewpoint that there is no fixed or universal or optimal management theory or approach. The 

organization’s management should be corresponding to the internal or external conditions of the 

organization.The appearance of one leading phenomenon is not only the behavioral result of the 

leader himself, but also relies on the surrounding environment. So the store management work, 

although the basic similar in content, i.e. the management situation is very similar, but the results 

will be by different individuals or environments have different. 
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Chapter V Results of Case Study 

5.1  Task Scenarios for New Store managers under “Lionet Plan” 

New Store managers under “Lionet Plan” firstly need to master the basic skills of catering 

serassitant s, ranging from reception, duty schedule, training, maintenance, ordering and other skills, 

handling of customer complaint, customer retention, to public relation. Only with these professional 

capabilities of catering serassitant  could Lionet store managers be recognized by others. In a case 

study, Zhang Tian was good at handling customer complaints. An uninformed customer complained 

that the cheese cake went bad, Zhang Tian firstly listened to his claim with patience, and then 

apologized to him for the neglect of marking that this cake should have such flavor, the customer 

changed his attitude because he realized that it was caused by little knowledge about the cake. 

However, Zhang Tian still proposed changing another alternative that was suitable to his taste free of 

charge. When handling this customer complaint, Zhang Tian was not scolded, but maintained the store 

reputation in food safety and quality, nor did he cause the customer to be embarrassed. This clever 

handling made him as the freshman recognized by others. They believed that he would be capable of 

easily resolving the issues that other colleagues may feel difficult.  

Furthermore, they also need to maintain and improve the store revenue. To this end, Lionet 

store managers should conduct inter –business cooperation, promotional campaigns and other 

measures through market survey. Revenue decrease or no progress for a long time would not only 

affect the company profitability but also reduce the pay levels, thereby demoralizing the team, leading 

to high turnover rate. In this concern, the demonstration for business improvement is essential for 

store managers. In a case study, Zhao Yuqing was good at seeking business cooperation opportunity, 

aiming at the multitude of people in children’s education institutions, negotiating with these 

institutions, opening the course about western table manners tailored for kids, and those kids studying 

in such education institutions will be entitled to 20% for kids’ meals in their store. With this 

cooperation, the store revenue significantly improved, employees’ satisfaction increased a lot, and 

there was no resignation due to dissatisfaction with the pay levels. From these two cases mentioned 

above, it can be seen that when it comes to restaurant management performance, the theoretical 

knowledge about restaurant management acquired by the newly inaugurated lionetstore managers or 

lionet assistant store managers is not less than that acquired by those non-lionetstore managers 

although the training period for lionetstore managers and lionet assistant store managers is short, and 
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however, they are still inexperienced in the actual process of management, and moreover, if they can 

improve restaurant management or deal with complaints from customers “effectively”, this is not only 

a demonstration of personal abilities, but more importantly, this can help to establish employees’ 

recognition of lionetstore managers’ and lionet assistant store managers’ leadership identity, which is a 

very important process for lionetstore managers’ and lionet assistant store managers’ leadership 

development.  

According to the survey results as shown in Figure 5-1, with respect to the task challenge for 

Lionet group, the average score of “high stakes”, “deal with external pressure” is 5.19 and 5.79 

respectively, which indicates that these job challenges are the greatest. “High stakes” means: those 

key objectives I must complete have a definite deadline, or those major works that I feel stressful to 

finish. In a case study, Lionet Ai Xinye knew the ropes of store operation and became more confident, 

during his nearly two-year experience of serving as the assistant store manager. However, her 

sensitivity and alertness to work were diminished due to over-confidence. In a critical cycle of raw 

materials ordering, the store operation was almost affected by her negligence, i.e.: she didn’t recheck 

or reaffirm because she took it granted that there is no problem. After realizing her mistake, she was 

indeed anxious and felt quite stressed. Her big mistake led to stock-outs, which almost made the store 

on the verge of failing the normal operation, and more importantly, she never had a similar case like 

this, so he was clueless about how to remedy it. But one thing for sure, she must transport raw 

materials to the store by tonight, so that kitchen staff have available materials in the next morning, if 

she followed the normal procedure specified by the company, it was impossible to make it. She had to 

figure out some way and seek some adassitant ,she was fully aware of the urgency of solving this 

issue and its importance for the store and individual honor. This event was criticized and suggested by 

the store manager, with the intention of making up for this mistake, Ai Xinye held accountable to this 

issue and actively asked for solving it. Immediately, she bought a train ticket to leave for Shanghai, 

picked this batch of raw materials, then back to Qingdao at that night, all travel expenses incurred 

were borne by herself. At last, Ai Xinye learned that it is very important to maintain a good operation, 

in case of a mistake, a lot of time and efforts must be used to make up for it, she must prevent it from 

happening again. In this case, although Ai Xinye only made a mistake in ordering process, Wowprime 

has a strict regulation in the management and assessment mechanism. First of all, any failure of 

selling due to stock-outs should be reported stating the reason to the general store manager of 

Wowprime Group through the command system, if it cannot be promptly solved, different 

administrative actions will be imposed depending on the degree of severity. So, if a similar case 

occurs, the store manager will always try all means to solve it immediately, which also reflects the 
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executive capabilities. Moreover, the monthly ranking competition of seven management performance 

items across the nation will be also affected. This ranking not only demonstrates the management 

capabilities of the store manager and chef, but also symbolizes the honor of a store, so this 

competition is valued by everyone. And the score for the monthly work review (commented by the 

line store manager) of the store manager and key personnel will be reduced, which is one of the 

essential qualifications that determine if one will be promoted or not. More importantly, his 

competence will be questioned to impair his individual career planning. This indicates that high stakes 

have a significant impact and challenge on the identity construction of a Lionet.  

See Appendix 8: Calculation Rules of Operation Ranking 

 

 

Figure 5-1 Job challenges for Lionet group 

 

“Deal with external pressure” means: I have to deal with various customer relations; I have to 

maintain the relationship with government officials or regulators; I have to deal with different 

customers and markets. In a case study, the director general of Pudong Fire Department with his 

father-in-law had a meal in Yang Yiming’s store, but the father-in-law hit the nose, seriously damaged 

and bled in the washroom. This means a tremendous external stress on the store manager, Yang 

Yiming also admitted that he was so scared. Handling customer complaints is a commonplace in 

catering industry, especially for the upscale catering serassitant  brands such as Wowprime. On the 

one hand, Wowprime has a relatively high “per customer transaction”, so that customer expectation is 

relatively high. For instance, in this case study, the director general had a meal with his father-in-law 

at a Wowprime store, probably with the intention of “fulfilling the filial duty”. Unexpected when the 
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customer’s father-in-law was ready to enjoy the “filial piety”, unfortunately the physical injury 

occurred in the store. Generally, customer should have been very disappointed at this dining 

experience, or even lost his temper, despite that such misfortunes are often caused by customer. On 

the other hand, since Wowprime seeks and commits the high-quality serassitant s, its store managers 

will be subject to higher stress for customer complaint, especially for Lionet trainees. This stress 

mainly comes from: 1) The instinctive panic of servants on customer complaint. Such panic is 

primarily reflected in the instinctive tension, when the customer he serves is injured. 2) The mounting 

stress for the identity of Wowprime store manager. This stress is mainly reflected by the request of 

Wowprime store manager to render the higher-quality services for customer, compared with other 

colleagues even other business competitors. And the store manager, as the head of store and the leader 

of team, is the first liable person of handling emergency or ensuring team performance. 3) The 

mounting stress on the identity of Lionet. Most of Lionet store managers were born in 1985 and after, 

and they demonstrate a good learning ability, but lack of social experience. And they have been cared 

and focused by the family and society since their childhood, so it is inevitable that their psychological 

endurance is relatively weak. The unexpected customer complaint poses the most serious challenge to 

their psychological endurance. Fortunately, in case of this emergency, Yang Yiming overcame a lot of 

stresses, finally dealt with the confronted issue. Firstly, he promptly kept in accompany of the 

customer’s father-in-law to seek medical serassitant at the nearest hospital, which indicates that he 

could keep calm without panic in case of unexpected event. Secondly, he kept making apology to the 

customer, sent him a gift and exempted the bill payment, after the medical treatment. This handling 

way seizes his consumer psychology, yielding a good result. In another case study, when Ai Xinye 

faced the same challenge, she was also subject to tremendous external stress. The mother of a Hong 

Kong restaurant ate a piece of broken glass in bread. Although it was not bleeding, “he was raged to 

curse the colleagues and strongly demand a compensation of RMB 30,000”. Under such a huge stress, 

Ai Xinye firstly learnt some details from others, then immediately dealt with the customer complaint, 

with a slight suspicion of blackmail. This indicates that Ai Xinye as the store manager had to figure 

out a proper way of dealing with the unexpected event to maintain the store reputation, and avoided 

an excessive demand even “bad intention” from customer. As the head of store, it was very difficult to 

measure the situation, which greatly challenged his ability to analyze and solve an issue under stress. 

Finally, Ai Xinye brought the customer’s family to the hospital, although nothing serious was checked, 

she continuously made “emotional engagement”, arranged another medical examination, also bought 

some gifts to see the customer’s family and chatted with the customer for dealing with this complaint, 

until he made friends with the tough customer. As mentioned earlier, Zhangtian and other Lionet 
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respondents were subject to the external stresses such as customer complaint. But the customer 

complaint incidents of for Yang Yiming and Ai Xinye are fundamentally different from that for Zhang 

Tian, the incidents for Yang Yiming and Ai Xinye can be categorized as accidents, which would 

attract more and greater attention from the outside world. The problems in the cases of Yang Yiming 

and Ai Xinye cannot be solved simply with the solution for handling customer complaints, if the 

problems are not solved properly, it may cause greater harm to the company’s reputation. From this, it 

can be seen that “dealing with external pressure” is the most prominent problem that lionetstore 

managers face. This indicates that “deal with external pressure” is the most prominent issue for Lionet 

store managers.  

Secondly, the average scores in these two dimensions of “exerting influence on others” without the use 

of authority” and “developing new orientation” are 4.83 and 4.31 respectively, indicating that for 

lionetstore managers and lionet assistant store managers, the work in these two dimensions is 

challenging, but notworse. “Do not influence by authority” means: To achieve some key objectives, I 

have to work with other departments at the same level, or I must influence those store managers 

superior to me, or I need to do a lot of horizontal coordination works. In a case study, Lionet Ai Xinye 

assisted Mr. Sun in opening a new store and finally performed the task of store relocation, in the course 

of performing these tasks, Ai Xinye coincidentally had the role switching of two identities, one is 

during the period of working as the assistant store manager, and the other is during the period of 

working as thestore manager. According to her, store opening is a very good opportunity for the store 

manager and assistant store manager, especially in a new city without available company resources. He 

worked on everything involved in the opening of Qingdao store or the store relocation, e.g.: reassess 

and analyze the environmental characteristics and consumer habits in that city, the surveyed results 

must provide statistical analysis and suggestion for the store manager to make an implementation plan. 

For recruitment and training, she must coordinate with the headquarter HR about the personnel 

allocation. For project progress tracking, she must discuss with the colleagues in Project Department 

for project details. For estimated performance and ordering, she must coordinate with the colleagues of 

Purchase Department for the cycle and bargaining of ordering and logistics. For marketing plan, she 

must discuss with the colleagues of Marketing Department about different programs, depending on the 

market characteristics and store opening promotion. With the established store-opening goal, she has to 

discuss with all specialized departments on time, in which the communication skills and attitude are 

relatively important. At that time, because she was not the store manager, she would communicate or 

coordinate the progress in an emotional way. The one-on-more coordination involves repeated 

communication and coordination; a lot of time and efforts should be taken to define the priorities of 



 

113 

work, which sometimes needs the assistance of store manager to ensure its smooth process. If his 

coordination is insufficient or poor, the result of store opening will be affected.Running a restaurant is 

an undertaking with a collaborative effort of everyone in Wowprime Group, because various 

specialized departments should be get involved in it to make the project goes well, the primary work 

lies in lateral communication to reach a consensus and therefore to complete the project as scheduled. 

Ai Xinye admitted that although store opening is very challenging and exhausting, she learned the most 

knowledge and enjoyed the fastest growing during this process. For many Lionet store managers, store 

opening is not their major orientation, because most of them are assigned to the succeeded stores, they 

have few chance of making such practice. 

Among these case studies, Ai Xinye is a special case, and her personal experience tells that she was 

assigned to open a store earlier. After that, she assisted Mr. Sun in opening Qingdao store, which is a 

course training she never had during the devil training of “Lionet Plan” or during the store internship for 

Lionet trainees. While she had an internship in Tianjin Store before being assigned to Qingdao store, she 

had an unclear concept about “store opening”, that is to say, she had little knowledge of what should be 

noted or qualified for the store opening, so she had to seek the opinion of others modestly. In opening 

the Qingdao store, as a major performer, sshe had to coordinate with specialized departments. The 

operation of store opening requires details and fastness, and it may involve a deadline for the opening 

date, any small mistake will delay the expected opening date, or undermine the scheduled plans. In 

addition to the impact of inadequate expertise or experience on store opening, the identity of Ai Xinye as 

a Lionet was not recognized, in order to make it going smoothly, she should communicate with these 

departments through emotion instead of authority, or sometimes the store manager was required to assist 

in this process. These things prove that it is relatively challenging for him to deal with things or achieve 

certain goals, before his identity as a Lionet was recognized. In this case, both the dimensions of “high 

stakes” and “exerting influence on others without the use of authority” are included, as they do not only 

measure the ability of communication and coordination but also the ability to plan and implement.  

“Develop new orientation” means: I have to make a material strategic change, e.g.: the orientation 

of store operation, organizational structure, serassitant  system or operation; I am doing something that 

other stores never did before, no one know exactly how to do this or what he would get from it; I want to 

establish a new management system or process. In a case study, immediately after Zhang Tian was 

promoted to the store manager, the higher-up decided that WangSteak will adopt ipad ordering. This is a 

material change to the serassitant  mode, even operation mode of Wowprime stores. ipad ordering is a 

new attempt in Wowprime, most colleagues had no comment or showed many concerns on this new 

serassitant  mode, and a complete set of ipad ordering manual should be documented for its 
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dissemination, many store managers were reluctant to make such attempt in their own stores. This 

opportunity or task usually falls on new store manages, primarily due to: 1) The higher-up prefers those 

enthusiastic colleagues to pioneer the reform, especially the Lionet trainees, because they can keep up 

with the times in terms of age and horizon, and tend to be sensitive to fashion trend. Because Wowprime 

higher-up intended to catch up with the trend by using ipad ordering, it will be more effective by 

assigning it to those enthusiastic people. As the old saying travels, “the uninformed will be fearless”, it 

was because the short period of “Lionet Plan” in Wowprime since launching, that some breakthroughs 

could be made in the existing environment. 2) Lionet trainees demonstrate strong learning and adaptive 

capabilities, especially those Lionet store managers with a relatively short experience. Such talents 

unconsciously increase the success rate of a change. 3) New Lionetstore managers are often eager to 

undertake the task, especially the innovative task, so that they can prove their abilities, even seek 

“overtaking lane” for personal career development. Faced with this task, Lionet store managers tend to 

see it as a “challenge”. Coincidentally, the trial implementation task was assigned to Zhang Tian as a 

new store manager, the term was one month. Zhang Tian volunteered to accept this task, and he was 

“over excited” for getting it, he regarded it as a god opportunity of challenging, improving and proving 

himself. In the end, Zhang Tian made an appropriate plan for this task, ranging from inspection, 

consulting, self-reflection, to preparation of manuals, and ultimately completed the trial implementation, 

and laid a good foundation for the popularization. In particular, he did a very good job in delivering 

i-pad ordering manual, more than 30 pages were informative, concise and practical, and there was a 

chapter instructing how to deal with the impediment during the popularization. Despite the sleeping 

hours of less than 6 hours, he considered how to make it more perfect even at meals. His confidence was 

boosted when promoting the company reform, along with the improvement of customer satisfaction. In 

his case, “develop new orientation” was a win-win result for company and himself. It is for this 

possibility that “develop new orientation” is often assigned to Lionetstore managers. In another case, Ai 

Xinyehas some activities such as visited travel agencies, contacted advertisers to increase investment, 

negotiation and cooperation with banks. All of the above can indicate that lionetstore managers and 

lionet assistant store managers perform well in this dimension, they can quickly find out the key 

problem and solve it. 

The average score for “Inherited issues”, “employee-related issues”, “diversification of 

management responsibilities” is 3.88, 3.49 and 3.02 respectively, which indicates that these job 

challenges are moderate. “Inherited issues” means: I want to change the strategy developed by the former 

store manager, or I must resolve the issues inherited from the former store manager. In a case study, 

Lionet Zhao Yuqing was appointed as the store manager, after the first month of observation, she 
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identified a critical issue - High turnover rate. The former store manager was negative about employee 

resignation, partially because that the revenue was not very stable, partially because he didn’t want to 

retain them, in case of short hands, he may request allocation from other stores or recruited new staff. But 

she believed that it is more appropriate to actively face this issue. She called 5 colleagues who resigned 

and learned some reasons, “low wage”, “few chances of promotion”, and “less expertise”. After this 

communication, Zhao Yuqing attributed the high turnover rate to the lack of overall cohesion, which is 

one of the key issues. Through three-month investigation, she defined three paths for improvement, first, 

in order to form a relatively stable group of colleagues, the group cohesion must be created to make all 

feel at home, support and help each other like a family. Zhao Yuqing organized different activities every 

week, made colleagues know, gradually became familiar with each other, and enhanced interpersonal 

relationship from those activities. Zhao Yuqing oriented herself as the elderly sister of the family, and 

showed concerns on all colleagues. Secondly, in order to improve the store performance, Zhao Yuqing 

chose the form of business cooperation. Through cooperation with children tutoring institutions, the 

enhanced consumer experience of parents and kids directly increased the revenue at weekends and 

holidays, and indirectly improved the store performance at weekdays, the store performance was 

significantly improved and their bonus levels were also higher, along with significant increase of wages 

and satisfaction of colleagues, without resignation due to dissatisfaction of wages. Lastly, Zhao Yuqing 

requested the team to gather the comments of colleagues and plan related course, and deliver different 

training course every week to suit their need. As for colleagues, they could learn different skills, and no 

longer deemed it as a duplication of labor. Through these three practices, she reduced the turnover rate 

which was especially high before, and made her team more cohesive and capable of learning. 

In this case, Zhao Yuqing observed that high turnover rate was an established issue for the store, 

which is associated with the idea and practice of the former store manager. But she wanted to change the 

situation of high turnover rate, because a stable team will provide better and more stable serassitant  quality. 

With the knowledge of their resignation reasons, she developed the action plan. Firstly, she begun with the 

team building, enhanced the interpersonal relationship between members through activities, and 

strengthened their emotional connection, where the ideology of “family doctrine” played a significant role. 

Secondly, the wages cannot be immediately changed because it is related to the company system, but she 

focused on the monthly bonus which changes with the store performance. This is an alternative of 

increasing their income by pooling efforts. Zhao Yuqing implemented these two programs to achieve 

satisfactory results in respect of team building and store performance, thus changing the pervious situation 

of human resources and performance. With respect to the inherited issues, Zhao Yuqing chose some 

practices different from the former store manager, although it was challenging, she formed a good basis for 
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the management. “Employee-related issues” means: my subordinates get used to doing things by established 

practice and are reluctant to change; my key subordinates are incapable, less motivated, showing poor skills 

or performing poorly in other aspects; without my guidance, key subordinates are less experienced to finish 

their works. In a case study, Zhang Tian was able to solve the issue easily that the supervisor and other 

colleagues felt difficult. The financial system at the cashier counter went wrong, other colleagues were 

unable to solve it, and the supervisor attempted to fix it, but failed. Zhang Tian firstly observed the case, the 

initial thought was that the supervisor could handle it, and he took this chance to exercise the supervisor’s 

ability of handling emergency. But it was a grim situation, after 15 minutes, he fixed this issue within 5 

minutes, and recognized by other colleagues and customers. During the interviews, Lionet trainees including 

Zhang Tian were able to fundamentally solve “difficult issues” in the routine store operation, which can be 

attributed to the following reasons: 1) Lionet trainees are generally well-educated, with strong learning 

ability and psychological endurance. These are in line with the basic qualifications for Wowprime to select 

the candidates of “Lionet Plan”, and Lionet training reinforced this strength. In case of any issue, they have 

developed the habitual “problem-solving” ideology, and they could rapidly locate the root cause, search the 

knowledge base and identify the solution. When Zhang Tian was trying to solve the financial system issue, 

with a brief understanding about what was happening, his brain quickly searched the user manual when he 

read at the office after work. According to the final solution coming on his mind, he quickly clicked the 

mouse, firstly closed the financial system, then called an encrypted document in installation folder of the 

financial system, rebooted it, then updated the encrypted software. This demonstrates the independent 

problem-solving ability of Lionet store managers. 2) Lionet store managers are more willing to take on more 

works. During the interviews, the vast majority of them showed a strong desire to achieve self-realization. 

They understood the true meaning of “Lionet Plan” and the job challenges they have to deal with at work; 

“Lionet Plan” intends to establish the basic business framework for trainees within a short period, but they 

need to accumulate the real working experience gradually from practices. Furthermore, compared with other 

general colleagues or non-Lionet store managers, Lionets are often doubted for their better salary and faster 

promotion. With such doubts, Lionet store managers prefer taking on more works, especially solving those 

issues other colleagues may feel difficult. This is not only a normal psychological need, but also a good 

indication of personal accountability. 3) With a university education experience and strict training and 

selection mechanism, and have a goal of promotion, Lionet trainees make themself more willing to learn, 

hard work, and therefore their ability to rapidly increase, so they demonstrate stronger ability to solve issues. 

After they were assigned to the stores, as long as they focused on learning different practices, they often got 

obvious results. Therefore, “employee-related issues” are considered by Lionet store managers as the 

moderate job challenges. 
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“Diversity of management teams” means: current work drastically increases the matters I need to deal 

with manage more people, money and functions); current work is difficult to deal with; current work often 

places me under stress, almost with no chance to have a break. In a case study, it was not until he was 

promoted to the store manager of Hua Yin Zhang Jiang Chang Tai Store that he became aware of “all trivial 

things managed by the chief person”. Yang Yiming once acted as the “serving store manager”. Actually in 

terms of the work content, “serving store manager” has to manage the trivial things, schedule the lobby and 

kitchen, but he didn’t endure it as the “serving store manager”, but rather focused on the interpersonal 

relationship with other colleagues. Why did he make this choice? The reasons are:1) In terms of the work 

content, no matter how difficult the store work is, it is not insurmountable for Lionets. Because Lionets 

demonstrate strong personal capabilities, most show positive attitude, catering serassitant s stress the 

serassitant  details and emergency handling, the difficulty level of routine work is not high for Lionets. 2) As 

the serving store manager, Yang Yiming was confident with the instruction and encouragement of store 

manager. Finally, he was awarded with the honor of “the best serving store manager”, as a result of the store 

manager care and individual efforts. One year after acting as the assistant store manager, Yang Yiming was 

the “acting store manager” for a month, and such a role switch was experienced as “the one month with the 

greatest challenge and the biggest value since I joined in Wowprime”. Especially as mentioned above, when 

he dealt with the unexpected event such as bleeding nose, it was impossible to have the psychological support 

from store manager any longer, he had to confront and handle these “storms” on his own. It is not until he 

was promoted to the store manager that he became aware of the heavy burden, the trivial works made him 

exhausted, and he had to pay more attention to the personal image among other colleagues, united the kitchen 

and lobby staff. When other colleagues put forward different concepts for store development, he also needed 

to weigh them over and over. The diversity of these management responsibilities is the process that all Lionet 

store managers have to experience. As indicated in these interviews, the majority of Lionet store managers 

were able to properly deal with the challenge arising from the diversity of these management responsibilities, 

mainly due to: 1) External causes: The diversity of management responsibilities is the challenge that every 

store manager should face, rather than solely prepared for Lionet mangers. In this sense, Wowprime or other 

social organizations have relevant experience in store for them. For new Lionets, the company and society 

have certain tolerances. Furthermore, they might as well turn to Wowprime senior store managers, regional 

store managers and officers. So, the mounting stress caused by external causes is irreconcilable, but gradually 

resolved. 2) Internal causes: Lionets were psychologically prepared as soon as they joined in Wowprime and 

oriented their identity. They understood that non-Lionet colleagues have to work for several years even more 

than a decade to be promoted to the store manager, but what they need is “faster promotion”. Rapid 

adaptation to the diversity of management responsibilities is the price they have to take in the course of 
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individual growth. The ability to bear the diversity of management responsibilities is also an essential 

element to become store manager. Therefore, the diversity of management responsibilities is a common but 

moderate challenge for Lionets.  

The average score for “unfamiliar job responsibilities” is the lowest (2.29), which indicates that those 

Lionets through prior training and internship are able to be familiar with their job responsibilities with ease. 

“Unfamiliar job responsibilities” means: I am often questioned by others whether I am capable in this job, or 

compared with the former store manager, I have inadequate evidence to prove that I am capable in it. In a 

case study, Ai Xinye’s Qingdao Store was subject to the aging equipment and low efficiency, after using the 

equipment for a long time and transferring it with the store relocation, and untimely maintenance by 

manufacturer, caused the customer to await dishes, leading to customer complaint. And the prompt serving 

urged by colleagues often resulted in the verbal conflict between kitchen and lobby, as well as the internal 

and external contradictions. With respect to “awaiting dishes”, Ai Xinye firstly stayed in the kitchen for two 

days to observe possible causes before this meeting. In these days, she observed two cases, 1. Low efficiency 

of preparing dishes due to aging equipment, 2.Short hands due to surging revenue, resulting in failure of 

material preparation in advance. He also held a discussion the chef and sought opinion, based on the above 

observation. In a meeting at the leader level, he learned what the chef was really thinking. In the summary 

stage, Ai Xinye made two resolutions: 1.)Replace new equipment, no matter whether the profitability goal is 

attained or not. 2.)Coordinate other stores to assign their manpower to support out kitchen, and employed 

new fellows to deliver training. In his opinion, although these two resolutions will add to the expenditure, the 

customer satisfaction and store operation are two important factors. This decision made the chef overjoyed, 

because Qingdao Store never attained the predefined profitability goal, whether in view of the cost control, or 

based on the instinct, he took it for granted that Ai Xinye will not give a green light to his suggestion, if Ai 

Xinye solely stressed the better store performance. In addition, Ai Xinye exploited the conflict event to 

instruct all colleagues to create a “respectful” and “harmonious” atmosphere in terms of wording. After that, 

the chef didn’t regard him as a “freshman” any longer. In this case, Ai Xinye observed that “awaiting dishes” 

was caused by the surging revenue, although he took over this store for a short period, she didn’t think that it 

was a difficult issue. One stage of “Lionet Plan” training sessions requires all trainees to intern in the kitchen 

and prescribes that all must be familiar with the preparation methods of all dishes. Thanks to the prior 

training and almost two years of acting as the assistant store manager, he was very familiar with the 

preparation and serving of dishes. Despite no independent experience of kitchen management, he had some 

established ideas about how to solve this issue. Through the two-day internship in kitchen, he realized the 

execution difficulties of colleagues, but his idea was more specific and clear. Finally, his management 

resolutions temporarily gave up the tactics of cost control, but rather chose to take care of customer interests 
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to enhance the customer satisfaction and promote the harmony between lobby and kitchen staff. Such 

resolutions were not only recognized by the chef, but also created a good atmosphere of team work. Although 

Ai Xinye didn’t have the experience of direct kitchen management, but her case shows in “unfamiliar job 

responsibilities”, the management principles are associated, she could quickly master the key points of 

management. In these cases, most Lionets were concerned or felt the distrust from others after being assigned 

to the store. After a close observation, it has been found: 1) If this concern or doubt was related to working 

ability, Lionets could gradually resolve, even built up their own prestige by some prominent performance. 2) 

If this concern or doubt was related to interpersonal relationship, Lionets were generally troubled for a long 

time or intermittently. The foregoing Point 1, has been described in the above case study. For Point 2, most 

Lionets encountered this issue. Zhao Yuqing was distressed by “friendship blackmail” of other colleagues; 

Yang Yiming gradually felt alienated from others after he acted as the store manager; Liu Ting even 

dismissed the subordinate because of inefficient communication. However, according to the survey results, 

these issues were not stressful for Lionets. 

5.2 Comparison of the respondents 

According to the survey results, the individual performance of five respondents (Ai Xinye, Yang Yiming, 

Zhang Tian, Zhao Yuqing, Liu Ting) in individual personality characteristics, identity recognition of new 

leader, and proactivity behaviors are as shown in Table 5-1 and Table 5-2.  

Table 5-1 Comparison of the five respondents 

Name Ai Xinye Yang Yiming Zhang Tian Zhao Yuqing Liu Ting 

Individual personality characteristics 

Activity (before 

induction) 
8 2 10 9 7 

Activity (present) 11 5 12 9 8 

Concept of teamwork 

(before induction) 
5 8 9 8 7 

Concept of teamwork 

(present) 
10 2 7 11 5 

Note: The "individual personality traits" PAPI scale measurement, the score range for each 

sub-dimension is designed to be 1 to 9, the scores for all the sub-dimensions are added up to get the final 

score for the main dimension 
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Table 5-2 Comparison of the five respondents 

Name Ai Xinye Yang Yiming Zhang Tian Zhao Yuqing Liu Ting 

Identity recognition of new leader 

Leadership effectiveness 6.0 4.5 6.1 6.1 5.4 

Acceptance of newly 

inaugurated leaders’ 

leadership identity 

5.9 4.6 6.1 6.0 5.7 

Average score 6.0 4.6 6.1 6.1 5.6 

Proactivity 

Seek feedback 5.0 6.7 2.0 5.3 6.0 

Manage relationship with 

superior 
5.1 6.6 3.3 4.6 6.1 

Build social network 4.9 6.0 2.3 5.0 5.3 

Average score 5.0 6.4 2.5 5.0 5.8 

Note: " Identity recognition of new leader " and "proactivity " variables in the questionnaire by 

“Likert” scale measurement, as “7=Strongly agree, 1=Strongly disagree”. 

5.2.1 Individual personality characteristics 

Li Gengfu (2008) performed an empirical study of a Taiwan hi-tech enterprise and found that 

“activity” can effectively predict the employee performance (standardized coefficient is 0.12, t value 

is 2.44, p<0.05). This shows that higher employee activity and more vibrant outlook means better 

performance. “Activity” includes “Rapidity” and “Vigorousness” in the perception scale. “Rapidity” 

describes the degree of individual activity which is represented by doing things quickly, while 

“Vigorousness” shows the degree of individual which is represented by energetic feeling, resistance to 

fatigue and other characteristics.The Perception Inventory from Perception and Preference 

Inventory(PAPI) is used as a major tool for the measurement on “activity”, mainly including two 

sub-dimensions, namely “rapidity” and “vigorousness”, the score range for each sub-dimension is 

designed to be 1 to 9, the scores for all the sub-dimensions are added up to get the final score for the 

main dimension, and the higher the final score is, the more obvious this personality characteristic is. 

 As shown in Figure 5-1, in the analysis of the “activity” performance of five Lionets, the comparison of 

changes before and after induction shows that, before induction, Zhang Tian, Zhao Yuqing gets the 

highest score, just followed by Ai Xinye and Liu Ting, and Yang Yiming gets the lowest score. But after 

induction, Zhang Tian, Ai Xinye gets the highest score, followed by Zhao Yuqing and Liu Ting, and Yang 

Yiming gets the lowest score. According to the degree of score changes, Ai Xinye, Yang Yiming has made 
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the biggest progress, in which Ai Xinye ranks the second place among the five respondents, but Yang 

Yiming has the lowest score. Followed by the score changes of Zhang Tian, notably Zhang Tian has the 

highest score among the five respondents, ranking the first place. The score of Liu Ting has a slight 

increase, while it does not change for Zhao Yuqing. The score changes of four respondents are positive, 

which indicates that the management practice promotes their “activity”. After induction, Zhang Tian, Ai 

Xinye performs prominently in “activity”, while Liu Ting, Yang Yiming performs poorly. The case study 

of their growth shows the individual performance in “activity”. Next, some examples are illustrated to 

compare Zhang Tian, Ai Xinye with the highest score, and Yang Yiming, Liu Ting with the lowest score. 

Firstly, when it comes to the cases with higher score, as mentioned in the case study of Zhang Tian, the 

company decided to select a store to trial run the i-pad ordering system, document a user manual which 

will be distributed to the stores across the nation, but stipulated that the trial implementation and 

distribution of user manual must be completed within one month. Zhang Tian volunteered to undertake 

this task, despite the knowledge of the challenging work, he believed that this was a good opportunity to 

demonstrate his capabilities to the company, and stimulated the routine management. In that month, he 

investigated, discussed, compiled and prepared the user manual, even if he often worked till 2 am, he still 

felt energetic in the next morning, rather engaged with his work with excitement, in his own words “full 

of positive energy”.  

 

Figure 5-2 Comparison of the five respondents in activity 

 

As mentioned in the case study of Ai Xinye, she pooled a lot of efforts in the store management, 

especially developed the improvement plan for unstable performance. After realizing that the 

geographical advantages of Qingdao, namely the abundant tourist resources, she intended to create higher 

revenue by taking advantage of the coming tour season. Firstly, she visited many travel agencies to guide 
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tourists to have meals in the store by providing some commissions or discounts; secondly, increase the 

advertising cost, especially in mall advertising or adjacent ads areas; thirdly, seek inter–business 

cooperation with banks. Whether these programs can be implemented, Ai Xinye had to spend a lot of time 

and efforts to get involved in the negotiation. Thanks to her efforts, the business performance of Qindao 

Store had a revenue increase of 50%. The implementation of these programs indeed played a significant 

role in improving the revenue. And with respect to the cases with lower score, as described in the case 

study of Yang Yiming, the experience as the acting store manager made him realize that it is unreasonable 

to handle everything, even hold the accountability. But Yang Yiming didn’t get a quick adaptation to the 

new identity, although he was aware that it was time to make a role switch, he failed to change the way of 

working, so that he felt like “being exhausted and became bad-tempered”. Previously, some day-to-day 

communication with others made him feel tired at times. A prospective communication with a colleague 

was canceled due to physical exhaustion. Gradually, he felt alienated from those colleagues with whom he 

had a close relationship. In the case study of Liu Ting, when a waiter quarreled with the chef for awaiting 

dishes, the chef was raged to put aside the work. To protect the customer interests, he urged the 

colleagues to apologize to the chef, although it worked temporarily, her practice was interpreted as her 

inclination to the kitchen staff, attributed all faults to the lobby staff, but the lobby staff felt the waiter 

wronged. As a response, Liu Ting failed to ease and communicate with the waiter in the follow-up work, 

which worsened his working condition, until he was dismissed in a quarrel. But this event led to the team 

disharmony. In the case study of “activity”, Zhang Tian and Yang Yiming showed different mental states 

in respect of “Vigorousness” for a new task. Similarly, Ai Xinye and Liu Ting adopted different 

approaches to deal with the store matters in respect of “Rapidity”. Of course, their working performances 

differ greatly. (see Figure 5-2)  

“Concept of teamwork” includes “need to support authority” and “need for norms” in the preference 

scale. “Need to support authority” means the degree of an individual supporting authority, which is 

represented by pleasing the admired people and following the adassitant  from every authority.” “Need 

for norms” mainly shows the degree of an individual accepting group counseling and norms, which can 

be represented by the preference to comply with norms and require definite instructions.The Perception 

Inventory from Perception and Preference Inventory(PAPI) is used as a major tool for the measurement 

on “Concept of teamwork”, mainly including two sub-dimensions, namely “need to belong” and “need to 

be told what to do”, the score range for each sub-dimension is designed to be 1 to 9, the scores for all the 

sub-dimensions are added up to get the final score for the main dimension, and the higher the final score 

is, the more obvious this personality characteristic is. The higher score means more willingness to accept 

the instruction and command of others and become a team member, with unobvious individual leadership 
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style. As shown in Figure 36, in the case study of the performance of five Lionets in “concept of 

teamwork”, the comparison of the scores before and after induction shows that before induction, Zhang 

Tian gets the highest score, followed by Zhao Yuqing, Yang Yiming and Liu Ting, while Ai Xinye is the 

lowest score. But after induction, Zhao Yuqing gets the highest score, followed by Ai Xinye, Zhang Tian 

and Liu Ting, while Yang Yiming gets the lowest score. According to the degree of score changes, the 

score changes of Ai Xinye and Zhao Yuqing are positive, which indicates that each of them was willing to 

become a team member, and showed less obvious individual leadership style. In contrast, the score 

changes of Zhang Tian, Liu Ting and Yang Yiming are negative, which indicates that each of them tended 

or preferred to become leader, and showed stronger individual style. (see Figure 5-3) 

 

 

Figure 5-3 Comparison of the five respondents in concept of teamwork 

 

According to the performance of five Lionets in “concept of teamwork” during their growth 

experience, as mentioned in the case study of Ai Xinye with the highest score, when she was promoted to 

the store manager, she felt that the trust and obedience of others on her were not high, and it was difficult 

to communicate with the chef. As reminded by the regional store manager, she came to realize that her 

concern for others was inadequate, and the unbiased attitude affected her communication with the kitchen 

staff. Rather than put on airs as the store manager, it was rational to make more communications with his 

colleagues, know their living and working condition, and it was unwise to maintain the subordinate 

relation especially with the chef. More individualized management will contribute to the more harmonious 

team building. So, she decided to spend more time and efforts to get familiar with others, hold some meals 

and outdoor activities to enhance the team cohesion. As mentioned in the case study of Zhao Yuqing with 

the second highest score, in order to reduce the turnover rate and build a stable, cohesive and vibrant team, 
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Zhao Yuqing firstly instructed others to make a harmonious family relationship, organized at least a party 

or organized some outdoor activities every week, and enhanced the interpersonal relationship. In free time, 

Zhao Yuqing would hold together with colleagues, had meals and break together, visited their dorms at 

weekends, talked about the topics of interest. They felt that she didn’t put on airs but really cared them, 

whenever they encounter frustration or trouble, they would tell her and seek solution. They even made 

some working suggestions. Zhao Yuqing oriented herself as the “elderly sister” in this family. 

In the case study of Yang Yiming with lower score, since Yang Yiming was appointed as the store manager, 

he felt alienated from others, especially when he saw some dragging things, he couldn’t resist criticizing 

them but he still managed their things to avoid embarrassment. The director of Wowprime also talked with 

Yang Yiming, if he wants a switch role, he must change the way of working, but it seems that Yang Yiming 

didn’t find out a better way of communicating with others. When it comes to the recent store revenue, 

some colleagues suggest him paying more attention to the marketing, admittedly, it was somewhat 

reasonable, but not the most important. He believed that the increase of revenue mainly depends on 

delicious food, and the good quality of food is the core value of store. In his opinion, the most fundamental 

to catering is to make good dishes rather than the buzzword. He also admitted that “I may be a little rigid, 

but I am not good at marketing.” And also mentioned in the case study of Liu Ting, after dismissal of a 

senior colleague, Liu Ting began to pay special attention to their emotion for fear that a similar case may 

happen again. The store atmosphere became very depressed, colleagues felt that they were watched, and 

Liu Ting was more and more sensitive, some unconscious complaint would be seized by her, followed by 

making some sense. Moreover, since she took over the store, the performance was poor, and Liu Ting 

would rather attribute it to the great recession than her personal reason. But after the regional store 

manager interviewed her, she obviously endured the internal and external stress. She claimed that she dealt 

with this issue for maintaining the company interests, admittedly she made some overreactions, but there 

was no major fault, why other colleagues didn’t understand her? And if she had no right to criticize them, 

where is the authority of store manager? And how to lead the team in the future? In the case study of 

“concept of teamwork”, Zhao Yuqing and Ai Xinye were more involved in the work and life of others to 

gain more recognition, thus creating a better working environment. This also indicates that each of them 

was willing to become a team member, and showed less obvious individual leadership style. When Yang 

Yiming and Liu Ting dealt with team issues, they were more dominated by subjective consciousness, and 

comparatively, they will encounter more obstacles in creating a good team atmosphere, which also 

indicates that they have a strong individual management style.  

Perception and preference scale is used to measure the levels of personal trait and preference, and the 

measured data are closely related to the work behavior. Trait theories suggest that trait reflects the internal 
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process of individual and how an individual considers and acts (Funder & Colvin, 1991), trait can predict 

the individual behavior (Allport, 1937). Moreover, trait can predict the individual performance, 

organizational citizenship behavior, and teamwork outcome (Hofmann & Jones, 2005; Barrick & Mount, 

2005), meta-analysis also shows a correlation between trait and performance (Kanfer, Ackerman, Murtha, 

& Goff, 1995). In the study of situational correlation and its regulation on “trait-work outcome”, situation 

can provide related clues for the expression of personal trait, and when the work outcome of an employee 

fulfills the expectation, the group and team will maintain the competitive edge for a long time (Zhou Ran, 

Duan Jin Yun, & Tian Xiaoming, 2011). 

These studies have shown that personal trait has a critical impact on work performance. Therefore, the 

adaptation of the five Lionets during their growth can be verified by analyzing their individual 

psychological characteristics in this case study. And it can provide a referential orientation for the leadership 

development of Lionet members.  

5.2.2 Identity recognition of new leader  

From Table 5-2, it can be known that the recognition of the newly inaugurated leaders’ leadership 

identity consists of two aspects, namely “leadership effectiveness” and “recognition of team leader”. In the 

aspect of the recognition of the newly inaugurated leaders’ leadership identity, the scores of Yang Yiming 

and Liu Ting are lower than those of three other people. In the aspect of leadership effectiveness, the scores 

of Yang Yiming and Liu Ting are 4.5 and 5.4 respectively, indicating that their performance is at a degree of 

acceptability when it comes to employees’ recognition of their leadership identity. The scores of Ai Xinye, 

Zhang Tian and Zhao Yuqing are almost at the same level, they are 6,6.1 and 6.1 respectively, indicating that 

their performance in this aspect is very excellent and also recognized by employees. In the aspect of 

recognition of team leader, the scores of Yang Yiming and Liu Ting are still relatively low, 4.6 and 5.7 

respectively, which suggests that their performance in this dimension is only at a degree of acceptability, but 

Liu Ting is more better than Yang Yiming. The scores of Ai Xinye, Zhang Tian and Zhao Yuqing are almost 

at the same level, 5.9, 6.1 and 6.0 respectively, indicating that their performance is very outstanding in this 

dimension.  

Leader effectiveness means that the respondent can encourage and positively influence the 

subordinates in team leadership. As shown in Figure 8, it involves three dimensions, i.e.: leadership 

effectiveness, extra efforts, and satisfaction degree. Interpersonal relationship with store manager refers to 

the effectiveness that the respondent communicates, coordinates with team members and establishes 

prestige in the course of leadership identity construction. As mentioned in the case study of Yang Yiming, 

when he acted as the store leader, he rarely showed encouragement, even close cooperation with other 
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colleagues. When he found that someone was afraid of dealing with a customer complaint, instead of 

proactively communicating with the subordinate, knowing his difficulty and promptly showing 

encouragement, Yang Yiming adopted the abusive management – “substitution”. Yang Yiming didn’t 

enhance his leadership, regardless of the “rigidness”. When other colleagues suggested making more 

marketing campaigns to improve the store performance, he rejected straightforwardly, although he believed 

the dishes are more important than marketing, he should have been more open-minded to their positive 

suggestion, only in doing so could he know what the adviser was thinking, and conduct better interaction 

and exchange with him. For those who were concerned about the store performance from the angle of 

collective interests, he should have recognized and encouraged, only in this way could he unite them, 

identify good proposal for store development, and use it for the leadership construction. Liu Ting adopted an 

extensive approach in the management. In event of a conflict between lobby and kitchen staff, Liu Ting was 

in panic, then adopted abusive and compelling approach to resolve the dispute. Liu Ting had a fierce quarrel 

with others, which led to the dismissal of a senior colleague. Others clearly questioned her competence as 

the store manager, and Liu Ting primarily attributed the poor store performance to great recession. She 

didn’t motivate others at work.  

 

Figure 5-4 Comparison of the five respondents in leadership effectiveness 

 

Both Zhao Yuqing and Ai Xinye made a lot of efforts in maintaining the team stability. Zhao Yuqing 

actively communicated with those resigned to know the reasons, and she understood their concerns, which 

in turn provided faithful and valuable information for improving the individual leadership. Zhao Yuqing 

attached great importance to improving their study and ability, actively provided learning opportunities, and 

encouraged others to be progressive. And she explained to others about the correlation between store 

performance and personal interests, motivating their working initiative. Given the task of catering 
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serassitant  process standard model, instead of deciding in his sole discretion, he communicated with others 

thoroughly, and encouraged them to be more willing to accept this self-improvement task by offering the 

holiday incentive. In the course of completing this task, they demonstrated better team cohesion. 

Furthermore, Zhao Yuqing tailored an operational strategy for kids to increase the store revenue, 

demonstrate his working ability, get their recognition, and enhance the leadership effectiveness. Ai Xinye 

gradually implemented the cooperation plans, including inter–business cooperation with malls and banks, 

event marketing promotion for malls, membership maintenance and marketing, cooperation with high-end 

travel agencies and beauty club. These efforts improved the store reputation and performance, he led others 

to attempt new works, made up his mind in updating the kitchen equipment, assigned the subordinates to 

manage the works they were capable of, and aroused their working initiative. Zhao Tian made a good 

example for others in fixing the store financial system issue, completing the trial implementation of 

Wowprime ipad ordering and dealing with customer complaint, demonstrated his competence as the store 

manager, and established the prestige among colleagues. Further, he intentionally provided some practice 

chances for them. As mentioned in the case study of handling the financial system issue, he placed the 

colleagues and supervisor in “discomfort zone” to test their problem-solving capabilities, after realizing 

their failure of handling this issue, he promptly fixed it in person while introducing the operational 

knowledge and work review about the financial system. This handling approach further impressed the 

colleagues, and they became fully aware of their global control and hardworking personality.  

Compared with the colleagues of Liu Ting, the colleagues of Zhao Yuqing, Ai Xinye or Zhang Tian 

showed more respect and friendship to the store manager. They accepted the encouragement from the store 

manager, made progress, and showed more recognition on the competence of store manager. They believed 

that the store manager was able to lead the team effectively, and they were willing to follow his leadership 

and loved the team atmosphere.  

5.2.3 Further adaptive behaviors 
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Figure 5-5 Comparison of the five respondents in further adaptive behaviors 

 

As shown in Figure 39, only three dimensions in the aspect of proactivity are compared and 

explained in this chapter, namely seeking feedback, managing the relationship with leaders and 

establishing the network of interpersonal relationships. The average scores of Yang Yiming and Liu 

Ting are higher than three other people, especially that Yang Yiming’s score is the highest (6.4), the 

average score of Zhang Tian is much lower compared with other people, only 2.5. In the aspect of 

seeking feedback, the scores of Yang Yiming and Liu Ting are 6.7 and 6.0 respectively, which are 

higher than those of other people, indicating that both of them are deeply concerned about their 

superiors’ evaluation on their performance in work. The scores of Ai Xinye and Zhao Yuqing are 

almost at the same level, 5.0 and 6.3 respectively, suggesting that they are concerned about their 

superiors’ evaluation on their performance in work. Zhang Tian’s score is 2.0, which is much lower 

than those of other people, indicating that he does not care about how his superiors evaluate his 

performance in work. In the aspect of managing the relationship with leaders, the scores of Yang 

Yiming and Liu Ting are 6.6 and 6.1 respectively, which are higher than those of other people, 

suggesting that both of them hold a positive attitude in dealing with the relationship with leaders. 

The scores of Ai Xinye and Zhao Yuqing are 5.1 and 4.6 respectively, showing that they hold a 

neutral attitude in managing the relationship with leaders. Zhang Tian’s score is 3.3, which is much 

lower than those of other people. In the aspect of establishing the network of interpersonal 

relationships, the scores of Yang Yiming and Liu Ting are 6.0 and 5.3 respectively, which are higher 

than those of other people, indicating that Yang Yiming pays much attention to establish the network 

of interpersonal relationships with other departments or colleagues, but Liu Ting holds a neutral 
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attitude in this aspect. The scores of Ai Xinye and Zhao Yuqing are almost at the same level, 4.9 and 

5.0 respectively, indicating that they do not get actively involved in establishing the network of 

interpersonal relationships with other departments or colleagues. Zhang Tian’s score is 2.3, which is 

much lower than those of other people.  

Proactivitymean the adaptation or relationship that the respondent needs for obtaining the 

leadershiprecognition. Proactivityare closely related to the environment and individual conditions of 

the respondent. It can be clearly seen from Section 5.2.2 that, the respondent with higher score in 

“identity recognition of new leadership” would have a smaller score range in further adaptive 

behaviors, and the score differences between different respondents in “identity recognition of new 

leadership” are negatively widened in “Proactivity”.  

In the case study of Yang Yiming, he actively learned from the store manager as soon as he was 

assigned to the store after completion of Lionet training, especially in the capacity of the serving store 

manager, he got a lot of help and encouragement from the store manager, upon the completion of a 

task, he sought communicating with the store manager to ask for the work comment, and the possible 

direction of making necessary improvement. When Yang Yiming was appointed as the assistant store 

manager, he was fully aware of the inadequate business skills, on the one hand, he worked hard to 

improve the business skills, and on the other hand, he paid attention to learn from and communicate 

with the store manager, even imitate his behavior. He often felt “alienated” from the general 

colleagues and would take the initiative to look for opportunities to get closer to them. After Yang 

Yiming was appointed as the store manager, he often concerned about the relationship with chef, even 

the team stability, he would intentionally pool a lot of efforts to coordinate the relationship with others. 

When verbally offended by the chef, Yang Yiming tried his best to put up with it, and for those who 

always dragged the team efficiency, he also needed to restrain himself from criticizing. In anther case, 

when Liu Ting acted as the store manager, she often spent a lot of efforts to seek feedback from leader 

and other colleagues on her work, and tuned the relationship with others. She often privately focused 

on their store management and personal comments. After the kitchen conflict, Liu Ting began to pay 

special attention to their emotion for fear that they may resign as well. Liu Ting was more and more 

sensitive, and some unconscious complaint would be seized by her, followed by making some sense. 

She also admitted that the relationship with others was a headache, although she also tried every 

means to get closer to them.  

Ai Xiye, Zhao Yuqing and Zhang Tian put more effort on the improvement of store revenue and 

the business expansion, with less effort in further adaptive behaviors. Ai Xinye had a stable work, and 

developed a child, when the leader asked if she accepted to be assigned to other places, she was not 
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interested in it. She could get along well with the store colleagues, prevent a conflict with the chef or 

others, and the store was geographically advantageous, she had proficient in leading the team. Zhao 

Yuqing established a good leadership identity among the colleagues by seeking information from the 

resigned colleagues, colleague skills training, continuously increasing the store revenue and taking 

other measures. In particular, she further standardized their behavior, united the team, and created a 

harmonious team atmosphere through process standardization, contributing to a virtuous cycle of her 

store operation. Zhang Tian was more competent, volunteered to undertake the trial implementation of 

ipad ordering and finished it well, and performed impressively in dealing with the store issues, thus 

establishing a higher prestige in the team. After a period of being appointed as the store manager, 

Zhang Tian could easily deal with the routine works, so that he has much less adaptive behaviors, 

compared with any of the other respondents. Zhang Tian already figured out a plan for individual 

career development, which implies that he will reduce adaptive behaviors in current position.  

5.3 Theoretical model for explaining the above-described adaptive process 

Section 5.1 describes the task scenarios for lionetet leaders in the case study, and Section 5.2 

makes an in-depth comparison of the respondents in different aspects, including individual 

psychological characteristics, job challenges, identity recognition of new leadership and further 

adaptive behaviors. The theoretical model for adaptive process of new Lionet leaders is summarized 

through analysis, as shown below.  

 

 

 

 

 

 

 

 

 

 

 

Figure 5-6 Conceptual framework for the leadership identity recognition of Lionets 
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recognition of the newly inaugurated leaders’ leadership identity 

According to the theoretical framework as shown in Figure40 in this research, it is considered 

that “the individual’s personality characteristics” can have an impact on the degree of “the recognition 

of the newly inaugurated leaders’ leadership identity” and further influence their proactivity. As 

shown in Table 9, the scores of Ai Xinye, Zhang Tian and Zhao Yuqing in the aspect of activity are 

11,12 and 9 respectively and their scores in the aspect of leadership effectiveness are 6.0, 6.1 and 6.1 

respectively. However, the scores of Yang Yiming and Liu Ting are 5 and 8 respectively in the aspect 

of activity, 4.5 and 5.4 respectively in leadership effectiveness. From this, it can be known that when 

the score is high in the dimension of activity, the score in the aspect of leadership effectiveness tends 

to be also at a high level; when the score in the dimension of activity is low, the degree of employees’ 

recognition of leadership effectiveness is more likely to be at a low level as well. In the cases, the 

business performance of the restaurant in Hong Kong Middle Road in Qingdao city where Ai Xinye 

worked was always not satisfying, she put forward a number of implementation and cooperation plans 

with the purpose of improving business performance during the peak tourist season in Qingdao city, 

and finally the business performance of this restaurant showed a chain relative ratio raise of 50%, 

these plans indeed played a vital role improving business performance according to a post-assessment. 

Zhang Tian took the initiative to be responsible for a trial implementation of food ordering with an 

I-pad, he needed to make preparations in about only a month’s time, during which time he 

investigated various restaurants of the same business as planned, sought the opinions of colleagues, 

compiled the manual and adjusted the outcomes of the test, and then finally he led all the members in 

his restaurant to present the pilot work of food ordering system with an I-pad to many store managers 

and people responsible for this undertaking successfully during a regional conference and gained 

recognition and praise from others. All of the above can indicate that good or positive activity has a 

positive effect on leadership effectiveness.  

The scores of Ai Xinye, Zhang Tian and Zhao Yuqing are 11,12 and 9 in the aspect of activity, and 

their scores are 5.9, 6.1 and 6.0 in the aspect of the acceptance of newly inaugurated leaders’ leadership 

identity. However, the scores of Yang Yiming and Liu Ting are 5 and 8 in activity, 4.6 and 5.7 in the 

aspect of the acceptance of newly inaugurated leaders’ leadership identity. From this, it can be known 

that when the score is high in the dimension of activity, the score in the aspect of recognition of team 

leader tends to be also at a high level; when the score in the dimension of activity is low, the degree of 

recognition of team leader is more likely to be at a low level as well. In the cases, Ai Xinye was 

regarded as a candidate of store manager, and for this reason, she was dispatched to the city of Qingdao 

to assist in setting up and managing a restaurant with store manager named Sun. This was the first 
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restaurant in Qingdao, it was beyond the reach of any resources from the company headquarters, due to 

the urgency of setting up a restaurant, it was necessary to carry out many different jobs simultaneously, 

ranging from recruiting and training, tracking the progress of works, business visits, marketing 

planning and assistance, etc. Actually, she was a main executive, and therefore she had to devote all of 

her energy and time to complete the stated objectives, which was very toilsome, and especially for a 

girl, such a job was extremely challenging. Her performance in degree of sensitivity, degree of 

adaptability and executive ability was very excellent during the period of restaurant setup, and hence, 

she was recognized by store manager and colleagues. When Zhang Tian started working in the 

restaurant, many colleagues talked of him behind his back and waited to see what he can achieve, and 

even worse, they bet that Zhang Tian would not stick to it for more than a few days. However, Zhang 

Tian did not become discouraged, and instead redoubled his efforts, stayed humble and worked harder. 

In order to show everyone that he was competent in restaurant management as an assistant store 

manager, he waited tables as other colleagues did, and moreover, he even delivered dishes faster and in 

a more stable way than other colleagues. He did the same amount of work in waiting tables as others 

did. No matter in the aspect of establishing an effective relationship with customers or changing a light 

bulb and repairing the water pipe in the maintenance and repair department, Zhang Tian also had the 

ability to master basic skills by learning. During that period, Zhang Tian almost spent at least 16 hours 

in the restaurant everyday, and finally, he knew about how to manage a restaurant well and meanwhile 

accumulated a great deal of experience. Zhang Tian knew that in order to gain recognition of his 

colleagues, he should not only excellently perform what his colleagues can do, and moreover, he need 

to solve the problem that his colleagues cannot solve, and in this case, he can be recognized by his 

colleagues in the restaurant. Hence, good or positive activity has a positive effect on the recognition of 

team leader’s leadership identity.  

The scores of Ai Xinye, Zhang Tian and Zhao Yuqing in the aspect of concept of teamwork are 

10, 7 and 11 respectively, their scores in leadership effectiveness are 6.0, 6.1 and 6.1 respectively. But 

the scores of Yang Yiming and Liu Ting in the aspect of concept of teamwork are 2 and 5 respectively, 

4.5 and 5.4 in leadership effectiveness respectively. From this, it can be seen that when the score is 

high in the dimension of concept of teamwork, the score in the aspect of leadership effectiveness tends 

to be also at a high level; when the score in the dimension of concept of teamwork is low, the degree of 

recognition of leadership effectiveness among employees is more likely to be at a low level as well. In 

the cases, Zhao Yuqing tried to make the team more cohesive in the restaurant by the way of seeking 

opportunity to show the entire process of food and beverage serassitant  in an observation and 

learning activity. Zhao Yuqing worked out a video for the new workflow process to adjust and improve 
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the existing operational process, summarized all the problems every day and stuck to the principle of 

“treat of a matter as a case for study, discussion, illustration etc. without reflection on any particular 

person”. During that period, it can be seen that all the team members in the restaurant are extremely 

enthusiastic about working together with joint efforts toward a common goal, every colleague strived 

to bring their abilities into full play, hoping thereby to show the most standard serassitant  process to 

in front of others and to win honor for their restaurant. Finally, they presented the outcomes perfectly in 

front of the colleagues from other restaurants and the district store manager. She was also very proud of 

the performance of her team during that period. However, there was once a time when there was a 

conflict between waiters/waitresses in the lobby and workers in the kitchen due to a problem when 

customers were waiting for food, she asked the colleague in in the lobby to make an apology to the 

chief cook in the kitchen without figuring out the reason. In the opinion of Liu Ting, she thought that 

such a treatment method could protect the rights and interests of customers and guarantee the smooth 

running of restaurant. However, it became a big problem for her colleagues as they considered that she 

had a bias towards workers in the kitchen, while the efforts of waiters/waitresses in the lobby were 

ignored. After that, Liu Ting did not find a chance to communicate with her colleagues, and afterwards, 

there was an increasingly number of negative comments on Liu Ting’s leadership, and finally she also 

felt that team members were not as united as before. And moreover, Liu Ting still did not face up to the 

problem and communicate with them proactively to eliminate hidden dangers which do harm to team 

cohesiveness, which sowed the seeds for a poorly organized team. All the cases mentioned above 

indicate that concept of teamwork and leadership effectiveness can influence each other.  

The scores of Ai Xinye, Zhang Tian and Zhao Yuqing are 10, 7 and 11 respectively in the aspect of 

concept of teamwork, 5.9, 6.1 and 6.0 in the aspect of recognition of team leader. However, the scores of 

Yang Yiming and Liu Ting are 2 and 5 in concept of teamwork, 4.6 and 5.7 in recognition of team leader, 

respectively. From this, it can be known that when the score is high in the dimension of concept of 

teamwork, the score in the aspect of recognition of team leader tends to be also at a high level; when the 

score in the dimension of concept of teamwork is low, the degree of recognition of team leader among 

employees is more likely to be at a low level as well. In the cases, Ai Xinye organized and held a caucus 

with the theme of “how to improve the efficiency of serving dishes” and the topic of “customers wait for 

food”, she found that the business performance of the restaurant was in an uptrend recently, and 

customers had to wait for food for a long time more frequently, and even there was once a time when 

there is conflict between workers in the kitchen and those in the lobby due to the urge from customers. 

She was worried that if this kind of situation happened more frequently, this would not only affect the 

rights and interests of customers and also had damaging effects on the harmonious atmosphere within 
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the whole team. On the second day when she started an internship in the kitchen, she had clearly become 

aware of the obstacles for the workers in the kitchen when they worked. Therefore, she made two 

decisions during the conference, first of all, replace all the old equipment and instruments and add 

workers, in order to ensure the smooth operation within the team; secondly, say “please”, “thank you” 

and “sorry” more frequently, to ensure the harmonious communication within the team. The 

management decisions made by Ai Xinye aimed to improve customer satisfaction and it was based on 

the main appeal of ensuring the harmonious communication among workers in the lobby and kitchen, 

but temporarily without regard to the measures of cost control, such decisions did not only gain 

recognition of the chief cook and meanwhile help build a nice working environment for the whole team. 

However, when Yang Yiming got a promotion to be a store manager, he found that he gradually became 

bad-tempered, his communication with colleagues at the grass-roots level became less, he often felt 

overwhelmed, and then gradually, his relationship with colleagues at the grass-roots level was not as 

close as before, especially when he saw that his colleagues tend to be procrastinators, he cannot help 

criticizing them. In the restaurant, he tended to be a hands-on leader in many cases, and his leader also 

suggested that he should change his way of work when his identity was changed, but Yang Yiming still 

failed to find a good way to communicate with his colleagues at the grass-roots level. He thought that he 

had an increasingly stronger sense of alienation in the team, which was also reflected in the fact that 

employees’ sense of intimacy with him gradually faded away, and naturally, the degree of recognition of 

team leader became lower, it was getting worse for him to integrate into the team. All of the 

above-mentioned cases suggest that concept of teamwork and recognition of team leader can influence 

each other.  

If the newly inaugurated team leaders’ concept of teamwork is weak, this will result in that they do 

not pay enough attention to establish the interpersonal relationship with their subordinates, this leads to 

the fact that different lionet team leaders vary in the aspects of at what degree the difficulties are and how 

long they take to overcome these difficulties gain recognition from their subordinates. Compared with 

those lionet team leaders who never gain recognition from their subordinates from beginning to end, 

lionet team leaders who have been successfully recognized can invest less time and energy in this aspect 

going forward.  

5.3.2 Conclusion of this chapter 

1) In a challenging working environment, lionet team leaders should have a high level of “activity” 

and “concept of teamwork” so that employees can give recognition to their leadership identity as the 

newly inaugurated team leaders in a better way. 
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According to the content of questionnaires and interviews as well as the summary and analysis, 

it can be known that lionet team leaders’ performance in “activity” and “concept of teamwork” can 

directly influence their identity recognition as the newly inaugurated team leaders in the team of 

restaurant operation. As for the formation of leadership, it does not only require the mutual adaptation 

and mutual adjustment among individuals, organizational climate and company culture, and moreover, 

team leaders should make efforts to gain recognition from employees, and in this case, leadership 

identity can be really constructed. In the cases, lionet team leaders went to work in the restaurants 

upon graduation, due to their particularity in identify and the fact that they did not have any other 

social practice and work experience, and therefore, they tended to suffer from work stress and mental 

stress. In the beginning, they were more likely to feel the estrangement of being away from the team, 

and they even could feel that other colleagues questioned about their abilities. In the cases of lionet 

team leaders, some serious social accidents happened in the restaurants, such as that a customer 

bumped into something and broke his nose in the restaurant where Yang Yiming worked, a shard of 

glass was seen in a dish in the restaurant where Ai Xinye worked, and moreover, the situation of high 

pressure such as taking the responsibility for a trial implementation of food ordering with an I-pad, 

lionet team leaders faced up to the challenges in work with proactive behaviors and a positive attitude 

in these situations, and therefore, their subordinates can give recognition to their leadership identity as 

the newly inaugurated team leaders in a better way. Moreover,there is a phenomenon that the 

challenging situations of external pressure, high stakes, etc. as the intermediate variables also have an 

impact on activity and concept of teamwork. This means that job challenge profile also further affects 

lionet individuals’ personality characteristics, which increases the uncertainty in acceptance of newly 

inaugurated leaders’ leadership identity. 

2) The newly inaugurated leaders’ activity also affects their time investment and enthusiasm for 

learning when they run into the actual problems of management, and then further influences their 

subordinates’ evaluation and recognition of their abilities in work.  

In the beginning when Yang Yiming started working in the restaurant, he was not active 

enough, and he could obviously feel that there is a “big gap” between him and his colleagues, and 

then later when he got a promotion to work as a Dao Zhang, he became more active than before, he 

always spent a lot of time and energy to learn from the store manager, his colleagues gradually give 

recognition to his abilities in work, and finally he won the honor of “the best Dao Zhang”. Zhang Tian 

took on the work of a trial implementation of food ordering with an I-pad shortly after he got a 

promotion to be a store manager. In the face of such challenges, he felt motivated and full of energy, 

and moreover, under the catalytic effect of the psychological motive power to prove his own ability 
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and pick up more skills”, he paid much attention to cooperate with other colleagues, communicate 

with leaders and finally achieved remarkable results in work. In this stage, Zhang Tian was also full of 

energy and his colleagues gave recognition to his leadership to a large extent. However, with the 

accumulation of work experience, Zhang Tian’s job duties were gradually established, he felt that 

such a job is not very challenging, he still basically stayed active in work, but his enthusiasm in 

cooperating with others and his concept of teamwork began to wane. His attitude toward his 

colleagues was also significantly changed, his communication and cooperation with his leaders and 

subordinates was also affected to some extent. From the results of questionnaires, it can be seen that 

his concept of teamwork waned, although this had a small impact on employees’ recognition of his 

leadership identity, it actually had a very bad effect on his own performance in activity.  

In Table 5-1, the scores in the aspects of “concept of teamwork (now)” and “recognition of team 

leader” show the same trend of changing. The scores of Yang Yiming and Liu Ting in “concept of 

teamwork (now)” are low, and their scores in “recognition of team leader” are at a low level as well. In 

the cases, Yang Yiming felt that he gradually became “bad-tempered” after he was promoted to be a 

store manager, and moreover, his communication with colleagues at the grass-roots level became less 

in their daily work. The impact of identity change on newly inaugurated leaders’ mental state is always 

imperceptible or hard to control in work, and moreover, such an impact may cause negative moods 

such as nervousness, anger, etc. to newly inaugurated leaders. When Liu Ting dealt with the dispute 

between workers in the kitchen and lobby, she failed to balance the interests and feelings of both 

parties from the perspective of management, which directly affected the unity of the whole team, and 

furthermore, the failure in debugging further amplified such a bad influence on the team. From the case 

of Liu Ting, it can also be seen that subordinates in a team tend to have a higher demand on new 

leaders’ concept of teamwork, when something goes wrong in the team climate, a team leader is more 

likely to be a target of public criticism. New leaders’ problems relating to the aspects of concept of 

teamwork and interpersonal relationship are often reflected in the processes of “transition”, 

“assimilation”, “adjustment” or “parallelization” during the construction of leadership identity when 

they join the team. The scores of Ai Xinye and Zhao Yuqing are relatively high in the aspects of 

“concept of teamwork (now)” and “recognition of team leader (now)”. In the cases, they also faced the 

problems relating to teamwork and the interpersonal relationship with their subordinates in the 

beginning when they became new leaders in therestaurants, but the difference between their way of 

solving a problem and that of Yang Yiming and Liu Ting lies in that they are more open and honest in 

communication. Zhao Yuqing directly tried to figure out the reason and know about the appeals of the 

subordinates, Ai Xinye also tried to organized various kinds of team activities intentionally to draw the 
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colleagues closer.  

3) In general, the degree of recognition of new leaders’ leadership identity may affect their 

further proactivity. As shown in Figure 5-7, when the score in the aspect of leadership effectiveness is 

low, lionet team leaders will seek more feedback information to improve their behaviors. And of 

course, someone who still cannot adapt to the situation will finally choose to leave.  

Figure 5-7 Identity recognition of the five respondents and their Proactivity 

 

In the cases, Liu Ting was questioned by her colleagues at the grass-roots level time and again, 

and her leadership effectiveness was seriously challenged. The superiors and company store managers 

also focused more on her. For this reason, she needed to spent a lot of time and energy to seek feedback 

information from her leaders and subordinates, adjusted her relationship with other people so as to 

maintain her leadership effectiveness. The score of Yang Yiming in leadership effectiveness is also low, 

and therefore, he needed to pay more attention to the feedback information about him when he faced 

the complaints from chief cook and the situations such as his subordinates were lazy and sluggish and 

learn to control his emotions and anger. The scores of Ai Xinye, Zhao Yuqing and Zhang Tian in 

leadership effectiveness are high, and therefore, they did not do much to seek feedback or manage the 

interpersonal relationship with others proactively. They can put more effort into the aspects such as 

improving business performance, troubleshooting and teambuilding, these acts can also further enhance 

their leadership effectiveness within the team. 
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Chapter VI Conclusion and Discussion 

6.1 Major conclusions 

Based on the theories of the conceptual model of leadership integration process proposed by 

Denis, Langley & Plneault (2000) and the identity-based leadership development process model 

proposed by Ashford & Scott DeRue (2010), this thesis proposes the leadership development from 

the identity perspective. This model can be mainly described as: the process of leadership 

construction requires that individual have adequate personality characteristic and deal appropriately 

with the job challenges. This leads to the individual being recognized as the leader. In addition, all 

this leads to a good proactivity, and this includes a good adaption to the organization in respect of 

atmosphere and culture. This thesis makes a case study of Wowprime “Lionet Plan” through the 

mixed research approach of interview and questionnaire survey to validate this model. Major 

conclusions are as follows:  

1) Newly inaugurated team leaders’ personality characteristics, working situation and their team 

have a direct impact on the construction of their leadership effectiveness.  

 “Lionet Plan” is featured by developing well-educated and high-quality talents into 

professional store managers of upscale stores, while the conventional catering serassitant  industry 

generally has a lower requirement for the educational levels of practitioners, and regular colleagues 

usually work for a long time before getting promoted to the assistant store manager or store manager. 

Lionets will be questioned by other regular colleagues after entering into the new environment, and 

their mental state will be adversely projected. Thus, in a challenging working environment, to get the 

recognition of leadership identity in the new team, Lionets need to be more enthusiastic and show 

more prominent teamwork capabilities, before they could establish a good leader-follower 

relationship with others.  

2) The activity of new leaders has a direct influence on their working enthusiasm and learning 

initiative, and influences the construction of their leadership effectiveness.  

The interview, questionnaire and summary reveal that Lionets at different levels of activity vary 

in time input and learning initiative, when they encounter a management issue. Even for the same 

Lionet, the levels of activity at different work stages may also influence the evaluation and 

recognition of his working capabilities among subordinates.  

3) The concept of teamwork and interpersonal relationship of new leaders will influence the 
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construction of leadership effectiveness, which may influence their time and effort input in further 

adaptive behaviors.  

New leaders show different levels of difficulty and lengths of time in getting the recognition 

among subordinates. Some Lionets demonstrate their empathy to conduct good communication with 

subordinates and seek resolving the issue together. In this way, leader and subordinates are able to 

conduct thorough communication and understand each other. With mutual understanding, they will 

gradually develop the tacit of teamwork, so that new leaders will reduce their time and effort input 

with respect to concept of teamwork and interpersonal relationship in subsequent works. If new 

leaders fail to adapt themselves intentionally and effectively, it will cause the discomfort of 

subordinates, leading to a positive feedback that continuously influence the teamwork and 

interpersonal relationship.  

This suggests that new leaders will be continuously subject to different challenges in terms of 

the construction and maintenance of leadership effectiveness. Their job challenges, including 

individual personality characteristics and high stresses, will directly influence the leadership 

effectiveness and the interpersonal relationship with subordinates, in which the leadership 

effectiveness will determine the further adaptive behaviors of new leaders. Along with the changes 

of leadership effectiveness, the interaction of the trajectory of final team and trajectory of new 

leaders may lead to four different outcomes: “transition”, “assimilation”, “adaptation” or 

“parallelism”.  

6.2 Theoretical innovations 

1) Prior theoretical studies focus on the adaptive behaviors of new leaders, e.g.: “assimilate”, 

“regulate”, “transform”, “confer” or “claim”, while this thesis emphasizes the importance of 

individual personality characteristics of leaders for the their identity construction process. The case 

study verifies the importance of individual personality characteristics of leaders for the construction 

of their identity and leadership effectiveness.  

2) This thesis reveals the dynamic role of job challenge characteristics of new leaders in 

stimulating their personality characteristics. These cases show that only in a specific working 

environment could new leaders gain more sufficient leadership effectiveness.  

3) This thesis explains the relationship between the construction process of leadership identity 

and their adaptive behaviors from the dynamic perspective. Most prior studies use leadership 

effectiveness as the outcome variable of adaptive behaviors, but this thesis suggests that in the long 

run, Proactivity of new leaders is another outcome variable when their identity are not recognized. 
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These cases show that when the new leadership effectiveness is lower, they will actively seek more 

feedback to improve own behaviors. When the new leadership effectiveness is higher, their time and 

effort input in further proactivitywill be reduced accordingly. 

6.3 Management recommendations 

1) Lionets with working enthusiasm and motivation are more willing to hold accountability, 

learn and work hard. They demonstrate stronger individual personalitycharacteristics, construct the 

leadership identity effectively in a new team, and establish the leadership effectiveness under a 

highly stressed working environment.  

2) Focus on developing the team building capabilities of Lionets 

In cases study of Lionets with good concept of teamwork are able to properly moderate their 

leadership identity and mental state, deal with the complex interpersonal relationship, unite the team 

and improve the performance. However, those with inadequate team building capabilities are likely 

to discourage the team within a short time. 

3) Make a good career development plan for Lionet leaders. For those Lionet leaders with successful 

identity construction, continuously provide them with challenging tasks and positions, allowing them 

to keep higher working initiative; for those Lionet leaders with poor identity construction, enable 

them to perform their working specialties by position change or training.  

Limitations and prospects 

1)The survey and analysis is limited to an enterprise 

The case study is limited to Wowprime Group. Wowprime is a Taiwan-funded catering 

company and its corporate culture, management system and personnel development system show 

some special characteristics. Subsequent works will extend the research scope in respect of the 

industry that enterprise is engaged with, the capital type of enterprise, and diversity of organizational 

structure.  

2) Future works may include the comparison among non-Lionet groups; 

This thesis illustrates the cases of five Lionets and draws conclusions through comparative 

study, but future works may incorporate non-Lionet groups into the research scope. The differences 

among non-Lionet groups and between Lionet individual and non-Lionet individual with respect to 

the construction of leadership identity and the leadership effectiveness will be compared and 

examined, so as to get more distinctive and universal conclusions, which will also be of great 
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significance to the improvement of businessmanagement.  

3) Future studies can investigate more personality characteristics. 

    The innovation of this paper lies in the fact that it emphasizes the importance of team leaders’ 

personality characteristics in the construction process of their leadership identity. Individuals’ 

personality characteristics mentioned in this paper include activity and concept of teamwork, and 

moreover, the importance of individuals’ personality characteristics has been verified. Future studies 

can bring more comprehensive personality characteristics into the scope of research and analysis, in 

order to analyze the independent and interdependent effects of other different personality 

characteristics on the construction of leadership identity and leadership effectiveness. This can 

provide a more comprehensive reference value for the cultivation of business store managers.  

4) Individual survey data are subjective. 

Admittedly, the questionnaire survey data extracted from the case study are reflected from 

individual perspective, and in the course of survey, some deviations may be caused by the 

self-expectation effect of the respondents. Of course, this thesis makes a comparison and analysis 

among different individuals or among different individual groups, which may appropriately narrow 

down the system deviants resulting from this problem.  

  (5) The evaluation on 7 management performance items is not listed in the scope of research. 

    The objects of research in this paper are all storemanagers, this indicates that they have actually 

been responsible for performance management in the restaurants. The national competition of 7 

management performance items for the monthly inspection and assessment of operation or executive 

performance in the restaurants are not included in this research.But this competition probably has an 

effect on the challenges and activities of the store managers, and this is not taken account.Although 

the main topic of research in this paper is the recognition of leadership identity, it investigates and 

analyzes the problems of adaptability when lionet team leaders started working in the restaurants. 

But for team leaders, the influencing factors for recognition of team leader’s leadership identity and 

leadership development can be also reflected in the perspective of performance management. This is 

also a limitation of this research.  
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APPENDIX 

Appendix 1 Lionet Regional Academy Details 

Region 
Serial 

Number 
Name of College Remark 

North of  

China 

1 Tsinghua University  

2 Beijing University  

3 Renmin University Of China  

4 Shandong University  

5 Nankai University  

6 Tianjin University  

7 Xi'an Jiaotong University  

8 Harbin Institute of Technology  

9 China University of Political science and Law  

10 Beijing Normal University  

East of China 

11 Jilin University  

12 Shanghai Jiao Tong University  

13 Fudan University  

14 Zhejiang University  

15 Nanjing University  

16 Tongji University  

17 Southeast University  

18 East China Normal University  

South of 

China 

 

19 Wuhan University  

20 Sun Yat-sen University  

21 Xiamen University  

22 
Huazhong University of Science and 

Technology 
 

23 South China University of Technology  

24 Central South University  

25 Sichuan University  

 

 

 

 

 

Appendix 2  Standard of Check List 
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Explain,

Demonstrate, Try,

Respond

Speak, Model,

Make, Feedback

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □  

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

Total Rated Rater Date

               Should I arrange a queue for you?

 【Case 4-1】The customer would like to wait

  【Action Flow】: Ask the customer about his family name and number of diners, register such

information in the reservation book, (in case of a special holiday

    and there is a long queue, issue a waiting card to the customer), guide him to sit in the waiting area and

immediately provide the waiting service.

  8. Beverage & Snacks for Waiting Customers

   (1) Beverage: e.g.: 330ml mineral water, Master Kong Bottled Green Tea

       Orange Juice, Sprite.

   (2) Snacks: e.g.: separate mini Oreo, Nestle Wafer

       Xufuji Pineapple Pastry.

  【Case 1】"With reservation and there is an available table", and ask  for the family name to address him

properly.

  【Service Term】: Sir (Lady), I am very sorry about it, but our tables are already reserved,

 【Case 2-2】No exact time can be given (no one leaves)

 【Service Term】: I am very sorry about it! Sir (Lady), pleaste sit for a while and be patient,

                             I will prepare a table as soon as possible.

 【Action Flow】: Guide the customer to sit in the waiting area and immediately provide waiting service.

  【Case 3】Withou reservation but there is an available table

               will take ** minutes, please sit for a while.

 【Action Flow】: Guide the customer to sit in the waiting area and immediately provide waiting service.

 【Service Term 1】: May I ask how many people will have a meal?

 【Service Term 2】: May I have your family name?

 【Case 4】Without reservation and there is no available table

 【Action Flow】: Inform the customer of no available table and he may need to wait.

 【Case 1】With reservation and there is an available table

 【Action Flow 1】: Ask for the information about customer, confirm with the customer again after

identifying the reserved table in the reservation list.

 【Action Flow 2】: Inform the table guider of the family name of the customer, and arrange a colleague to

guide him to be seated.

 【e.g.：Help guide Mr.X to A1, six customers】

 【Case 2】With reservation but there is no available table

 【Action Flow】: Ask the customer for the number of diners, arrange suitable seats and hand over the

customer to a guider, please refer to

 【Action Flow】: Make an apology to the customer!

 【Service Term】: I am very sorry about it!

 【Case 2-1】A table will be available very soon (the last customer has left)

  【Service Term】: I am very sorry about it! Sir (Lady), your table is being served, it

Note for Scoring : Use deducting score method, deduct 1 mark for                                                               1 October 2016

an identified drawback, but no more than 5 marks will be deducted

for each item, the full mark is 100.

Ⅱ. Preparation of Items

  1. Reservation Form 2. Reservation Card 3. Platinum Reservation Card  4. Customer Data for Platinum

Reservation Card
   5. Waiting Sheet  6. Walkie-talkie   7. Menu

Ⅲ. Flow of Actions

  In Reception

 【Action Flow】: Open a door or press the lift button for the customer, with warm greetings.

 【Service Term 1】: May I have you name for reservation?

                                           Standard of Check List

【L005】Score Scale for Reception Work Station

Score Item
Merits &

Drawbacks

 【Service Term 1】: Sir (Lady), may I have your family name, and how many people will have a meal?

You may need to wait in a queue, and immediately provide the waiting service.

Ⅰ. Look & Heart

   1. Proper Suit and Makeup (in strict compliance with company regulations).

   2. With a stable emotion, keep a good mood.

  3. Always be cordial and courteous, behave elegantly, show a high respect for customers in all places

(cordial, mild, bowed, smiling).
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Explain,

Demonstrate, Try,

Respond

Speak, Model,

Make, Feedback

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

Total Rated Rater Date

 【Action Flow 1】: Offer beverage and snacks for the customer

 【Service Term 1】: Sir (Lady) Hello, please have some beverage and snacks first, but now all tables are

resered

                You may need to wait a moment.

 【Action Flow 2】: Prepare a menu as applicable

  1. If the customer pays a bill at the counter in person, the reception staff should guide and assist him in

making payment.

    (Receive the bill with two hands and guide the customer in front of the counter)

Note for Scoring : Use deducting score method, deduct 1 mark for                                                               1 October 2016

an identified drawback, but no more than 5 marks will be deducted

for each item, the full mark is 100.

 【Service Term】: a.There is an available table - In contrast with "with reservation and there is an

available table"

 【Service Term】: a.There is no available table - In contrast with "with reservation and there is no

available table"

  In Waiting Service

   1. The reception staff needs to determine the time that he should wait: if the waiting time is less than 5

min, offer beverage for waiting

  【Action Flow】: Carry the beverage to the customer with a tray and deliver it to customer.

   2. The waiting time is indefinite, offer beverage and snacks for waiting, or provide a menu and ordering

service as applicable.

 【Service Term】: Sir (Lady), hello, your table is being served, please have a drink first.

 【Case 8】With reservation, late arrival, and there is no available table

 【Action Flow】: Look up the data about his reservation.

 【Service Term】: I am very sorry about it, you make a reservation for ** o'clock, but there is no

available table, please wait for a moment
                we will make an arrangement as soon as possible. (in contrast with the action flow in "with

reservation and there is no available table")
 【Case 9】With reservation but there is no relevant data

 【Action Flow】: Immediately record the customer data and arrange a table for him as soon as possible

(try not to make it known to the customer).

 【Service Term 2】: (Sir/Lady: This is your waiting card, please wait for a while.)

 【Case 4-2】If the customer is reluctant to wait

 【Action Flow】: Make an apology first and present a store card.

 【Service Term】: I am very sorry about it, this is our store card, it indicates our reservation hotline,

when you come here in the next time

               You may make a reservation via call, hope I could serve you in the future.

 【Case 5】With reservation, late arrival, and there is an available table

 【Action Flow】: Refer to the action flow in【Case 1】"With reservation and there is an available table".

 【Case 6】With reservation, early arrival, and there is no available table

 【Action Flow】: Inform the customer of the reservation time and availability time, mark in the

reservation form, and make suggestion for the customer.

    2. Make a small talk with the customer. e.g.: Are you still satisfied with this meal?/Have you brought all

items?

  4. Open a door or press the lift button for the customer.

  3. Thank you for coming, take care!

 【Action Flow 3】: Prepare the copies of menu based on the number of diners and hand over the menu to

them with two hands.

 【Service Term 3】: Sir (Lady) Hello, this is our menu, please have a look.

 【Case 2】: If the customer needs to order

 【Action Flow 4】: Provide the customer with ordering service by the ordering action SOC

 【Case 3】: No ordering service is needed, make a brief introduction on the menu as applicable

  In see-off

【L005】Score Scale for Reception Work Station

Score Item
Merits &

Drawbacks

 【Service Term 2】: Sir (Lady), hello, would you like to have a menu?

 【Case 1】: Menu

 【Service Term】: I am very sorry about it, you make a reservation for ** o'clock, but there is no

available table, please wait for a moment

               Or wander around, we will make an arrangement as soon as possible.

 【Case 7】With reservation, early arrival, and there is an available table

  【Action Flow】: Refer to the action flow in【Case 1】"With reservation and there is an available table".

                                           Standard of Check List
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Explain,

Demonstrate, Try,

Respond

Speak, Model,

Make, Feedback

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

—— □ □ □ □

Total Rated Rater Date

 13. Do not allow a customer to touch the door knob.

 14. The reception staff shall stay in the store until the last table service is finished. If the reception staff

leaves after working, the person on duty should send a colleague to assist in the see-off.

  6. Proactively solicit the customer who is checking the menu outside, but does not make up his mind to

have a meal at our store.

  7. Proactively contact the customer who has made a reservation but has not come yet, get to know what

is going on, and provide a service properly.

  8. Always keep the entrance door and waiting area clean.

  9. Prepare the beverage (waiting card) for waiting as applicable.

 10. For a reservation involving 6 or more diners, proactively contact with them in advance to confirm the

reservation status.

 11. For a customer who is complaining in the course of table allocation, remind the store manager or head

to make another apology to him during the meal.

 12. Immediately notify the store manager whenever there is an official visit or meal at our store.

  5. Keep a good coordination with the area controller.

  1. In communication with the customer, watch the customer with smile.

  2. Effectively control the turnover rate of tables.

  3. Retain the customer in queue or seek the potential for the next visit, make a good use of name card or

store card.

  4. Pay special attention to children, incapacitated and old-age or pregnant customer.

  5. Cordially and properly treat any customer who comes late or earlier.

       (e.g.: beverage, bread or menu for waiting)

                                           Standard of Check List

【L005】Score Scale for Reception Work Station

Score Item

  4. Keep a good coordination with the chef.

Merits &

Drawbacks

Ⅳ. Sensitivity

  1. When the customer is waiting, pacify the customer and provide him with the waiting service

appropriately.

Note for Scoring : Use deducting score method, deduct 1 mark for                                                               1 October 2016

an identified drawback, but no more than 5 marks will be deducted

for each item, the full mark is 100.

  2. For several customers coming into the store at the same time, properly make greetings to the

latecomers.
  3. Immediately handle any customer comment, recommendation or complaint.

  4. The waiting card should be arranged properly and make an appropriate interaction with the waiting

customer.

      (Current queue, small talk, or pacifying)

Ⅴ. Team Spirit

  1. Keep a good coordination with the person on duty.

  2. Keep a good coordination with guider.

  3. Keep a good coordination with the cashier.

Ⅵ. Notes
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Appendix 3  Pre-serassitant  Training Written Exam Paper of “lionet Plan” for Term Lobby 

Store managers 

Pre-serassitant  Training Written Exam Paper of “Lionet 

Plan” for Term Lobby Store managers 
School:Name: Gender:Mark: 

Ⅰ.   Please state the exact name of fifteen divisions of Wowprime Group; 10% 

 

 

Ⅱ.  Please state the family constitution of Wowprime Group? 10% 

 

 

Ⅲ.  Please state the origin of WangSteak; 10% 

 

 

Ⅳ.   Please state the mission, vision and goal of Wowprime Group; 10% 

 

 

Ⅴ.   Please state the fifteen steps for hand-washing? 10% 

 

 

Ⅵ.  Please state the quality policy of food look and our serassitant s; 10% Food quality is 

higher than cost 

 

 

Ⅶ.   Please state the eight serassitant  expressions; 10% 

 

 

Ⅷ.  Please state the “face look” in dress and appearance of Lobby Team; 10% 

 

 

Ⅸ.  Please state the ordering introduction and serving explanation for Caesar Salad; 10% 

 

 

Ⅹ.  Please state the ordering introduction and serving explanation for Hot Chocolate Lava; 10% 

 

 

 

 

 

 

 



 

147 

 

 

 

 

 

Appendix4 Final Exam Paper of "Lionet Plan" for Lobby Store managers 

Final Exam Paper of "Lionet Plan" for Lobby Store 

managers 
Store:Date:Name:Mark: 

Ⅰ.   Please state three steps for duty and give details? 10% 

 

Ⅱ.  Please specify the management stage? What is its four essentials? 10% 

 

 

Ⅲ.  Please state the five needs Maslow's Hierarchy of Needs? And describe it in short? 10% 

 

 

Ⅳ.   Please state the five human touch points for five-step butterfly transformation? 10% 

 

 

Ⅴ.   Please state the three stages of brainstorming session and its essentials? 10% 

 

 

Ⅵ.  Please state the principles of inventory management and describe it in short? 10% 

 

 

Ⅶ.   Please state the principles of “Three, Four and Five” for ordering? 10% 

 

 

Ⅷ.  What are the three management tools used in Wowprime Group? Please briefly analyze  

the essentials of these three tools? 10% 

 

 

Ⅸ.  If one store in Jiangsu-Zhejiang Region orders materials on every Tuesday and these 

materials will arrive at 9:30 pm on Thursday within the same week, it is estimated that the 

daily number of customers is 170, the ordering rate of tenderloins is 25%, the consumption 

per customer is 250 g, and the stock taking at the night of Monday is 25 kg, then how 

many kilograms of tenderloins should be ordered? (you will get 5 points if correctly 

answered) 10% 
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Ⅹ.  If one store orders materials short ribs on Monday and these materials will be delivered on 

Sunday, it is estimated that the daily number of customers is 300, the consumption per 

customer is 850 g, and the stock taking on Monday is 2,250 kg, assume this Thursday is 

Valentine's Day, the expected number of customers ordering short ribs is 500, and the store 

will be closed for 4 days from Saturday to the next Tuesday due to some reason, then how 

many kilograms of short ribs should be ordered on Monday? 10%  

 

 

Appendix5  Outline of Interview 

Leadership development of the low-level catering business store manager has been concerned. 

Wowprime selects graduates as the reserve talents of low-level management, tailors and delivers the 

training program for them, also known as “Lionet Plan”. However, it is still very hard to exercise 

leadership to better manage the subordinates after allocating the trainees to specific stores. We hope 

to understand the specific management difficulties of catering business low-level store managers and 

analyze the reason why the low-level store managers with a good change of identity could nobly 

transform, providing valid data for the further development of development.  

Interviewee  

Time, place of interview  

 

Reference Questions of Interview (Members of Lionet Plan) 

(1) Past experience of leadership  

1. Did you act as the organization or team leader in the past student or work career? How 

did you get this leadership? In the process of acting as the leader, did you ever meet the 

management challenge? How did you solve it? 

2. Do you think that your past store managerial experience is associated or referential to 

your present management work? Which aspects?  

(2) Evaluation of Lionet Plan 

1. In cycles of Lionet screening, how did you prepare and perform to stand out? 

2. What did you learn from Lionet Plan? How do these knowledge or skills influence the 
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subsequent management work? Can you make it specific? 

3. Do you have any suggestion for the improvement of Lionet Plan? 

(3) Store managerial experience  

1. How is your experience as a store manager in Wowprime? When do you consider 

yourself as a competent store manager? In your opinion, which skills and qualities are 

required for an excellent store leader? 

2. When you come to the specific store at the beginning, how did you define your role? 

How did you manage the subordinates at that time? Until now, what are the changes of 

your attitude and manner for the management of subordinates? Which key events 

resulted in these changes?  

3. Based on your actual working experience, what is the most common management 

difficulty that you ever encountered? Did you ever meet any unmanageable subordinate? 

Which were the counteractions against management? How did you solve it? Was there 

any management difficulty to be solved? 

4. Which responsibility did you actively assume in the process of becoming the store leader? 

Which drove you to assume these responsibilities? Was there any pressure? How did 

you improve the leadership skills? 

5. From your serassitant  in this store till now, how did you gradually get the trust and 

recognition from the subordinates? 

6. Which aspect of support from the overall Wowprime business or external environment 

did you get in the process of becoming a leader? Any suggestion from you? 

 

Reference Questions of Interview (Clerks) 

1. What is your working experience? And the main responsibilities you currently assume in store?  

2. When did you acquaint with this store manager/assistance store manager? What was your first 

impression on him/her? How does such impression change? In your contact with him/her, which 

impressed you most?  

3. In your opinion, which was the greatest challenge for him/her in the process of acting as the store 

manager/assistant store manager? Was he/she able to overcome such challenge? Any specific 

case?  
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4. What is the store managerial difference between the leader developing from Lionet Plan and the 

leader promoted from the low level? 

5. In your opinion, which responsibilities should an outstanding store leader assume? And which 

skills and qualities should he or she have? Any other suggestion for him/her about management?  

 

Appendix 6 Questionnaire Survey (From the Angle of Researcher) 

A Survey of Store managerial Ability Development for the Middle-level Store manager of 

“Wowprime Group” 

(Store manager –Questionnaire for Lionet Store manager) 

Store managerial ability development is based on a more harmonious and stable 

staff-management relationship, which is also fundamental to the business competitive advantage and 

sustainable development. For this reason, a survey of store managerial ability development for the 

middle-level store manager of “Wowprime Group” was conducted and it is expected that the 

surveyed results could be instructive to the further improvement of ability training and development 

program. 

We are very grateful for your participation. To ensure the reliability of the surveyed results, we 

hope that you can carefully and objectively answer all questions, and carefully these questions 

before filling answers. Please feel free to make an answer because we will treat your answer as fully 

confidential; in addition, there is no right or wrong answer to any question, we intend to know your 

true feeling about these questions. The entire survey takes about 20-30 minutes. 

Thank you for your support! 

Subject Researcher 

2016/5/10 

 

Instruction: Numeral 7 represents “strongly agree”. Numeral 6 represents “agree”. Numeral 5 

“somewhat agree“. Numeral 4 “not sure”. Numeral 3 “somewhat disagree”. Numeral 2 represents 

“disagree”. Numeral 1 represents “strongly disagree”. 

Learning Orientation  

From ： VandeWalle, D. (1997). Development of a work domain goal orientation 

instrument.Educational and Psychological Measurement, 57, 995-1015. 
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Personality characteristics may vary from person to person, 

please tick the answer at the right side of each question based 

on your realities 

1 2 3 4 5 6 7 

1 I often read the books and materials relating to my work 
       

2 
I am willing to assume some challenging tasks and learn 

new things 

       

 

For the convenience of reading, this questionnaire indicates the source of scale for variables, 

which is not contained in the original version ; and we also deleted some modifications which 

are not used in this questionnaire. 

3 
I often seek an opportunity to develop new skills and 

expertise 

       

4 
I enjoy the challenging tasks at work, which enables me 

to learn new skills 

       

5 
As for me, an adventurous mind is very important to 

practicing my working ability 

       

6 
I am more willing to work under the environment which 

needs intelligence and ability 

       

 

Proactivity 

From：Ashford S J, Black J S. Proactivity during organizational entry: The role of desire for control. 

Journal of Applied psychology, 1996, 81(2): 199. 

 

Personality characteristics may vary from person to person, 

please tick the answer at the right side of each question based 

on your realities 

1 2 3 4 5 6 7 

Feedback seeking 

1 
I would ask the evaluation about my working 

performance from the line store manager 

       

2 
I would seek the feedback about working outcomes when 

executing task 

       

3 
I would ask about the opinion of my work from the line 

store manager 

       

Build relationships with leaders 

4 
I get along with the line store manager as much as 

possible 

       

5 
I establish a better relationship with the line store 

manager as much as I can 

       

6 I understand my line store manager as much as I can 
       

Networking 

7 
I proactively chat with the colleagues from other 

departments 
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8 
I try my best to make acquaintance with the colleagues 

from other departments 

       

9 
I would establish a private relationship with the 

colleagues from other departments as much as possible 

       

Negotiation of job changes 

10 
I would accommodate the work by discussing with others 

(line store manager or colleagues)  

       

11 
I would discuss with others (line store manager or 

colleagues) about task allocation 

       

Information seeking 

12 
I would proactively understand the formal organizational 

structure of the company 

       

13 
I would proactively understand the important policies 

and regulations of the company 

       

14 
I would proactively understand the company culture, 

values and the behavioral mode of others  

       

Positive framing 

15 
I would see the difficulties arising from work as an 

opportunity 

       

16 I would see things positively 
       

17 
I would see the adversity as a challenging instead of hard 

thing 

       

General socializing 

18 I often join in the company conference 
       

19 I often take part in the office party 
       

 

Ego-resiliency 

From：Block J, Kremen A M. IQ and ego-resiliency: conceptual and empirical connections and 

separateness. Journal of personality and social psychology, 1996, 70(2): 349. 

 

Personality characteristics may vary from person to person, 

please tick the answer at the right side of each question based 
on your realities 

1 2 3 4 5 6 7 



 

153 

1 I am very generous to my friends 
       

2 I can quickly overcome and recover from shock 
       

3 I really like copying with novelties 
       

4 I usually leave a good impression on others 
       

5 People think I am energetic  
       

6 I am more curious than the majority  
       

7 I am willing to contact fresh things 
       

 

Job Challenge Profile 

From：McCauley C D. Job Challenge Profile: Participant Workbook. Jossey-Bass/Pfeiffer, 1999. 

Each may meet different working challenges, please tick the 

answer at the right side of each question based on your realities 
1 2 3 4 5 6 7 

Unfamiliar Responsibilities 

1 
I am often doubted by others about whether I am capable 

of this job 

       

2 
Compared with the previous store manager, I lack in the 

evidence to prove that I am capable of this job 

       

Developing New Directions 

3 

I have to make major strategic changes, such as the 

orientation of store management, organizational structure, 

serassitant  system or operation.  

       

4 
I am doing some things that the store never did before, no 

one definitely knows how to do this thing or its outcome 

       

5 I want to establish a new management system or process 
       

Inherited Problems 

6 
I want to change the strategy made by the previous store 

manager 
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7 
I must solve the question left by the previous store 

manager 

       

Problems with Employees 

8 
My subordinate gets used to doing things by the previous 

behavioral mode, subject to no change 

       

9 
My key subordinate is incapable of this job, lacks in 

drive, with poor skills or performance in other aspects 

       

10 
Without my guidance, my key subordinate would lack in 

the experience of finishing work 

       

High Stakes 

11 Those key objectives I must finish have a clear deadline 
       

12 
I feel it stressful to finish the major works in a better 

manner 

       

Scope and Scale 

13 
My current job adds a lot of events to be dealt (manage 

more persons, money, functions, etc.) 

       

14 Actually, it is very hard to deal with my current job 
       

15 
My current job often places me under stress and almost 

deprives my chance of taking a breath 

       

Handling External Pressure 

16 I would deal with all kinds of customer relations 
       

17 
I would manage the relationship with governmental 

officials or personnel of regulatory authority  

       

18 
I would make contact with different customers and 

markets 

       

Influencing Without Authority 

19 
To achieve some important objectives, I must work with 

the counterparts in other departments 

       

20 
To achieve the objectives, I must influence those store 

managers at a higher level than my line store manager 

       

21 I need to carry out a lot of horizontal coordination works 
       

 

 Perceived Identity Acceptance 
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From：Ibarra H, Andrews S B. Power, social influence, and sense making: Effects of network 

centrality and proximity on employee perceptions. Administrative science quarterly, 1993: 

277-303. 

The following questions are related to the working 

relationship between you and colleagues, please tick the 

answer at the right side of each question based on your 

realities 

1 2 3 4 5 6 7 

1 
I feel myself completely recognized by the 

colleagues 
       

2 
In the opinion of store colleagues, I have become a 

member of the group 
       

 

Open-ended Questions 

1. If you leave Wowprime Group in the future, in your opinion, which makes you leave? Do you think 

which measures can be taken to retain the outstanding store managers? 

2. To your knowledge, which capacities, qualifications and other requirements that a store manager 

may need to become a regional store manager? What efforts have you made to this end?  

 

Personal Data 

1. Age: _____ (Years-old);  Sex: □Male □Female; Native Place: ______County (District) ______ 

Province (City) 

2. Graduated from ___________________, major in___________________ 

3. Period of employment from graduation till now: ___________years; period of serassitant  in 

Wowprime Group: ___________years; period of serassitant  in current position: ___________ 

4. Past working experience 

From —— To Employer Position 

   

   

   

5. Lionet training opportunity:  
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Thank you for your cooperation once again! 

 

 

Appendix 7  Questionnaire for Colleagues 

NO：_________ 

A Survey of Store managerial Ability Development for the 

Middle-level Store manager of “Wowprime Group” 

(Questionnaire for Colleagues) 

Store managerial ability development is based on a more harmonious and stable 

staff-management relationship, which is also fundamental to the business competitive advantage and 

sustainable development. For this reason, there is a program of surveying store managerial ability 

development for the middle-level store manager of “Wowprime Group”. Please choose the answer 

based on the actual management experience of being a store manager when you answer the 

following questions. 

We are very grateful for your participation. To ensure the reliability of the surveyed results, we 

hope that you can carefully and objectively answer all questions, and carefully these questions 

before filling answers. Please feel free to make an answer because we will treat your answer as fully 

confidential; in addition, there is no right or wrong answer to any question, we intend to know your 

true feeling about these questions. The entire survey takes about 20-30 minutes. 

Thank you for your support! 

Subject Researcher 

                                                     2016/5/10 

 

Instruction: Numeral 7 represents “strongly agree”. Numeral 6 represents “agree”. Numeral 5 

“somewhat agree“. Numeral 4 “not sure”. Numeral 3 “somewhat disagree”. Numeral 2 represents 

“disagree”. Numeral 1 represents “strongly disagree”. 

Accepting Team Leader 

From：Shamir B, Zakay E, Breinin E, et al. Correlates of charismatic leader behavior in military units: 

Subordinates' attitudes, unit characteristics, and superiors' appraisals of leader performance. 

Academy of management journal, 1998, 41(4): 387-409. 
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The following questions are related to the Identity Recognition of store 

manager, please tick the answer at the right side of each question based on 

your realities 

1 2 3 4 5 6 7 

1 I fully trust the store manager        

2 I respect the store manager        

3 I am proud of being a subordinate of the store manager        

4 I fully trust the judgment and decision of the store manager        

5 The store manager has some concepts that I consider to be important        

6 My values are similar to values of the store manager        

7 The store manager is my role model         

 

Leader’s Ability and Benevolence 

From：Mayer R C, Davis J H. The effect of the performance appraisal system on trust for 

management: A field quasi-experiment. Journal of applied psychology, 1999, 84(1): 123. 

Every manger has his/her unique behavioral style, we hope to 

understand the leader behaviors of the store manager in your store. 

Please tick the answer at the right side of each question based on 

your realities 
1 2 3 4 5 6 7 

Ability 

1 The store manager is able to finish the work particularly well        

2 
The store manager always succeeds as long as he/she intends 

to do 
       

3 
The store manager searches a lot of relevant information 

before proceeding with anything 
       

4 The store manager is very capable        

5 The store manager is able to improve our performance        

6 The store manager is very qualified        

Benevolence 

7 The store manager is very concerned about my welfare        

8 
The store manager pays much attention to my needs and 

wishes 
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9 
The store manager does not willfully commit anything 

harmful to me 
       

10 
The store manager really cares the thing which I consider to 

be important 
       

11 The store manager tries his/her best to help me        

12 
In case of any difficulty, the store manager immediately 

encourages me 
       

 

Leadership Effectiveness 

From：Bass, B.M. and Avolio, B.J. (1995) MLQ: Multifactor Leadership Questionnaire. Mind 

Garden, Redwood City. 

The following questions are related to the leadership performance of store 

manager, please tick the answer at the right side of each question based on 

your realities 1 2 3 4 5 6 7 

Extra effort 

1 
The store manager often motivates me to complete the thing beyond 

my imagination 
       

2 
The store manager often encourages me to be aggressive and 

progressive 
       

3 The store manager often encourages me to be engaged with study        

Effectiveness 

4 The store manager can effectively fulfill our needs relating to work        

5 The store manager can exert higher influence        

6 The store manager can effectively fulfill the needs of the company        

Satisfaction 

7 The store manager can effectively lead a team        

8 We really like the management mode of the store manager        

9 The store manager can work with us in a satisfactory manner        

 

Personal Data 
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1. Age: _____ (Years-old);  Sex: □Male □Female; Native Place: ______County (District) ______ 

Province (City) 

2. Educational level: □Primary school □Middle school □High school □Junior college □Bachelor’s 

degree or above 

3. Period of employment from graduation till now: ___________years; period of serassitant  in 

present store: ___________years; 

Current position: ___________ 

4. For what consideration you come to work for this company? 

 

 

5. What’s your suggestion of the current store management? 

 

 

6. Compared to other stores, the operation performance of this store is at the level (please tick “√” at 

the intended words):  

 

 

 

Thank you for cooperation once 

again!

 

 

 

Appendix 8  Calculation Rules of Operation Ranking 

Calculation Rules of Operation Ranking  

Store Monthly Mark Monthly Rank Annual Mark Annual Rank 

  
Sum of the Marks of 

All  Items 
  

Monthly 

Cumulative 

Average  

  

     

  Data Scoring Criteria Mark 

1Satisfaction 

index 25% 

400 Customer 

complaints 25% 

Counted by Business 

Development 

Department (Customer 

Serassitant  Team) 

0=100 points, 

1=50 points 

2=25 points 

≥3=0 point 

Mark*25% 

2 Financial 

index 35% 

Unmerited amount - 

Controllable cost 

8% 

Sourced from the 

controllable expenses of 

monthly income 

statement 

Standard 

ratio/Actual 

ratio*100  

Mark*8% 

Among 

10% of 

the worst  

At the ave- 

rage level 

Among 

10% of 

the best 

Among 

30% of 

the best 

Slightly better 

than the 

average level 

Slightly 

worse than 

the average 

level 

Among 

30% of the 

worst 
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Unmerited amount - 

Personnel 7% 

Sourced from the 

personnel cost of 

monthly income 

statement 

Standard 

ratio/Actual 

ratio*100  

Mark*7% 

Unmerited amount - 

Food materials 7% 

Sourced from the 

operating cost of 

monthly income 

statement 

Standard 

ratio/Actual 

ratio*100  

Mark*5% 

Fulfillment rate of 

revenue 15% 

Actual 

revenue/Budgeted 

revenue*100%  

Data*100 Mark*15% 

3 Management 

index 40% 

Low turnover rate 

15% 

Data from HR 

Department 

100-Low turnover 

rate*2*100 
Score*15% 

Food safety 

inspection 

evaluation 15% 

Data from QA 

Department 
Data*100 Data*100 

Administration 

inspection 

evaluation 10% 

Data from Inspection 

Office 
Data*100 Data*100 
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