
Management Training Approaches in the Malaysian Hotel Industry  
 
 

Vol. 1(1): September 2004                                                    ©Tourism Educators Association of Malaysia 
 

50

Management Training Approaches in the Malaysian 
 Hotel Industry  

 Artinah Zainal* and Iskandar Adullah** 
* Faculty of Hotel and Tourism Management 

Universiti Teknologi MARA (UiTM), Shah Alam, MALAYSIA 
 

**Faculty of Social Sciences and Management 
Universiti Putra Malaysia, Bintulu Campus, Sarawak, MALAYSIA 

 
Presented at the Second National Educators Conference 2003 
 

ABSTRACT 
The objective of this study was to develop a framework for identification of the most 
appropriate, valuable and practical aspects of management training approaches, such as trainer-
directed training (TDT) and self-directed training (SDL) to be adopted by the hotel 
organizations. To accomplish this objective, key aspects were identified through an Expert 
Survey. This study sorted the opinions of industry professionals namely training managers and 
human resources managers from four and five-stars rating hotels in the vicinity of Kuala 
Lumpur and Selangor.  
 
The study was conducted in Two Phases; which is the preliminary interviews and Delphi 
Technique with three iterations to 20 industry professionals. Key aspects of management 
training approaches were importance of TDT and SDL and improvement for management 
training. All key aspects receiving two-third votes in the ‘higher level agreement categories’ 
(Likert-type scale 4=agree and 5=strongly agree) that were considered as important or essential 
were included in the framework. The Delphi panel of experts identified 44 key aspects that 
were considered as emerging consensus. They were 35 aspects on management training 
approaches and 9 aspects on future improvement for hospitality management training and 
development. 
 
The results of the findings concluded that training approach or instructional design such as 
TDT and SDL might be incorporated in activities of hospitality management trainees. TDT and 
SDL being two polar extreme on continuum; namely objectivism and constructivism, are able 
to increase trainees morale and motivation in their own way and may be adopted for different 
stages of training phases. It was also concluded that with the combined instructional system 
design of trainer-directed and learner-controlled in the industry, the hospitality practitioners and 
institutions of higher learning with hospitality degree program could prepare personnel 
qualified to improve hospitality organizations in the future.   
 
Keywords: Self-directed learning (SDL), Learner-controlled instruction (LCI), Instructional 
System Design (ISD ,Trainer-directed training (TDT), Constructivism, Delphi Technique. 
 

INTRODUCTION 
Organizations, globally, have begun to realize that the ability to think critically and to 
collaborate effectively is the important skills that should be imported to the workplace. They 
believe that these skills will be necessary as businesses make transition from a capital-based to 
a knowledge-based economy (Cho and Schmelzer, 2000). The concept of the learning 
organization in the hospitality industry emerged and became popular following the writing of 
Senge in 1990. Senge linked learning with “excellence”, a concept enthusiastically embraced 
by employers and managers as a means of securing competitive advantage in a turbulent 
trading environment. The concept suggests that, while individuals may learn themselves, unless 
this learning is shared and acted on, and unless the organization as a whole can change, then 
there is no learning organization. Thus, the continued success of hospitality and tourism will 
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depend largely on well-educated individuals who are able to provide quality service on both 
strategic and operational levels in terms of judging issues critically, analysing and solving 
problems. 

 
In Malaysia, the projected increase of both international and domestic travellers will create an 
unprecedented demand for new jobs. Educating and training the work force is vital component 
in preparing for this increasingly rapid growth, while maintaining and improving the quality of 
service. It is a necessity for the local hospitality industry to collaborate with the tertiary 
educational providers in both the public and private sectors since it is recognized that both 
partners have a complementary role to prepare and produce a successful hospitality workforce.  
 
Under the Seventh Malaysia Plan, several measures were taken to increase service sector 
participation in training programs. The Malaysian Ministry of Human Resources (MMHR) 
launched a major human development program in April 1996 to train more hospitality and 
tourism workers to meet rapid growth in this sector as 20 new five-star hotels under 
construction came on stream by 1997 (Seventh Malaysian Plan, 1995-2000). In line with this, 
the Hotel Apprenticeship, which was launched in January 1997, is another industry-specific 
apprenticeship scheme introduced by Human Resource Development Council. This scheme is 
aimed to increase the supply of skilled workers to the hotel industry and to provide structured 
multi-skills training for school leavers before entering the job market. This scheme also aims to 
provide trainees with a recognized qualification that can be used for further retraining and skills 
upgrading for career advancement. The budget for various types of training and education in 
the country has increased from RM 8501 million in the Sixth Malaysia Plan to RM 10098 
million for the Seventh Malaysia Plan, 1996-2000. The budget for the Management training 
specifically has increased from RM 140 million in the Sixth Malaysia Plan to RM 292 million 
for the Seventh Malaysia Plan. The focus of this emphasis has been directed at improving the 
quality of education to help develop a competent labor force that will have the competitiveness 
of the industrial sector in the Malaysia economy. (Patrick and Ridzwan, 1994). 
 

OBJECTIVE OF THE STUDY 
The current need for effective training has arisen due to the rapid growth of the hotel industry, 
the degree of competition, the increase in employee turnover and the cost of replacement. 
Hotels have been forced to compete for division managers and employees of various levels, 
while at the same time they must accurately assess the employees' and trainees’ capabilities to 
support the organizational goals. It is realized that many hotels that invested in training have 
lost their good workers and trainees to prestigious competitors or other industries offering 
higher wages and better benefits. Some hospitality organizations felt disheartened, while a few 
have shirked their responsibilities for training employees. Thus, the industry issues and 
problems described above demand that each hotel continually assesses its organization 
programs and capabilities if it is to remain competitive. With the cost of training and 
development steadily rising, hotels need to seek better ways of improving the skills, knowledge 
and attitude of future employees. The most effective methods should be used to retain 
employees and good workers. 

 
The objective of this study was to develop a framework for the most appropriate aspect or idea 
of management training approaches (instructional system design) that the Malaysian hotel 
organizations should adopt. The key aspects looked into were the importance of trainer-directed 
training (TDT) and self-directed learning (SDL), and improvement for management training.  
 
For the purpose of this study, the combination of both the objectivist; trainer-directed training 
and constructivist or naturalistic approach; self-directed training were used. The objectivists 
view instructional design as a deliberate process that tries to control and direct learning to 
predictable ends. It begins with a defined learning deficiency and concludes with a plan to 
overcome the deficiency. This plan specifies the instructional events, materials and instructor 
that will provide the conditions for learning (Seels and Glasgow, 1990). On contrary, Merrill 
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(1991) describes constructivist learning as an internal constructive process that is personal 
(without shared reality), active, collaborative and situated. In the constructivism movement, 
instruction is thought of as an environment that gives emphasis to the setting or space where 
learning occurs. It is a place where learners or trainees may work together and support each 
other as they use a variety of tools and information resources in their guided pursuit of learning 
goals and problem-solving activities (Wilson, 1996). Constructivists’ goals emphasized on the 
importance of helping learners become independent thinkers rather than basic knowledge facts 
retriever. An important consideration is that learners must learn to identify and define issues 
and problems on their own rather than simply respond to problems posed on them (CTGV, 
1993).  
 

CURRENT TRAINING SITUATION 
Cho and Schmelzer (2000) state that in most of today’s classrooms, whether they are academic 
or industry-based, teaching or training and learning styles follow the objectivist education 
model. This theory purport that an objective reality can be delivered to the learner or trainee 
who will, in turn, modify his/her behaviour accordingly. Teachers or trainers, as an expert 
transfer the knowledge in an environment where the trainee or learner accepts the reality as it 
is.  
 
The teaching and training of hospitality program in Malaysia is of no exception. The didactic 
approach, which is widely used in the schools and institutions of higher learning, are being 
practiced in the industry. Most training programs are conducted in the traditional trainer-
directed training method, while few hotels conducted the self-directed learning approach. 

 
The traditional trainer-directed training approach for the hospitality program is a time-based 
rotation, which expects a trainee to rotate from one department or workstation to another 
according to a fixed schedule. The time allocation to one department depends on the head of 
departments. When the allotted duration has passed, the trainees move to another department 
for a similar activity. This time-based rotation of on-the-job training (OJT) remains the 
dominant training method in the hospitality industry because many organizations have tailor-
made it to their operations. Another common training method is having “competent” employees 
as model employees to communicate their knowledge and skills. Frequently this technique can 
be confusing because the most competent employees may not have the ability to communicate 
concepts and ideas verbally to new employees (Cline et al, 2000). 
 
While the hospitality industry has grown and become more global, both internally and 
externally, traditional training approach alone has been found to be inefficient and lacking in 
effectiveness. Back in 1981, Bower and Hilgard reported that other industries training 
executives find the traditional formats, which restricted the amount of interaction from the 
learner, are limited in effectiveness. The most effective type of learning or training is strategic 
in nature (Haywood, 1992), when they interactively involve the individual, offer training that is 
highly stimulating to the individual and require the individual to be responsible for the learning 
of the material (Tessmer et al., 1990). Reigeluth (1996) insisted the current paradigm of 
education and training needs to change from focusing on sorting trainees for the purpose of 
filling the management position or the line employee, to focusing on learning. A shift is needed 
from having constant training time with varying achievement, to allowing each learner the time 
needed to reach the desired attainments, though it is understood that organizations have time 
limit for a training program. Reigeluth (1996) also stressed that the current paradigm of training 
and education need to focus on customization rather than standardization. Any training program 
that is based on conformity and compliance where the trainees listen and obey the trainers be 
replaced with trainees who will take initiative to solve problems and bring diversity in terms of 
perspectives to the workplace. These will enhance the ability to solve problems and be ahead of 
the competition. 
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Senge (1990) stress that the learning organization requires new skills, in particular managers 
must develop listening skills and be able to act as facilitators rather than dictating as per normal 
way being done, which adds no learning value. In the Fifth Discipline, Senge (1990) uses 
examples to describe how organizations suffer from learning disabilities that prevent them from 
recognizing threats and opportunities. One of the five disciplines described personal mastery as 
a way for individuals and organizations to turn from disabled organizations into learning 
organizations. Senge includes within this spiritual growth, opening oneself up to a 
progressively deeper reality, and living from a creative as opposed to reactive viewpoint. This 
involves continually learning how to see current reality more clearly, which is in line with self-
directed learning (SDL). 
 

Hospitality Training and Development 
Behaviourists views often differ on why people learn more than how people learn. Pont (1989) 
suggests that in training, the emphasis should be on how to help people learn more than what is 
to be taught. People are prepared to invest time, money and effort to learn to behave in a certain 
way when they realize that they can satisfy an immediate want and obtain a consequential 
benefit. Laird (1990) defines training as an experience, a discipline, or regimen, which causes 
people to acquire new, predetermined behaviours, which permit them to perform to a standard. 
Training removes the performance of old unwanted behaviour and encourages the performance 
of new behaviours. The process involves exposure, reasoning, correcting, learning and 
reinforcing. It is a process that causes change to the workers and such change should be evident 
in the final product. An effective training will allow the learners some ownership of the training 
process.  

 
Go et al. (1996) defined hospitality training as a systematic process through which an  
organization’s human resources gain knowledge and develop skills by instruction and practical 
activities that result in improved corporate performance. Additionally, Riley (1996) suggests 
that an organization’s training objectives should be to improve performance, shorten the length 
of training time, obtain better employee retention and facilitate change. Forrest (1990) viewed 
training in the hospitality industry as any activity that result in learning. The effectiveness of 
the training will be measured by improved performance of the learner. This means that if 
knowledge, skills and attitudes have not been improved, then either nothing was learned or 
what was learned was of little value. On the other hand, if the acquired knowledge does 
improve skills, strengthen knowledge, and develop desirable attitudes (which can be observed 
in the behaviour of the learner), then the training will be considered effective (Forrest, 1990). 

 
According to several hospitality researchers who have interviewed training executives and 
owners of hotels and large foodservice organizations, training will have to include a more 
educational format that involve frequent and innovative teaching methods (Gregor and 
Withiam, 1991; Clark, 1991; Pavesic and Brymer, 1990) as well as more efficient instructional 
technology than is being currently used (Durocher and Niman, 1990). Hospitality training will 
have to be become more individualized, using methods and tools that are targeted toward 
diverse needs, strategic in nature, tracked on a consistent and longitudinal basis, and evaluated 
(Harris and Cannon, 1995). Theories of adult learning also stress that the backgrounds and 
experiences of adults influence the effectiveness of training both positively and negatively 
(Knowles, 1984; Berger and Farber, 1986).  
 
Harris and Cannon (1995) states that in incorporating adult learning theories and the needs of 
the changing workforce, present and future employees will require training to be delivered in 
their own language, at the their own pace and communicated at their learning level. Trainers 
must provide immediate feedback, be interactive, stimulating, and culturally sensitive. Training 
must be convenient, efficient and continuous over the period. O’Donnell and Garavan (1997) 
stress that the fundamental role of the trainer is to ensure that effective learning takes place. 
Effective learning does not only mean that the desired level of expertise or competence can be 
demonstrated by the learner (as in traditional behavioural objectives), but also the learner can 



Management Training Approaches in the Malaysian Hotel Industry  
 
 

Vol. 1(1): September 2004                                                    ©Tourism Educators Association of Malaysia 
 

54

demonstrate a thorough understanding of the underlying principles. The learner or trainee 
should experience awareness of growth in self-development through reflection on the process 
of learning, thus developing an increased sense of personal control, empowerment and 
autonomy. 
 

Management Training Approaches 
Management training and development approaches in hospitality are similar to those practiced 
in other industries; there is a heavy reliance on training, and often this is the sole tool used 
(Littlejohn and Wilson, 1990). The focus on learning has had an impact on training and 
development and human resources development strategy. The organization environment today 
has moved from stability and certainty to frequent and often unpredictable change. The current 
situation requires flexible, competent employees; able to update knowledge, skills and attitudes, 
as well as multi-skilled and versatile when they are needed, with relative ease.  

 
The training approaches adopted by individual organization today are greatly influenced by the 
leadership style, commitment and philosophy of top management. Different training 
approaches are not necessarily mutually exclusive. The strong characteristics of a blend of 
approaches may be utilized to complement each other. Training approaches may be classified 
into:1) Analytical Approach- allows an employee’s performance to be measured against the 
analysis and the training gap identified. 2) Competence Approach- an analysis of job not for 
employees, rather it is for trainees on secondment from colleges as a industrial attachment. 3) 
Problem-Solving Approach- emphasizes on the main problems and issues faced by the 
organization. Problem discussions and solutions frequently involve group activity, which 
results in high self-awareness of shortcomings or learning needs. 4) Systematic Approach- a 
trainer-directed model or objectivist instructional system, which allows needs to be assessed, 
and jobs to be rigorously analysed to yield detail of the necessary objectives and content of 
training, as well as desired standards of performance. The planning process then involves 
determining the training techniques most appropriate to achieve the desired objectives and 
drawing up a suitable program. 5)Continuous Development Approach- a change of emphasis 
from trainer, to learning that is achieved internally by the trainee. This approach can be 
achieved if it is self-directed, because it necessitates the ability to learn from everyday 
experience as well as from any formal training provided. The continuous development 
approach allows a shift from a focus on standardized training programs to an emphasis on the 
learning process, and to self-directed and self-managed learning (Sambrook and Stewart, 2000). 
According to Reid (1991), the most appropriate way of achieving training/learning outcomes 
involves examining approaches to training, which falls on a continuum ranging from trainer-
directed at one end to trainee-directed at the other. 

 
Theory of Humanistic suggests that trainers should work together collaboratively with trainees. 
Trainers act as facilitators and provide guidance in all training activities. The behavioural 
change in trainees can be monitored when trainers regularly interact with the trainees through 
respectful relationship. Humanists suggested that trainers must understand not only the needs 
but also the background, culture and problems of trainees. Trainers must be able to analyse 
situations and problems, handle conflict situations and make collective decision without bias. 
Like the humanist, constructivism being a body of theory about knowledge and learning 
maintains that learning is a process of constructing meaning, how individuals make sense of 
their experience. Fosnot (1992) sees constructivism as a theory of “knowing” and how learners 
“come to know”.  Constructivism claims that reality is more in the mind of the knower. 
Therefore, unlike the emphasis of objectivism, which is on the object of individual’s knowing, 
constructivism is concerned with how individuals construct knowledge (Jonassen, 1991). 
Constructivism affirms that learners construct their own reality or at least, interpret it based 
upon their perception of experience. Thus, an individual’s knowledge is a function of prior 
experiences, mental structures, and beliefs that are used to interpret objects and events 
(Jonassen, 1994). Constructivism does not preclude the existence of an external reality; it 
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merely claims that each of us constructs our own reality through interpreting perceptual 
experiences of the external world (Jonassen, 1991).  
 

Rationale for a New Approach to Designing Instruction for Training 
An Instructional system design  (ISD) approach to the preparation of training can be described 
broadly as the systematic process of learning instructional systems so that appropriate resources 
can be developed, evaluated, and modified until they demonstrably enable trainees to attain 
desired instructional goals and objectives (Piskurich, 1993). According to Richey (1992) the 
tenets of instructional design are being applied in many settings, but one of the most active is 
adult learning, especially employee training. Many constructivists argue from a pragmatic 
perspective that time has come to focus on how the objectivist and constructivist elements can 
be combined in the instructional models (Merril, Li & Jones, 1990; Reigeluth, 1989). Wydra 
(1980) stated that Learner-Controlled Instruction (LCI) is a mode of instruction in which one or 
more key instructional decisions are delegated to the learner. LCI is a flexible and creative 
instructional strategy that does not demand that the learner make all decisions. The instructional 
strategist may decide to delegate sequencing and resource accessing to the learner while 
retaining control of objectives and evaluations; or the evaluation may be delegated, but the 
sequencing required to reach the objective may be controlled. 
 
In recent years, there is a support emerging for constructivism instructional design, which is 
seen as an alternative to the cognitive learning paradigm. From the adult learning standpoint, 
the important assumption of constructivism is that the learner, based on his or her experiences 
creates meaning. According to Merril (1991) extreme constructivism may be appropriate for 
some formal learning environments, while instructional designers should consider moderate 
constructivism. Knowles et al (1998) see the parallel between moderate views of 
constructivism and andragogy as rather striking. Both stress ownership of the learning process 
by learners, experiential learning and problem-solving approaches to learning. 
 
Winn (1991) states that classical instruction designing or the objectivist elements should 
continue in the basic knowledge of well-structured domain, while Jonassen (1991) argues that 
constructivistic learning environments are most appropriate for the second stage, where 
apprenticeship model in professional education programs such as the internship experience is 
needed.  In the apprenticeship model, the important component is situated learning, where 
trainees learn the conditions for applying knowledge in situations that foster invention, focusing 
on the implications of knowledge. Winn supports Jonassen’s view by the comment that there is 
a point where the complexity of learning makes prediction of performance and prescription 
impossible. 
In applying the stages of knowledge acquisition in the Malaysian society, where the people are 
more conscious of social hierarchy and question established norms less, Yong’s (1996) 
suggestion is similar to Jonassen (1991) and Winn (1991). He suggests the peda-andragogical 
approach to training, which combines the objectivist and constructivist elements in the learning 
environment. 
 

Pre-Test survey and Preliminary Interviews 
Since training and development are mostly carried out in medium and large- sized hotel 
organizations, this study was confined to those with rating of four and five stars with 100 rooms 
and above, taken from The Tourism Malaysia's Accommodation Directory, 2001. Due to time 
limitation, out of 378 hotels listed, only hotels within the vicinity of Kuala Lumpur and 
Selangor were sampled. Twenty- eight hotels of four and five stars are identified in Kuala 
Lumpur, while 17 four and five stars hotel are listed in Selangor.  
 
As the Delphi Technique is the first of its kind to be carried out on management training 
approaches in the Malaysian hotels, it is essential to have a thorough knowledge of the subject 
matter and anticipation of the informants’ reaction. A pre-test survey was carried out to 
investigate and further prepare for the main research (Delphi Technique). Nine individuals were 
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solicited for the pre-test survey. Letters of intent were sent, and followed by phone calls 
restating the intent two weeks later. Seven people agreed to participate while the other two 
individuals declined since management training program was not conducted on the premise. 
The panels selected were either human resources managers, education managers or training 
managers with a minimum of two years tenure in the four or five stars hotels from Kuala 
Lumpur or Selangor. A set of questionnaire was given and the respondents were requested to 
comment on information collected through the literature reviews and previous studies. They 
were encouraged to add or offer other constructive comments on the collected information. In 
the pre-test, the questionnaires were divided into sections such as: training programs conducted, 
training strategy or approach currently practiced, training needs assessments and current trends 
of training in the hospitality industry. The survey aimed to cover the key aspects in 
management training approaches and training needs assessments.  
 
Main Survey: Delphi Technique 
 
According to Sackman (1974) a universal definition and process for a Delphi Method does not 
exist; there are possibly as many variants as there are Delphi researchers. There are three basic 
components of the Delphi method: the creation of a panel of experts, the use of a series of 
questionnaires for consultation purposes, and provision for feedback of findings to respondents 
(Masser and Foley, 1987). For the purpose of the present study, two primary Delphi attributes 
were maintained to contribute to authentic consensus and valid results: non-interaction of panel 
members and iterative polling. The Delphi Method was utilized to validate and adjust the 
response of the proposed information gathered from the preliminary interviews. . The overall 
objective is to combine individual judgments systematically to obtain consensus. 
 
The sample size for the study was designed to have about 20 members based on the 
recommendation of Norman Dalkey or 20-30 panel members (Taylor and Judd, 1989) if certain 
degree of validity is to be achieved. Accordingly, participation of 36 representatives was sought 
allowing 18 members from the five-stars hotels and eighteen others from four-star hotels. The 
nominations were made for more in order to allow the attrition during rounds. The Pre-test 
panels were not employed for the preliminary interviews and the Delphi Survey. Letters of 
invitation to participate in the panel together with a reply slip and an “informed consent letter” 
were sent to the general managers of the hotel organizations, to seek their co-operation in 
getting the human resource or training executives to be involved in the preliminary interviews 
and the Delphi study.  
 

Data Analysis of Phase One - Preliminary Interviews 
A panel of 36 experts, 18 from the four-stars hotels and 18 from five-stars hotels with 100 
rooms and above from Kuala Lumpur and Selangor were nominated to serve as a panel for the 
interviews. Of the nominated number, 20 experts (55.6%) agreed to participate. From the 
twenty that agreed to participate, 15 individuals or 83.3% represented five-star hotels. The 
other 5 experts or 27.8% represented four-star hotels.  
 
Twenty preliminary interviews were conducted with ten representatives of Training Managers, 
eight Human Resources Director or Manager, one Training Consultant and one Director of 
Management System. It is important to note that although the panels of experts hold different 
positions, they are actually the key person responsible for the organization’s training of 
employees and management trainees. Some hotels are known for using different name for the 
same position found in other organizations. While some hotel organizations are known to have 
dual tasks for one individual. The human resources and training experts were unanimous in 
their endorsement of the key aspects of management training. The results of the Preliminary 
Interviews were categorized in five areas: Training needs assessments, skills and competencies 
necessary for management trainees, criteria for selecting management trainees, training 
approaches and ways to improve management training and development. For the purpose of 



Management Training Approaches in the Malaysian Hotel Industry  
 
 

Vol. 1(1): September 2004                                                    ©Tourism Educators Association of Malaysia 
 

57

this paper, only training approaches and ways to improve management training and 
development will be elaborated. 
 
The interviews identified three training approaches, namely time-based trainer-directed 
training, self-directed training and on-the-job training. Of the three approaches, the time-based 
trainer-directed training is widely practiced together with on-the-job training and self-directed 
training. Key aspects on future improvement in management training and development include 
time frame for training, program evaluation and commitment from involved groups.  
 

Delphi Technique- Round I 
The Delphi Survey One consisted of a survey that summarized the ideas and opinions generated  
from the literature reviews and preliminary interviews. 36 key aspects were listed for the 
panels.  There were 30 key aspects under management training approaches and 6 key aspects of 
future improvement for management training listed. Duplicated facts were summarized into a 
common factor, and factors having a common theme were grouped under one category. The 
lists of key aspects increased to 56 items. The key aspects increased by 11 items (30%) and 
aspects of future improvement for management training increased by 3 items (8%).  

Key aspects (before* and after** additional suggestions by the experts) 
                     
                Category                         Key Aspects          (%)            Key Aspects          
(%) 
              *  (before)                              ** (After) 
             
            Training Approaches (TDT/SDL)                   30          83.3           47                
84 
            Future improvement for Management Training              6          16.7                        9                 
16            Total                                                             36          100                 
56               100 

note: TDT- trainer-directed training   SDL- self-directed training 
 

Delphi Technique- Round II 
During this second iteration, the panel members were then asked to rate each the key aspects 
for its level of agreement on a Likert-type scale: 5= strongly agree, 4= agree, 3= neither agree 
nor disagree, 2= disagree, and 1= strongly disagree. Two categories, ‘strongly agree’ and 
‘agree’ were referred to as ‘the higher level agreement categories’, while other two categories 
‘disagree ‘and ‘strongly disagree’ were referred to as ‘the lower level agreement categories’ 
throughout study. The data analysis consisted of calculating means and standard deviations for 
all items on the survey. For classification purposes, the study has categorized the mean for this 
study into four categories. This classification was adopted from Tas Classification (Tas, 1988). 
This classification was used for analysis of mean for Round II and Round III. The classification 
is as follows: 
 
Essential/very important    -   4.50 and above                Important                 -   3.50-4.49 
Moderately important     -   2.50-3.49                         Not important    -   2.49 and below 
  
Out of the total 56 key aspects on Survey Two, 49 key aspects were selected as initial emerging 
consensus for Round III Survey. The other 7 items with means between 3.25 and 3.45, which 
were considered as moderately or less important, were deleted. The selection of items to be 
included in the emerging consensus was based on the fact that each of these 56 items had a 
mean equal to or exceeds 3.5 on Survey Two, which were considered important or very 
important.  
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Breakdown of Key aspects for Delphi Round II 
Category              Number of Key Aspects                    Number of Key Aspects 
                                                               Round II *                         Round II ** ___ 
Training Approaches (TDT/SDL)                       47                                                   40   
Future improvement                          9            9 
      Total                 56      49 
Note:      * Before calculating Descriptive Statistic   ** after calculating Descriptive Statistics 
             

Delphi Technique- Round III 
In Round III, the questionnaires were concerned with the re-examination of the key aspects and 
their ratings based on the results of Delphi Survey Two. The purpose of Round III was to reach 
a final consensus on which of the suggested aspects should be selected for inclusion in this 
study’s framework. This final iteration asked the panel members to determine if they would 
prefer to change their initial ratings in view of the ratings given by the panel of experts. During 
Round III of this study, an individually structured Survey Three was distributed to each of the 
twenty panels of experts by e-mail or facsimile. Each Delphi member was provided a list of the 
49 items in the emerging consensus. For each item for which their Survey Two response fell 
outside the emerging consensus, the panellists were provided the mean of the panel and their 
individual rating. Each participant was requested to review their responses in light of the 
emerging agreement and if they wished, they may change their response ratings. In the case that 
they wish to uphold their previous responses, they were asked to provide an explanation as to 
why they chose to remain outside the general consensus. Eighteen out of twenty experts 
returned Survey Three. Two panellists withdrew in this third iteration due to some unavoidable 
circumstances. 
The number of questions for each panel member that fell outside the emerging consensus 
ranged from 1to 5. At least five panels of experts decided to change several of their responses 
in order to be in line with the general consensus. The other 13 experts decided to remain with 
their previous responses, saying that what were rated were to their best knowledge and that they 
don’t think they should in any way agree with the others. 
 
Data analysis of Survey Three consisted of the same analysis performed on the second survey. 
Descriptive statistics were calculated and each of the 49 items was subjected to the 
Kolmogorov-Smirnoff test. It was found that the distribution of the 49 items did not deviate 
significantly from Survey Two. The Survey One and Two responses were not likely to be a 
chance distribution.  
 
Based on the frequency distribution of Round III, a decision was made that there was a final 
and general consensus among members on an aspect when it received at least two-third (66.6%) 
of the responses in the higher level of agreement categories; namely ‘agree’ and strongly 
agree”. A decision of two-third votes or 66.6% were represented by 12 responses. However, 
those aspects receiving fewer than two-third majority in the higher level agreement categories 
or receiving an equal number of votes to the lower level agreement categories (disagree or 
strongly disagree) or those responses that fell in between (neither agree nor disagree) were not 
selected as acceptable aspects to be included in the final listings even though they had a mean 
score equal to or more than 3.5 according to Tas’s Classification (1988) as important or very 
important. 
  
After running the descriptive statistics with changes made by five experts, it was found that 4 
key aspects had 100% (18 respondents) of higher level agreement, 11 key aspects had 94.4% 
votes in the higher agreement level, 13 key aspects had 88.9% higher level responses, 3 key 
aspects had 83.3% votes, 6 key aspects had 77.7% votes, while the other 4 key aspects had 
72.2% votes.1 key aspect was dropped from the list since it had only 55.5% votes.  
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Findings from Preliminary Interviews 
Responses from the participants revealed that both the trainer-directed training and the self-
directed training approaches are being practiced by the industry. Several organizations practice 
SDL as a whole program or part of the training program while others relied heavily on TDT. 
Majority of the interviewees felt that the trainees must take responsibility for their own learning 
and that they should be actively involved in their training programs, although this is not the 
norm among the trainees in the industry. Some management trainees take training as perks to 
be on a management team. The recommended improvement in the hospitality management 
training program included time frame for training, program evaluation and group commitment 
 

Findings from the Delphi Technique 
The Delphi panellists reached consensus on 45 key aspects of management training approaches. 
36 aspects on training strategies or approaches and 9 aspects on future improvement of training 
and development were accepted as the emerging consensus for this study’s framework. All key 
aspects are further breakdown for clearer understanding of their valuable and practical 
adoption. 
 
Management training approaches were divided into two strategies namely; trainer-directed 
training (TDT) and self-directed learning (SDL). TDT was further divided into importance of 
trainer-directed training (10 items) and trainer-directed training increases morale and 
motivation (7 items). SDL was also divided into two; importance of self-directed learning (15 
items) and self-directed learning increases morale and motivation (4 items). Nine aspects of 
improvement for hotel management training and development in the future were recommended: 
involvement of key persons, extension of experiential learning duration, precision in TNA and 
training content, awareness of the importance of training, convergence of organizational and 
individuals learning needs. 
 

Findings from the Post Interviews 
Ten out of the eighteen panels of experts were interviewed. The other eight panellists were not 
available during the scheduled interview sessions. The final interviews indicated that the 
industry professionals valued the participation in the study. All participants interviewed felt that 
this study is ‘a win-win situation’, whereby the collective result of their opinions were given to 
them, to enable them to see the current trends that emerged as consensus, although they were 
not put on a face to face panel. All ten panellists interviewed felt that if all studies that were 
done previously on hotel organizations provided a summary of the findings, perhaps more 
practitioners will be participative and receptive towards this kind of study and other studies 
conducted by academicians in the future.  
 
Since this study is the first of its kind, the industry professionals suggested that the findings of 
this study be presented to the Chairman of the Human Resources and Training & Development 
Practitioners of Malaysian Hotel Association (Kuala Lumpur and Selangor) and at the 
practitioners meeting as a proposed framework of management training approaches and training 
needs assessments key aspects that are valuable and practical for the hotel organizations. As 
stated by four practitioners, there is a possibility that this framework could be adopted as a 
basic format for all hotel organizations in Kuala Lumpur and Selangor, with minor changes 
where necessary. As mentioned by the practitioners “Why reinvent the wheel, when the 
emerging key aspects were the opinions of the panel of experts, who mostly have more than 
five years of experience either in human resources or training and development?”  
 
The industry professionals also felt that by having two ways communication in this kind of 
study, it would help the practitioners understand the needs of the Institutions of Higher 
Learning and vice versa, thus, leading to a co-operative and collaborative effort. They also felt 
that dialogues between the industry and the Institutions of Higher Learning should be held 
continually to identify the needs of the industry and the needs of the learners who wish to 
embark in this challenging industry.  
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The panellists interviewed also agreed that if the Institutions of Higher Learning could develop 
the self-directed learning course in hospitality curriculum and inculcate learners to be self-
directed and be more responsible, then the industry will be able to carry out the continuous 
development training approach or self-directed learning successfully in the next five to years.    
 

CONCLUSION 
1. Self-directed learning, a fairly new training approach to the Malaysian hotel industry is 

important and appropriate framework for instructional system design for the industry 
that is moving towards learning organizations. On the other hand, Trainer-directed 
training, a widely adopted training approach has proven to be the framework for 
instructional system design for the hospitality industry. 

2. Trainer-directed Training and Self-directed Learning being two polar extreme on a 
continuum; namely the behaviourism and constructivism, are able to increase trainees 
morale and motivation in their very own way. 

3. Self-directed learning is an appropriate foundation upon which to design instructional 
systems for advance trainees in the hospitality organizations, while the systematic 
model of training or the objectivistic approach is an appropriate foundation for novice 
hospitality management trainees.  . 

4. With the combined instructional systems of trainer-directed training and self-directed 
training approach in the industry, the hospitality practitioners and the institutions of 
higher learning with hospitality degree program should prepare personnel qualified to 
improve hospitality organizations for the future. 

 
The findings of this study showed that the experts felt that SDL would provide the trainee 
exuberance provided they are by nature self-motivated to achieve their goal, from the very first 
day. However, these industry professionals worried that the high level of self-discipline and 
commitment required by SDL may be possible deterrent to individuals and organizations. 
Knowles (1992) cautions that for self-directed learning to be capable of being successful or 
reach its potential, administrators and faculty must be exposed to relevant SDL literature and 
develop SDL facilitation skills. Hospitality educators’ involvement as facilitators, away from 
the didactic system of imparting knowledge will improve their development of SDL-based 
curricula. Academicians must inculcate some humanistic philosophy in them and provide 
multiple options for the different kind of learners in today’s pre-adult and adult classroom.  
 
On the other hand, for SDL to work in the industry, the hospitality practitioners should also 
learn and move towards self-directed training, by empowering the staffs and trainees where 
applicable. Practitioners should balance the tendency to control the learning situation with a 
desire to promote personal autonomy. In hotel organizations, the incorporation of TDT and 
SDL approach may be improved with full and consistent support, and commitment from 
individuals involved such as the heads of department, trainers and trainees. Human resources 
and training and development practitioners must continuously strive to ensure higher return on 
human capital investment and continually demonstrate their abilities in contributing to people 
development and become an integral part of the business.  
 
This conclusion is also extended to instructional systems for learners in graduate programs such 
as Masters in Human Resources Management and Training and Development. Exposure to 
SDL based instructional systems during university/college programs will enhance the ability of 
future managers to facilitate SDL-based programs, improve instructional systems design in the 
industry and subsequently improve adult education and training.  
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