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Abstract

Human capital is considered an important asset of the company. Having
competent employees make a significant effect to the development and sustainability of
the company. Moreover, selecting the right person to perform the right job can contribute
to the overall company effectiveness and make it able to compete with other competitors
and survive in the current business.
The main focu s of this study is the supervisors' competencies, in terms of
technical knowledge, technical skills and communication skills. The study is conducted
to find the current situation of supervisors' competencies in the production line and to
propose the most suitable OD interventions regarding supervisors' competencies.
The study consists of observation, survey questionnaires and interviews for the
data collection method. The total of respondents is 77 persons from management, and
staff of CR Plastic Co., Ltd. There are 72 respondents for the questionnaire and 17
respondents for the interview. The data are analyzed using Descriptive statistics,
Frequency, Cross tabulation, and content analysis respectively.
The results of the study conclude that supervisors in the production line are
perceived to have low level of technical knowledge, technical skills and communication
skills. There are 16 topics of technical knowledge that supervisors should be aware of.
Additionally, there are nine (9) topics of working process and additional four (4) soft
skills for supervisors' technical skills. Lastly, there are four (4) areas of communication
skills, which should be taken up and improved.

ii

Lastly, the recommendations to CR Plastic Co., Ltd. for improving and
developing supervisors' technical knowledge, technical skills and communication skills
are proposed.
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Chapter One
The Problem I Potential Challenge for Change

1.1 Background of the Study
As the business has become more competitive, and the scarcity of the human
labors is also increasing, in order for the company to perform well in this situation, the
company needs employees who are competent at their roles and responsibilities. It is a
challenge for the company to be able to hire the right person into the job, and to maintain
and develop employees to become more competence. As a result, this study conducted
the efficient process to understand the current situation of supervisors' competencies, and
to find the appropriate intervention program to develop and improve competencies of
production supervisors. Therefore, the company could develop and maintain competent
employees, effectively manage employees, stay on the business strategy, and have the
competitive edge in the industry.
This chapter begins with the overview of the plastic industry for global, Asian,
and Thailand's context. The overview of CR Plastic Oompany and the analysis of current
situation of the interesting areas are followed. Then, the research objectives, the problem
statement, research hypotheses, and the significance of the study are included. Lastly, this
chapter presents the definition of terms to ensure the common understanding of the terms
and concepts that are used throughout this paper.
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1.1.1 Plastic Industry in Global Context
Plastic industry covers many areas of activities such as manufacturing polymer
materials, building construction, packaging or transportation. Plastic industry also covers
areas ranging from aerospace to electronic industry, which makes plastic industry to be
associated with other industries. Today, plastics are being used in many parts of our
modem daily life. Plastics can be used in medical, health and nutrition, transportation,
communication, sports, and innovation industry.
United States of America has the maximum consumption of plastics in the world.
Also, America is the largest manufacturer of plastics in the world, which plays a vital role
in the improvement of U.S. economy. Plastic manufacturing industry is known to be
ranked third among all other manufacturing industries in United States of America. From
1980 to 2005, there was an increase in the plastic productivity by 2.1 %. During the same
period, the growth of plastic manufacturing industry in terms of real earnings was 118%
which ranged from USD$48 billion - USD$ l 06 billion ("Plastic Manufacturing
Industry," 2010). In 2007, the U.S. plastics industry had a $10.9-billion trade surplus.
Over the past twenty six years, productivity in-plastic manufacturing had grown 2.3% per
year, which was faster than productivity growth for manufacturing as a whole ("Facts on
Plastic and the Economy," 2010).
Despite the fact that U.S. is the largest manufacturing of plastics in the world,
U .S. faced challenges from the decreasing demands of plastic PET. According to Defosse
(2010), Eastman, the world's largest supplier of PET, was considering divesting the
polyethylene terephthalate operations as to the overall PET demand was down 5% in the
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U.S. in 2008, driven by the combination of reduced beverage consumptions and thinwalling of bottles. Although the global PET demand grew by 5% in 2009, the U.S. still
struggled with the market shrinking a further 2%. Moreover, with the lightweighting of
packaging, as all of Coke and most of Pepsi use, it required fewer plastics, which is
significant in the demand of PET.
However, there were still hopes and good signs in the other sectors of plastic
industry globally. As shown from the number of exhibitors in the K2010 the International
Trade Fair for Plastics and Rubber in Germany, the plastic markets had recovered from
year 2009 ("K201 0 Benefits," 2010). The machinery organization VDMA (Verband
Deutscher Maschinen - und Anlagenbau) had made a forecast of an 11 %t increase in
sales for German plastics and rubber machinery makers in 20 10, which indicated the
positive market trends for raw material suppliers, machine manufacturers and processors.
Besides, a European production index of the first quarter of 2010 was 8 .2 for plastic
products, compared with negative numbers in 2009 .
Although the fall of plastic market in U.S., which is the largest consumer and
manufacturer in the world, occurred in the l?ast few years, the trend of plastic market
seemed to be in a positive note and increased gradually in other parts of the world, for
instance Germany.
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1.1.2 Plastic Industry in Asia
According to Ceresana Research of Germany, the global plastic LOPE was
increasing because of high demands in the Asia-Pacific ("Global LOPE," 2010) . Plastic
LOPE was mainly used in the filming application for both packaging and non-packaging
products, especially medical packaging. As predicted, the market for plastic LOPE was
on the positive side since the demands in Asia-Pacific would increase more than 39%.
China's plastic industry was expecting to grow in double-digits in the second half
of year 2009 after struggling from the global economic crisis, which decreased the
number of China's plastic product exports to United States, European Union, and Japan.
China' s plastic industry grew 9.3% in the first half of year 2009 due to the-full spending
support from the government and the growth in China's domestic economy (Toloken,
2009). Furthermore, with the new taxation on the injection molding machine locally
produced would help China's plastic manufacturers meeting fast-growing demand and
improve the economy as well. In the molding sector, China was expecting the high-end
molding segment to get larger from 1,000 machines annually to 15,000 machines
annually (Moore, 2010).
Despite the lower plastic productivity comparing to China, Thailand, and
Malaysia, Vietnam' s production plastic output per capita was expected to rise from 25 kg
to 40 kg per capita in 2010. In another word, plastic was a growing industry in Vietnam
with an annual growth rate of around 30% per years, which would help to develop new
markets nationally and internationally. In 2004, Vietnam was Asia's second largest
importer of plastic materials. The country must import about 1.5 - 2 million tons ofraw
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material annually. By 2010, the government was attempting to promote import situation
in the country to meet the needs of plastic industry (Runckel, 2010.).
Plastic industry in Asia showed a positive sign of growing in demands of both
plastic manufacturing functions and plastic production outputs such as injection molding,
machinery, raw materials, consumer products, and packaging.

1.1.3 Plastic Industry in Thailand
As for the plastic industryl in Thailand, the number of raw material needs wis
increasing. According to Manager Newspaper online (2010), one of the biggest melamine
and plastic products manufacturer in Thailand stated that the company was planning to
buy more plastic raw materials to support big orders of plastic products du to high
demands for good plastic in China, and the global economic recovery this year. Besides,
the company stated that for the first two months, the sales volume was already increasing
from planned target of 18% to 50% because of economic recovery ("Srithai," 2010).
In additional, in the Thai plastic export sector, the export value was expected to
reach beyond nine million USO in 201 0,

~e

increase 10% as compared to 2009. Major

export products were motor vehicles and parts industry, electrical and electronic
appliances, packaging, and sport equipments. The sharing value of plastic products was
by 15% of overall export target ("Market Intelligence," 2010).
In the sector of injection molding, Prachachart Newspaper online (2010) stated
that today most plastic manufacturers could produce more injection molding than the
previous year. It helped Thailand to reduce the injection molding import values from
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27,000 million baht to 21,000 million baht in 2010. As a result, the increase of injection
molding nationally affected the export value to be higher as well. In the past, the injection
molding export value was around 2,000 million baht, but in 2009 the values was
significantly increased to 9,000 million baht, and expected to be 10,000 million baht in
2010 ("Spend 1,000 m," 2010).
Thailand's plastic industry still has more opportunities to grow in many aspects,
such as producing raw materials, plastic products, injection molding, and etc. Thus, there
was a high growth of business opportunity for investment projects in Thai plastics
industry .

1.2 Company Background
CR Plastic Company was one of the Thailand's leading plastic solution providers.
The company was established in 1983 by starting the injection and blow molding plastic
business with the concept of providing the superior quality, reliable service in
competitive price, and on-time delivery.

. E 1Q6 Q
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Now, the company consists of over 200 employees. CR Plastic Company greatly
emphasized on development of its people by providing the latest technology, knowledge,
and skills. The staff and technicians were well trained by experts in the field. CR Plastic
Company worked closely with many leading academic institutes and government
departments to have them trained in plastic manufacturing process and mold design.
With the combination of the company's great effort, the potential of employees,
and the wide range of expertise, CR Plastic was capable of handling a variety of products
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resulting in an output of over 200 tons of plastic per month. The company products
included packaging, engineering products, plastic medical products, garment accessories,
and household products. Moreover, the company also provided the high quality services
and products for customers starting from materials and process selection, product design
to mold design.
CR Plastic's vision. "CR Plastic Company's vision was to be specialized in
plastic products, and provide total plastic solution starting from consultancy, product
design, production process, and logistics management in order to produce high quality
products, which meet the needs of customers and build the business partnership.
Moreover, the vision was also to improve the employee quality of living, and maximize
the returns for the shareholders."
CR Plastic values. The CR Plastic values served as the compass of doing
business and managing people. The values were;
Initiative: Encourage employees to have initiative thinking to enhance work performance
Promptly: Encourage employees to work and respond quickly to the needs of
customers.
Learning: Create the learning environment where employees have knowledge and
continuous learning both in work and personal life.
Responsible: Encourage employees to be responsible, disciplined, and work
professionally for oneself, the organization and society.
CR Plastic goals and objectives. Reflecting on the aspiration of the company,
CR Plastic had created the goals and objectives of 2010 using the Balanced Scorecard.

8

The Balanced Scorecard was the strategic and management tools that enabled the
company to clarify its visions, missions, and goals into the action plans. It also helped to
measure the performance to balance with the financial perspective. The Balanced
Scorecard was divided into four perspectives as follows (Table 1.1 ).

·· Table.L I CRPlas.tic 2019 Qo~lsrand Objectives /
Perspectives
Financial

•

Goals
Sustainable revenue and
margin growth

•
•
•
•

Customer

•

Internal

•

•
•
•
Learning &
Growth

•

Provide total plastic
solution to create business
partnership through
excellence in product and
service quality
Operation excellence

•
•

Skilled and engaged
workforce

•
•

•
•
l 9 69 •
Service oriented
•
New product development •
Environment concerned & •
quality workplace
•

•
•

•
•
Source: CR Plastic Co. , Ltd.

Objectives
Reduce operation cost
Maximize use of existing
assets & manpower
Grow high value added
product revenue
Extended existing product
line

Customer satisfaction
Customer roya ty

Increase OEE
Reduce waste time
System accredited
Punctual delivery
Lead time
Safe & Hygiene Factory
Energy conservation
Skilled workforce
Team oriented
Engaged workforce
Integrated data
Employee communication
Company's value

~ASSOMPTlON UNIVERSITY LIBRARY
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The company goals and objectives were measured by using key performance
indicators (KPI) for the company in 2010. As shown in the table, one of the perspectives
that the company would like to achieve was about learning and growth. As the result, the
research saw an importance to address and develop the skills of employees, especially
production supervisors, which led to the main purpose of this study.
Structure of the company. The company was divided into five divisions, which
were Management, Technical, Production, Business development and Logistics division.
Each division was run by a division manager. They all directly report to the managing
director who reported to the Board of Directors.
As for the production division, which was the focus of this study, there are four
departments which included production line, maintenance, printing-assembly, and
planning. The study focused on supervisors in the production line, which included leaders
and inspectors. Tile following chart represents CR Plastic Company as a sy stem unit.

10

Board of
Directors

:tvfanaging
Director

l\;fanagement

Business
Development

Teclmical

Logistic
...

Planning

1.2.1 Current Situation

SIN~ F-

l 969

al._....._ ....

The current situation of OR Plastic Company was affected by organization itself
and by its environment. From the environment, the demand and expectations of the
market required the company to grow in many aspects. As the result, the company
planned to expand the business so that it should be able to generate more capacity, and
develop its people to be able to perform their best. In order to do that, CR Plastic needed
to prepare their employees, especially the lower level-supervisors, which were the critical

'111EASSUMPTION UNIVERSITYLIBRA.P~'
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group of employees. The skilled workforce, as stated in the Balance Scorecard, became
one of the main objectives that needed to be focused on this year.
In additional, the internal problems also occurred in the company. Referring to the
interview with the managing director and human resource manager, the problems
included lack of career path program, high turnover for the daily workers, shortage of
daily workers in the company area, etc. However, in the production department, gathering
information from the company's employee satisfaction survey 2009, the researcher also
discovered potential challenges involving the relationship between supervisors and
subordinates. According to the study of Heffernan and Flood (2000), adopting the
competency framework in the HR function would significantly impact the organization
performance, which includes turnover, absenteeism, labor turnover, profits, etc.
Moreover, Barber and Tietje (2004) stated that the technical manufacturing, assembly,
and/or material processing functions (MAMP) supervisors or managers were mainly
responsible for organizing, planning, directing, and controlling the activities of
production workers. The WOJ k of D'Netto and Sohal also stated that a successful
technical leader must possess a echnical knowledge relevant to the industry, highly
developed interpersonal skills, and knowledge of advanced manufacturing technology (as
cited in Barber and Tietje, 2004). Therefore, the researcher saw an opportunity to develop
the supervisors' competencies in terms of technical knowledge, technical skills, and
communication skills in order to improve the current situation, and improve the
company's performance.

12

1.2.2 SOAR Analysis
To understand the company, its directions and goals more clearly, the researcher
used SOAR analysis as a tool to indentify the company's strengths, opportunities,
aspirations, and the results of the company's aspirations. By answering questions, for
example what the greatest assets were, what the best possible opportunities were, what or
who the company wanted to be, and what the measurable results the company could get,
could help the company to create the strategic plan for the future. SOAR analysis uses a
strengths-based approach called Appreciative Inquiry (AI) to analyze the strengths and
opportunities of the company in order to create collective aspirations, goals, strategies
and commitments to achieving results. SOAR analysis involves every level of employee
and all stakeholders to create the strategic planning process that aligns with the strengths
and opportunities, and also connects with the vision, mission, and goals of the company.

LABO
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Strengths

Opportunities

•

Variety of process and products offered

•

Growing demands in plastic markets,

•

Being total solution for the plastic

•

Increasing demand in packaging sector

business
•

Produce small lot production

•

Being accredited in international

•

R

due to new life sty Jes

•

Plastic can be recycled and utilized

•

Opportunity in networking with other

standard

members of plastic industry club and

Strong relationship and good

Thai Tools and Dies Industry

reputation with customers

Association.

•

Financial status is stable

•

Management supports the training and

•

The agreement of Asian Free Trade
Area or AFTA

development program

Aspirations
•

Become a specialistjn plastic products

•

Become a total plastic solution

Results

19 •

Measured by Key Performance
Indicator

provider
•

Enter Thai stock market

Strengths. The company had various kinds of processes and products offered to
the customers, such as injections, blowing and thermoforming process. Therefore, the
company became a total plastic solution company. The company was also flexible for
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producing small lot production for customers who do not need large volumes, which
became strength because the company could serve both small and large sized companies.
By being able to serve customers with best quality products and services, and also being
accredited by many international standards such as IS09000:2008, GMP, and HACCP,
the company had made a good reputation and had a strong relationship with its
customers.
Besides, the company had operated for more than 25 years; therefore, its financial
status was very stable. The management also provided full support in improving the
company, for example training and development program because the company saw the
importance of human resources. Accordingly, the company brought in experts from
various fields such as Technical and Human Resources, to help in improving the
efficiency of process, machines, and people.

RIE(

Opportunities. Plastics are being used in almost every part of people's daily life.
As the number of population was increasing, the needs to use plastic · packaging,
household products, and medical products was also increasing. People have to eat to stay
alive, and to go to the hospital when.they are sick. Besides, as the new life style, people
use more disposable things, and disposable plastic packaging is also one of the products
of the company. Another opportunity was that plastic is the material that can be recycled
and utilized. The company had process and technology that recycle the defects. As the
nature of plastic, the company could even sell small piece of plastic that left over.
The MD of the company was a Deputy Secretary General of Plastic Industry Club
and Thai Tools and Dies Industry Association; therefore, the company had an opportunity
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to gain the latest technology, mold development and useful information from and among
members. Additionally, the agreement of Asian Free Trade Area or AFTA would support
more business into the country, increase international investment in the local plastic
manufacturer and use Thai local company as a production base.
Aspirations. As stated in the company's vision, CR Plastic's direction was to

move towards becoming a specialist in plastic products, and a total plastic solution
provider. Also, another aspiration of the company was to become a public company
within five years. However, this aspiration had become a foundation of the company's
goals and objectives of year 2010.
The (ollowing figure (figure 1.2) represented the company's focus on four
perspectives. They were financial perspective, customer perspective, internal perspective,
and learning & growth perspective. The four perspectives, as shown in figure 1.2,
supported one another to achieve the vision of the company. Goal for financial
perspective, for instance, was to have sustainable revenue and margin growth. Moreover,
in the learning and growth persIJective, there were skilled workforce and employee
communication, which were two objectives relating to the area of the study.
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Results. For the results, CR Plastic used Key Performance Indicators as a tool to

measure the results of the goals and objectives. Some of the KPI, for example, were to
gain one million baht of revenue per employee, or to decrease turnover rate for staff to
four percent (4%). However, the KPI would be determined yearly as the motivators for
the aspiration of the company.
As analyzing the strengths, opp0rtunities, aspirations and results of the company,
the researcher found that on@- of the key success factors for the company was people. By
developing and improving the skilled workforce in the company, it would be a foundation
for achieving internal perspective, customer perspective, and financial perspective
accordingly, which eventually helped the company in sustaining revenue and growing
margin. Therefore, addressing the importance of supervisors' competencies, which was a
vital group of employees, would contribute to the company ' s success in the future.
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1.3 Objectives of the Study

1. To describe and analyze the current situation, function, and performance of the
company as "human social system" or "corporate living system".
2. To analyze the current situation of supervisors' competencies.
3. To identify and propose an appropriate ODI program of supervisors'
competencies.
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1.4 Statement of the Problem
Since many companies considered employees as one of the key success factors,
acquiring the right person into the organization is essential. The researcher saw that
production line supervisors were the critical group of employees in CR Plastic where felt
the need for training and development. The question was how the company knows
whether the right persons are being chosen and what kind of training program are suitable
for supervisors.
The main concern of the study is on supervisors' competencies and to propose
appropriate OD intervention.

1.5 Research Q_uestions
This study aims to answer the following questions:
1. What is the current situation of CR Plastic Company for supervisors'
competencies?
2.

What is the recommended OD 1ntervention program for supervisors'
competencies at CR Plastic Company?

1.6 Definition of Terms
For the purpose of this study, the definition of terms is provided to ensure the
clarity of understanding and uniformity in this research. The terms are as follows:
Communication refers to the way in which supervisors use to communicate with their
subordinates in terms of message, mutual understanding, and feedback.
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Communication flow refers to the direction of communication which occurs in the
production department between supervisors, their subordinates, and their superiors.
Communication competence refers to the ability to communicate to others with the
proper means and deliver the message effectively.
Competency refers to underlying characteristics of an individual that is casually related
to effective or superior performance in a job (Boyatzi, 1982). In this study, competency
refers to the perceived level of supervisors' characteristics, which includes technical
knowledge, technical skills, and communication skill.
Employee refers to all members of the CR Plastic Company.
One-way Communication refers to communication in which information transferred in
one direction, such as from management to subordinate . The receiver does not have an
opportunity to respond.

ROTJt.
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Production Supervisors refers to the supervisory level and foremen in the production
line of CR Plastic Company, which includes ten inspectors, and two leaders in the
production line.
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Staff refers to the daily workers in the production line which consists of 60 staff.
Supervisors' Competency refers to the combination of technical knowledge and skills,
and communication required by supervisors in order to perform work more effectively.
Technical Knowledge refers to the body of knowledge about raw materials,
manufacturing process, and products in the production line.

20

Technical skills refers to the specialized skills that are needed to perform in the
supervisory roles in the production line.
Two-way communication refers to the communication in which information is
transferred in two directions, such as downward and upward communication. The sender
and receiver are able to respond and communicate back and forth.

1.7 Significance of the Study
The researcher hoped that the study of supervisors' competencies would be f
benefit to many-parties, for instance the company itself, top management, supervisors,
employees and staff in production line, and the researcher.

'pa

The study would enable CR Plastic Company to understand the perceived level of
competencies of their production supervisors, and also identify the most important areas
for technical knowledge, technical skills and communication skill that should be trained
and developed. Moreover, the company could create an appropriate plan to serve the
goals of company.
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The results of the study would help top management to be aware and understand
the current situation in the production line, especially for the supervisors' competencies.
As a result, top management could use this study as a basis framework in the human
resource functions for recruitment and selection, training and development, performance
management, and career path to plan for the employee development in the future .
Moreover, the competent supervisors would be one of the key factors for the company to
effectively manage laborers to support the company ' s vision, mission, and strategies.
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Supervisors and staff in production line would also gain benefits from this study.
By knowing the perceived level of their own competencies, supervisors and staff would
be able to improve and develop their weak areas and strengthen their strong points to
create a better performance such as fewer errors or less waste of time. Moreover, the
study could increase the positive relationship between supervisors and subordinates. The
result of this study would help them in creating and driving for opportunity of career
growth.
For the researcher, this study would also help the researcher to learn and
understand about supervisors' competencies. Additionally, the researcher would know
how to think systematically to use in the process of diagnosis, proposed OD intervention,
and expected outcomes.
ROr.

1.8 Scope and Delimitation of the Study
The focus of the study was on the diagnosis stage and proposing ODI for the
supervisors' competencies in the CR Plastic Company. As a result, the study intended to
identify the current situation and potential challenges of the company and supervisors'
competencies in the production line to be able to propose the appropriate OD
intervention.
The researcher chose to focus on supervisors' competencies in the production
line as they were the critical group of employees at CR Plastic Company. There was a
total of 77 respondents.
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The delimitation of the study concerned the name and identity of the organization.
The research was asked not to disclose the name of the company. Moreover, another
delimitation concerned the definition ofcompetency. From reviewing a lot of literature,
competency could be divided into four (4) categories, which are knowledge, skills,
values, and attitude. However, for the purpose of this study, the researcher would focus
only in the categories of knowledge and skills. The reason was that role and
responsibilities of the supervisors at CR Plastic Co., Ltd mainly concerned functional
knowledge and technical skills. Therefore, the researcher found the need to prioritize
these two areas as the focus of this study.

ROr1t
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Chapter Two
Review of Related Literatures and Conceptual Framework

Chapter two consists of the review ofliterature, which supports the research topic,
supervisors' competencies in the case study at CR Plastic Company. This chapter begins
with the theories of organization as a system, organization development, and change
management. Moreover, the concept and theories on competencY, including technical
knowledge and skills, communication, communication competence, communication flow
and feedback are also provided. Lastly, the conceptual framework for the study is
included in this chapter.

2.1 Organization as a System

RIE

The system theory defines organization as open system in active exchange
between organization, and its environment. The environment could include customers,
environment, competitors, labor organizations, government, suppliers of available
resources, and employee interaction. The factors of an organizational system are input,
throughput, output and feedback (Rasberry and Lindsay, 1994).
Input could be information, raw materials, money and so on. Input is served as
factor to determine the characteristic of environment and to identify the effect of output.
Throughput is a system or method that transforms input into output. Output is the effect
of the input and throughput. Output could be in the form of products, services,
information, and so on. Lastly, feedback is the final element of the organizational system.
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Feedback is the reaction made from organization transforming input into output.
Feedback could come from within the company or from customers, for instance interdepartment relationship, sales volume, re-ordering rate, customer satisfactions, or
lawsuits. Feedback helps organization to evaluate its input, throughput and output
mechanism. The organization as an open system is illustrated in the figure 2.1.
Additionally, McLean (2006), states that within any systems or subsystem, there
are two things to remember: Interdependency and Cause and Effect. Interdependency is
the condition which describes the situation when what happens in any one subsystem has
a varying degree of impact on some or all of subsystems. In the system, change can have
an impact on. the system, and that we cannot control the cause and effect, as well as, we
cannot control the change that might happen.
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2.2 Organization Development
Organization Development is used to help increasing organization's effectiveness.
It involves using a planned change process, which is a continuing process oflong-term
organizational improvement consisting of a series of stages. Referring to Brown and
Harvey (2007), OD program is a systematic way of analyzing the problems and getting
the management to commit to the change plan. There are fi ve stages of total organization
development process, as shown in figure 2.2. These five stages are anticipate need for
change, develop tlie practitioner-client relationship, the diagnostic phase, action plans,
strategies and techniques, and self-renewal, monitor and stabilize.
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In addition to Brown and Harvey, McLean (2006) also suggests another

organization development process (ODP) model for using in the planned change.
McLean' s ODP model consists of eight components or phases with interactivity among
the phases. The model begins with the stages of entry, start-up, assessment and feedback,
action planning, implementation, evaluation, adoption, and separation. The organization
development process model is shown in figure 2.3
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Looking at both Brown-Harvey's model and McLean's model ofODP, the stages
could be grouped into three main stages of organization development: Pre-ODI, ODI and
Post-OD I.

Pre-ODI. In this stage, most of the activities are about establishing a relationship
between OD consultant and the client, agreeing on rules and regulations, and defining the
potential challenges or problems, which occur. Pre-ODI includes Brown and Harvey
stages of anticipating a need for change, develop the practitioner-client relationship, and
the diagnostic phase, as well as, entry, start-up and assessment/feedback stages of
McLean.

ODI. According to Brown and Harvey (2007), there are many strategies,
methods, and techniques for intervening during the action phase of and OD rogram. In
this stage, the important thing is to select the intervention that most suitable with the
problems or challenges defined in the previous stage. ODI includes stage of action plan
from Brown and Harvey's model and stages of action planning and implementation from
McLean's ODP model. OD intervention can be used to impact several levels of the
organizations ranging from individual or interpersonal level, the team or group level, the
intergroup level, to the total organizational level system. Moreover, the interventions are
used in behavioral, structural, and technological strategies. However, there are a few
things to consider for having an effective intervention. There are 1) the extent to which it
fits the needs of the organization, 2) the degree to which it is based on casual knowledge
of intended outcomes, and 3) the extent to which it transfer change-management
competence to organization members (Cummings & Worley, 2009).
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Post-OD I. After the OD intervention has been implemented, the emphasis must

be placed in evaluating, getting feedback, and stabilizing the change. This stage includes
self-renewal, monitor, and stabilize stage of Brown and Harvey's model. Every OD
intervention should be monitored to gain feedback on member reaction to the change
efforts. The organization should be able to measure the effectiveness of change strategies,
and stabilize the desired changes. Similar to ¥ cLean's evaluation and adoption stages,
organization needs to evaluate the change effort and has the changes become
institutionalized. Furthermore, the last activity in this stage is that the consultant
withdraws from the organization and has transferred skills to the client organization so
that organization can develop the ability to constantly innovate and become a self-sustain.

2.3 Change Management
As the organization stays longer in the business, it probably faces some changes
along the way. The organization must be able to recognize the change and find the way to
manage these changes effectively. According to the work of Ackerman Anderson, there
are three types of change in the organization: developmental change, transitional change,
and transformational change (as cited in Anderson & Anderson, 2001). As shown in the
figure 2.4, developmental change is a process of improvement based on an existing
standard of the organization, for instance the competency development, soft skill training
and technical training. Transitional change refers to the process that moves the company
from an old state to a new state. This process is quite intrusive than developmental
change. This transitional change includes restructuring organization, merger and
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acquisition, or downsizing. Lastly, transformational change is a process that completely
changes the mindset, behavior, or culture of the company and to sustain overtime. These
three changes also require different approach to deal with.

1,

~ - ... - ....... "' .. .,.,. ... - - ..... ,.t .... .....

lo;'

._.....,,__

',, -~ r."'~1or;w~\.)

Transition

I_
Sta_t~:·

State-

i

...

\ State

--------·- -"" ---:,."'"'

'--,,__/

TronslUonal Change

Success Pla.tea:u

j

/'

Ri>Em<:rf,.llP~'<:."

i. Thn:i~h

Growth/

l

I

/

/

:

/

Visioning
and Leammg:

'

AB

;

•

.,
:,, ,;._

l:>lrm

,,'

.,-

eatll · M1nq;,e}
f(lt<:e<l to 5llif\

Figlire 2.4 Three Types of Changes · ··· ·
· ·:: ' " •'

.. . _.

··:· ·

: ·_--,

Source: Anderson, D. & _Ackerm3Il Anderson,L. S.

The model of planned change that has been mentioned a lot is provided by Kurt
Lewin. According to Cumming and Worley (2009), Lewin suggests that a particular set
of behavior at any moment in time is influenced by two groups of forces - those striving
to maintain the status quo and those pushing for change. Lewin also defines change
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process as consisting of three steps: unfreezing, moving, and refreezing. Unfreezing stage
happen when there is a difference between behaviors desired and the current one. Moving
is a step that transfers behaviors of the organization to the new level. Lastly, refreezing is
to stabilize the organization at a new state of equilibrium.
2.3.1 Resistance to change. Changes are not always easy. Organization must be
aware of the reactions, which could occur from the changes. According to Rampersad
and El-Homsi (2007), resistance to change and expressions of negative reaction to it often
occur in six phases. These six phases are passivity, denial, anger, negotiation, depression
and acceptance. Each phase must be acknowledged and be taken care of with proper
means. During the passivity and depression phases, there will be a lot of question and
confusing. Therefore, management should be more understanding and be open to hear
negative opinions. During denial, anger and negotiation phases, a firm attitude should be
required for the management. Management should expect some resistances and prepared
to take a proper means to deal with them.
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2.3.2 Managing changes. Altho':lgh changes are neither pleasant, nor easy to
implement in the organization, management shoulCI. be able to manage change effectively.
Kotter (2007) in leading change suggests eight steps to transforming organization
successfully. As shown in figure 2.5, these steps arel) establish a sense of urgency, 2)
form a powerful guiding coalition, 3) create a vision, 4) communicate the vision, 5)
empower others to act on the vision, 6) plan for and create short-term wins, 7)
consolidate improvements and produce more change, and 8) institutionalize new
approaches. By understanding the stage of changes and consequences of each stage
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would increase the chances of a successful transformation. Kotter (2007) also mentions
that changes process usually takes long time, and should not be skipped. Moreover,
mistakes occur in the step could have a devastating impact, slowing momentum and
negating hard-won gains.
EI GITT STEPS TO TRANSFOIU.-IlNG
ORGANIZATION

1

Establishing a Sense of l'rgeocy
•Examining market and competitive realities
• Identil}ing and discussing crises, potential crises, or major oppommities

o

-·----·------- -----------.----···--·----------··----- ---·-----·-----·

2

Forming a Powerful Guiding Coalition
•Assembling a group with enough power to lead the change effort
•Encouraging the group to work together as a team

-----·-------------·---- -~- ------------ -------·- · ·· - ------

Creating a \1sion

3 •Croating a vision to help direct the change effort
•Developing strategies for achie,'ing thal vision

~
~

--·--· ·- -·-·-·--·------·-----------·-··-----·-----·--·--·---··------·-··-·-·- ·------·-- -------·--·------·----·-------~
-----

4

Communicating the Vision
•Using e\·ery vehicle possible to COlllDlunicate rhe new vision and strategies
• Teac-hing new bebM·iors by the example of the guiding coalition

----··--·-----------·--·--·-------------------------------.------·-···---------··-··---------·-------·----·Empoweting Others to Act on the \~sion

5 •• Changing
Ge11ing rid of obstacles lo change
systems or structures that seriously undermine the vision
• Encouraging risk taking and nontraditional ideas, activities, and actions

-------··-·-·-·--·-----------------.-----------------------------·---·-------·---·-----------~

Planning for a nd Creating Short-Term Wins

6 •Planning for vi;;ible perfonnance impro,•ements
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• Creating. those improvements
• Recognizing and rewarding employees involved in the improvements

---------------.---------·----------------Coosolidating Improvements and Producing Still More Change

Using increased credibility to change systems, strucrures, and policies that don ·1 fit the
7 ••Hiring,
promoting, and developing employees who can implement the vision

vision

• Reinvigorating the process \Vitb new projects themes, and change agents
1

··-------------·---- - - - -: .--------·----·-·------------·-·-·---------Institutionalizing l\"ew App roaches
..\rticulating the connections between the new behaviors and corporal e success
•Developing the means to ensure leadership development and succession

8 •.

Figure 2.s Eight Steps

tp .J'ransfon:iling Organization

·Source: Kotter, J, P. (2007).

Additionally, Cummings and Worley (2009) mention that managing changes
successfully could be organized into five activities: motivating change, creating a vision,
developing political support, managing the transition, and sustaining momentum.
Management must be aware of each step, and give careful attention to each activity when
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planning and implement the change. The figure 2.6 shows the five main activities
contributing to effective change management.
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2.4 Competency

The term "competency" has been identified by many scholars. In the late 1970s,
for example, Boyatzi (1982) identify the term "competency" as an underlying
characteristic of an individual that is casually related to effective or superior performance
in a job. It could be knowledge, communication skills, specific expertise, trait, or a
motive. The concept of competency can be seen in many successful companies for the
human resources management.
Competency is grouped under four areas by Katz and Kahn (1 966), there are
following:
Technical and functional: The technical or functional expertise required to perform the

specific roles.
Managerial: Knowledge, attitude and skills required to plan, organize and mobilize

vanous resources.
Human: Knowledge, attitude and skills required to motivated, utilize and develop human

resources.

C'I

II"'

1 t"\Lt"\

Conceptual: The ability to visualize the invisible and think at abstract levels.

According to the study of Barber and Tietje (2004), typically the instructional and
educational objectives are often categorized into three distinct domains - cognitive,
affective and psychomotor. However, Barber and Tietje (2004) have grouped lists of
competencies into three categories to facilitate the identification of key competencies,
which are knowledge, skill and value. The knowledge-skill-value framework is become
five knowledge factors, five skills factors, and four value factors as shown in table 2.1.

'fllE.ASSUMPTION UNIVERSITY LIBRA-RY
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1. Foundational system

I.Technical analysis

1. Credibility management

2. Competitive strategies

2. Transformational

2. Assertive leadership

leadership
3. Requisite management

3. Diagnostic effi ciency

3.Collaborative management

4. Project management

4. Workforce development

4. Responsiveness
management

5. Materials management

5. Organizational
strategies

Source: Barber, C.S., & Tietje, B. C. (2004).
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2.4.1 Competency framework and human resource department. According to
Naqvi (2009), competency model are being applied in human resources functions,
especially in selection and recruitment, training and development, and performance
management to help identifying the right people for the right job and for the organization.
The study of Heffernan and Flood (2000), as shown I figure 2.7, also suggests the
relationship between adoption of the competency framework and other variables such as
human resources, organization, and performance. The study indicates that human
resources and organizational variables affect the adoption of competency framework.
Then, the adoption of competency framework will increase the performance such as sales
and profits.
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2.4.2 Competency needs assessment. To identify the competency needs
assessment more clearly, Phillips (1999) states that a need assessment can help indicate
the current level of skills, knowledge, attitudes and performance, and compare to the
desired level of skills, knowledge, attitudes, and performance. It can also help to discover
the cause of the gap and to develop the speciftc solution to close the gap.
However, there are several points to be concerned regard to choosing listing the
competency needs. Woodruffe (1993) states that company should not confuse the
competencies with job roles. Moreover, competency should focus on the future aspects,
meaning the competencies of change, and the changing competency.
2.4.3 Competency as predictors for superior performance. Additionally,
Abraham et al. (2001) and Qiao and Wang (2009) also indicate sets of competencies as
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critical to managerial success, which include leadership skills, customer focus, result
oriented, problem solver, communication skills, teamwork, execution, and continual
learning.
Other than lists of knowledge, skills and value cluster (KSV) that are critical for
managerial success, Wickramasinghe and Zoyza (2008) also suggest that demographics
such as marital status, age and gender have significant main effects in predicting
competency needs.

2.5 Technical Knowledge
As required from the CR Plastic Company, the production supervisors should be
able to acquire some certain knowledge and skills regarding to the production process.
The knowledge and skills should include basic plastic, molds, machines, and mold faults,
which involve in the production process of CR Plastic Company. Once production
supervisors are aware of and understand these knowledge and skills, then they would be
able to perform at the expected level, to help and manage their subordinates to perform
more effectively.

2.5.1 Plastic. Since plastic is the main raw material and the core business of this
company. Production supervisors and most of employee should at least know and
understand basic knowledge about plastic. There are two types of plastics; thermosetting
polymers and thermoplastics. Thermosets can melt and take shape once. After they have
solidified, they stay solid. Thermoplastics will soften and melt if enough heat is applied.
It could be used by injection, blowing, or extrusion. According to CR Plastic Company,
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there are seven types of thermoplastics, which regularly being used for the production.
These seven types of thermoplastics are Acrylonitrile-butadine-styrene (ABS), Polyamide
(PA), Poly carbonate (PC), Polyethylene (PE), Poly oxymethylene (POM),
Polypropylene (PP), and Polystyrene (PS). Since different parts and products would use
different types of thermoplastics, therefore production supervisors should know and
recognize which type of plastics to be used when producing by orders. Moreover,
different thermoplastic would have different melting points and mold temperature during
the process, knowing characteristics and qualification of each thermoplastic would be
helpful to fun ction smoothly. ABS, for example, is impact resistance, toughness, and heat
resistance. It also can be molding at a high temperature to improve the gloss and heat
resistance of the product. ABS is commonly us ed to make light, vehicle parts, piping,
kitchen appliances, etc (Thai Tool and Die Industry Association, 2006).

2.5.2 Molds. There are many kinds of plastic injection molds being used in the
process, which is sometimes hardly to categorize clearly. Plastic injection molds can be
categorize by gate or runner system, types of stripping, having undercut or slide core, and
types of ejection (Thai Tool andr Die Industry

ssociation, 2006). In general, there are

four types of molds that production supervisors should know of. They are two-plate
mold, three-plate mold, split mold and unscrewing mold. Each type of molds has
different specifications and systems to use for different parts and products. An example is
that the three-plate mold has two parting lines and the mold splits into three sections
every time the part is ejected. It flexible in gating location, and a part can be gated
virtually anywhere along its surface. Three-plate mold can be used in producing thin wall
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parts. However, the cost is higher than two-plate mold, therefore, it is better when
producing big lot parts. Not only production supervisors should know different types of
injection molds, they also should understand its system such as gate types, cooling
system, ejecting system, air vent, how to change molds and basic maintenance.

2.5.3 Machines. CR Plastic Company uses two kinds of machines in the
producing process, which are injection molding and blow molding machines. Both
injection molding and blow molding machine are designed to produce different kinds of
parts and use different system. For injection molding machines, there are two types which
currently being used in the company, which are toggle and direct clamping. For blow
molding machine, the company u ses extrusion blow molding machine. Addition to types
of molding machines, production supervisors should know about basic machine
parameter in case they have to solve some problems before calling the maintenance
technicians (CR Plastic Company's setting up machine document, 2008).

2.5.4 Mold faults. One of the knowledge and skills that production supervisors
should be aware of and understand is mold faults. Production supervisors should be able
to recognize the problem occurred from the process, and know how to solve this problem
first-hand. Refer to setting up machine document; there are ten cases of mold faults,
which production supervisors should know of (CR Plastic Company's setting up machine
document, 2008). These ten cases are 1) short shot, 2) flashing, 3) sink mark, 4) flow
mark, 5) jetting, 6) weld mark, 7) cracking, 8) silver streak, 9) burn mark, and 10)

warp mg.
2.6 Technical Skills
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Winterton (2005) refers skill to the ability of one person to perform in term of
accuracy and speed in performing a particular task. It sometimes is called skilled
performance. Skilled performance is involved in two aspects of psychological studies.
They are physical psychomotor abilities and mental cognitive abilities. Furthermore, the
study of Proctor and Dutta ( 1995) defines skills as a behavior that is goal-oriented and
well-organized. Skills can be acquired and developed through trial and practice with an
amount of effort. Proctor and Dutta (1995) also identify important keys of the skill, for
example skill develops overtime with practices, and it is goal-oriented in response to
demand of external environment. Moreover, skill is acquired when behavior has become
a pattern. Lastly, once the skill develops, the need for cognitive knowledge would
decrease. Mostly, skill can be measured by using speed and/or accuracy of performance.
According to Barber and Tietje (2004), the skill is one of the key structures used
to facilitate the identification of key competencies. Following the educational objectives
categorizing three instinct domains, which include cognitive, affective and psychomotor,
skills was selected to represent the psychomotor domain. In the study of Barber and
Tietje (2004), they identified five skills factors that define the competent MAMP
manager. These five skills factors are technical analysis, transformational leadership,
diagnostic efficiency, workforce development and organizational strategies.
Moreover, the study of Wichrarnasinghe and Zoyza (2009) shows 13 important
skills which are identified as key important competencies for the manager. These 13
skills include 1) empathy with people, 2) conflict resolution, 3) negotiation, 4)
empowerment, 5) holistic, 6) creativity, 7) coaching ability, 8) time management, 9)
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pressure management skill, 10) learning, 11) listening, 12) oral communication, and 13)
written communication.

2. 7 Communication
Communication is one of the many important skills needed in making a successful
job. Refer to Bowman (1964), the abilicy to communicate is the most important factor in
making an executive promotable, more important than ambition, education, and capacity
for hard work. Communication is also an important competency when making decisions
to hire someone. One of the survey shows that 500 managers in a wide range of industries
including retail, manufacturing, service, and finance ranked the importance of various
factors in hiring decision (Maes, Weldy, & Icenogle, 1997). The result of the .,survey is
shown in the table 2.2.

Ror,.,
LAB

CIT

Table 2.2 Importance ofComniunication in Hiring
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Rank/Order

Factors/Skills Evaluated

1

Oral Communication

2

Self-motivation

3

Problem-solving

4

Decision making

5

Leadership

6

Human relations

7

Teamwork

~~\'J

8

9
10

~

Work experience
Time management
Personal appearance

11

Written communication

12

Academic performance

13

Creativity

14

Delegation

15

Multilingual ability

~

Source: Maes, J. D., Weldy, T. G. & Icenogle, M. L.(1997).

Additionally, ·n 1990, the American Society for Training and Development made
a survey that identifies the sixteen skills that employers say are basic to success in the
workplace. As a result, employers give or<U communioation and listening skill to be
essential skill in order to work and communicate effectively with others in the workplace.
(Rasberry & Lindsay, 1994)

2.7.1 Communication process. Communication process consists of a few
elements. In order to understand the importance and the process of communication more
clearly, these communication elements needed to be recognized. According to Adler and
Elmhorst (1999), these communication elements are following.
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Sender: The sender is the person who starts the communication process by transmitting
the message.
Message: A message is any signal that triggers the response of a receiver. Messages
could be both intentional and unintentional, and are not always synonymous with
meanings.
Encoding: Encoding happen when the sender chooses certain words or nonverbal
methods to send an intentional message. Choosing the words or messages can make the
big differences in how that message is received.
Channel: Channel or medium is the way for delivering the message. It could be in
verbal, orally, or in writing such as memos or letters.
Receiver: A person who notices and attaches some meaning to a message.
Decoding: Decoding happen when receiver attaches meanings to a received message,
symbols or behaviors. The receiver may not understand the message the same way that
the sender intended it to be.

NCIT

Feedback: The recognizable response of a receiver to a sender' s message to show that
he or she receives the message. Some feedback is nor:iverbal- smiles, sighs, and so on.
Noise: Noise is the factors that interfere with the exchange of messages. There are three
types of noise, such as physical noise, physiological noise, and psychological noise.
Context: The environment of physical, social, chronological, and cultural variable that
surrounds any process of communication.
The figure 2.8 shows the communication model in which the sender encodes a
message, send a message using channel. Then, the receiver receives a message, decodes
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to give meaning to a message, and send feedback to the sender. There are noises in the
context around the communication process.

2.8 Communication Competence
Communication competence is being discussed earlier in the context of
interpersonal communication. According to Bostrom (1984), the communication
competence is regarded as the knowledge of appropriate communication patterns in a
given situation and ability to use the knowledge. Bostrom (1984) has defined four
components of competence, which include communication pattern, appropriate, situation
and ability to use.
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Payne (2005) mentions the work of Spitzberg and Cupach on communication
competence that they have clarified clarify competence as being appropriateness and
effectiveness, meaning that communication would be competent if used in the
appropriated method and delivered effectively. According to Payne (2005), Spitzberg and
Cupach's competent communicator should possess three elements - motivation,
knowledge and skill. Motivation refers to the willingness of one to communicate, connect
and interact with others. Knowledge, on the other hand, is about knowing how construct
the different communication scripts and to communicate these different scripts in the
different situations. Lastly, skill refers to ability to take motivation and knowledge into
action.
However, to extend the original work of Spitzberg and Cupach into the
organizational context, Payne (2005) states that "organizational communication
competence is the judgment of successful communication where interactants' goals are
met using message that are perceived as appropriate and effective within organizational
context" (p. 64). Payne also mentions the work of Monge, Bachman, Dillard, and
Eisenberg on competence in organizationa context tl):at hey measured two macro-level
skills - encoding and decoding, which is necessary to accomplish the task.
As mentioned earlier that communication is an essential skill needed in the
workplace. The finding of the work of Payne (2005) reveals the strong relationship
between a high performer employee and levels of motivation to adapt communication,
and communication skills (empathizing, adapting communication, and managing
interactions). On the other hand, supervisors are more likely to motivate to communicate,
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and empathize than subordinates. Lastly, the finding shows that supervisors regardless of
job performance have the same level of communication competence.
Nonetheless, supervisor also should be competent at communicating with
subordinates in order to reinforce good relationship and job satisfaction of the employees.
Referring to Madlock (2008), the positive communication relationship between
employees and their supervisors would affect more positive job outcomes such as job
satisfaction. Madlock's (2008) study shows the strong relationship between supervisor
communicator competence and employee communication and job satisfaction. In another
word, supervisor who has high level of communication competence is likely to make
employee be satisfied with communication and their jobs. Additionally, Flauto (1999),
who studies the relationship between leadership and communication competence, also
finds that in the high-quality leader-member dyad, leader tends to possess communication
competence. This result suggests that communication competence is an essential skill for
effective leadership and in the work place.
Communication competence may be varied depends on the type, size, nature of
organizations and the culture in which they are in. Sriussadapom-Charoenngam and
Jablin (1999) aim to study the kinds of communication knowledge and skill of
communication competence needed in Thai organizations and culture. Thai culture is
greatly influenced by Buddhism. The study reveals that for Thais who are perceived to be
communication competent should know how to avoid conflict with others; control their
emotions; display respect, tactfulness, modesty, and politeness; and use appropriate
pronouns in addressing others (Sriussadapom-Charoenngam & Jablin, 1999).
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2.9 Communication Flow
Communication network is a system for structuring who will communicate to
whom. Organization needs a system to identify the flow of communication within the
organization. There are three directions for the flow of communication: downward,
upward, and horizontally.
2.9.1 Downward communication. Downward communication shows the flow of
communication from the top management to subordinates. Downward communication is
typically seen in the traditional organization charts, where information fl ow downward
following the chain of. According to Katz and Kahn( 1966), downward communication in
organization usually comprises of five elements as foll ows:
1. Job description and instruction to describe what to do and how to do it.
2. Policy rationale that explain how one task relates to another task in the organization
and how the task fits the organization's overall objectives.
3. Straight information about the history, future of the company and information on rules,
regulations, policies, procedures, and so on.
4. Job performance evaluations that focus on employee's work effectiveness.
5. Company ideology designed to make employees motivate, respect, support, and work
for the organization's success.
2.9.2 Upward communication. Upward communication defines as messages that
flow from the bottom to the top, or in another word from subordinates to superior in the
organization. One of the reasons that make the poor upward communication is the
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superior-subordinate relationship. There are three factors that discourage upward
communication in the superior-subordinate relationship, which are 1) incompatible
relationship between supervisors and subordinates, 2) fear of punishment, and 3) cannot
express feeling (Rasbeny & Lindsay, 1994).

2.9.3 Lateral communication. When the communication takes place among
members or with persons working in different departments but at the same level is called
lateral communication (Robbins & Judge, 2009). The use oflateral communication could
be both good and bad. In the good side, lateral communication creates opportunity in
sharing information across members or department, and also can improve the
collaboration between members. However, it could also create some problems since
information and decision could be made or transferred without the knowledge of
superiors.

2.10 Feedback

R07Jt
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Performance feedback has a great impact on employee's performance. OLoughlin
(2010) stated that feedback is the information one receive in response to actions or
behaviors one has taken to has shown to others. This information can be formal or
informal, written or verbal, from others or from reflection. Manager can use feedback to
monitor performance of their subordinates and to check how well they understand the
message being sent. Refer to Rasbeny and Lindsay ( 1994), feedback is the reception and
consequent response to what a person sees, hears, reads, or feels through different senses.
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It also tells us when our delivered information or instructions are misunderstood, lack of
necessary relevancy, and how nonverbal behavior contradicts to what we say verbally.
Moreover, performance and behavior of supervisors can have an impact and
influence their subordinates. Therefore, one of the most important requirements of
supervision is to assure that subordinates meet performance standards and take corrective
action when they do not (Sussman, Herden, & Kuzmits, 1984). Feedback can be given as
positive and negative feedback. Positive feedback indicates that performance meet and/or
exceeds expectation. On the other hand, negative feedback is given when performance
falls below expectations.
Feedback can serve as a reward or motivation to foster the desired behavior.
However, in order to create the desired behaviors, employees and management has to
understand the principle and key process.

2.10.1 Performance control system and feedback ideal process. An effective
manager should be able to recognize an unusual behavior or change that happens, and
know how to set procedures and brit;1.g the

c~ange

back to normal. An example is that

when subordinates are not perfonning as expected, supervisors or managers should
recognize that and direct him to the right direction. Sussman et al. (1984) suggests some
key points of performance control, which would help supervisors to monitor and advise
their employees properly in figure 2.9.
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Set standard

Communicate
standard

Measure
p erfonnance

Compare to
standards

Negative
feedback

TAKE ACTION

Do nothing

Positive feedback

The first key point is to establish standard so that both supervisors and employee
know what is right and what is wrong. Secondly, after the standard is set, it should be
communicated to employees. Supervisors cannot assume that employees would know
what to do or what supervisor expectation is. The third key point is to measure the
employee's performance. This should be done more specifically and measurably, for
example how many wheelbarrows are ~~oduced. Then, employee's performance should
be compared with the expected standard to see whether the performance is being satisfied
or not. Last key point is the action step. In this step, supervisors can choose to do three
things: do not thing if the performance meets expectations, provide negative feedback to
foster better performance and provide positive feedback when supervisors want to praise
the employees for exceeding expectations.
Additionally, Clampitt (2005) also states that having the ideal feedback system
will drive employees to identify, perform and commit to the evolving performance
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standards. The author suggests that if the proper selection procedures have been utilized,
employees will share, to some extent, the performance standard of their managers. Then,
the training would be introduced to help increase the overlap between manager and
employee's standard. Figure 2.10 illustrates the ideal feedback process .

Feedback from Environment

External
focus
Industry standard

Customer complaints

Business trends

Manager's
standards

Goal:
common

standard

Internal
focus

Employee's
standards

s
Training

Feedback from Organization .
Daily feedback

Performance appraisal

Figure
2.lOldeal Fe~dbackProc
···~~.· · ~ · •
..
.

..

Source: Clampitt, P. G. (2005).
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2.10.2 Effective feedback. According to the communication assessment of
Clampitt (2005), over 60% of the employees expressed dissatisfaction with the
performance feedback system. When they are asked to recall a specific incident that
caused their productivity to increase, over 65% mention some kind offeedback from
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management. In other words, employees wantto know how they are doing the job. For
feedback to be helpful to the employees, feedback must be given clearly, be understood,
be accepted, and be usable in making change to both verbal and nonverbal messages
(Rasberry & Lindsay, 1994). Moreover, Lewthwaite (2006) recommends that in order to
be effective, feedback needs to be specific, immediate, and positive. When giving
feedback, the manager should give feedbaick right after the behavior is done, because
employees can still link feedback with the behavior. Managers and supervisors should be
able to set job standards, communicate it to their employees, and provide useful feedback
so that employees can improve their performance to increase overall organization
performance.

2.11 Framework of the Study
2.11.1 The human framework. The following figure is the metaphor to explain
the framework of the study. In this figure, the child represented the supervisor. Eyes,
mouth, and ears represented each of supervisors' competencies such as technical
knowledge, skills, communication and feedback. Brain 1:epresented functions of the
organization. The concept was that supervisor should have these competencies as
necessary organs. However, for the brain to function properly and more effectively, air or
OD Intervention was needed. People breathe in the air, and the brain got oxygen so that
the rest of the body could perform its job and be more effectively. When people could not
get enough oxygen, the brain shuts down, and we die. On the other hand, when the brain
could perform more effectively, it, in returns, improved the role of organs and develops
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themselves to be better. Just like the organization, ODI would help the organization to
function better and it would be able to develop the competence of people.

Figure 2.11 The Human Framewor~
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2.12 Conceptual Framework. The following figure represented the conceptual
framework of the study. Each supervisor had different level of competencies, which also
do not connect together. However, the ODI would develop each supervisor to have same
level of competencies and be able to employ any of them to support their work. As the
result, by developing individual level, for instance a competent supervisors, it would
make an impact on the organization level such as employee satisfaction, turnover, and in
selection and recruitment as well.

Individual level

Organization level

. ----· · - ··-· ·-- · - · ·- ·· - -· - ---- ·- ·· -··- -· -· - · · -·-- ·--- --- · - ·--··- · -· ---- · ·1

,_,

--

0
0
I

·- ·· - ·· - · - -·- ·· - ·· - ·· - · ·-· · -··-.

Empl oyee

satisfaction

:+.

Turnove r

I

Selection

and
Recruitment

I

I- ·· - ··-- · -··- ·· - ··-·· - ···- ··- ··_:

PreODI

0 01

Long-term
res ults

Figure 2J2 The ConceptualFramework

The following table represented three stages of the study on supervisors'
competencies including technical knowledge, technical skills, and communication skill.
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Pre-ODI
Technical Knowledge
• Not enough knowledge on
raw material, machine,
and manufacturing process
• Different perceived level
ofknowledge among
supervisors
• No establish knowledge
assessment for supervisors

Pro osed ODI

•

Map technical knowledge
needed for supervisors
Set clear standard for
technical knowledge
Develop tools for
knowledge assessment
Provide knowledge
training about raw
materials, machine, and
manufacturing process for
supervisor
Test technical knowledge
eriodicall andrandoml

•

Create technical skills
map
Set clear standard for
technical skills
Develop tools for skills
assessment
Provide technical skills
training program
Test general technical skill
eriodicall and random!

•

•

Create two-way
communication method

•

•

Tra communicaf on
skills to supervisors

Supervisors and
subordinates communicate
more effectively.
Improve relationship
between supervisors and
subordinates

•

Provide feedback training
program.
Set up informal meeting,
and develop feedback
document form.

•

Provide instant solutions
or feedback to reduce
works errors.
Staff knows what and how
to perform work more
efficiently.
Decrease problems
occurred from
misunderstanding

•
•
•

•
Technical Skills
• Not enough technical
skills
• Supervisors do not know
perceived level of their
technical skill
• Has no clear standard
competency of technical
skill

Communication skills
• One way communication
from supervisors to
subordinates.
• Not enough of
communication
competence in supervisory
level.
• Do not give feedback or
comments for mistakes

•
•
•
•

•
•

Inaccurate flow of
communication

Ex ected Outcomes

•

Define clear job
specification and
communication for
supervisory level

•

•

•

•

•
•

Recruit and promote the
right person for
supervisory level
Enhance the knowledge
and obtain same level of
knowledge among
supervisors
HR can provide suitable
training program based on
the assessment.

Able to recruit and select a
right person for the
supervisory level
Supervisors are aware of
their skills and able to
improve their skills to
meet the requirement
Create learning
environment and culture
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The stage of pre-ODI, the research discovered the potential challenges in each
supervisors' competencies, for example there was different level of knowledge among
supervisors. The second stage, which was proposed ODI, was the planned OD
intervention. After diagnose the challenging problems, the researcher found the suitable
and most appropriate intervention for each of problem. Providing knowledge training on
raw material, machine, and process, for instance, was the proposed ODI for the above
challenge. Lastly, the third step was the expected outcomes, which the researcher
expected to see as a result of ODI. For the knowledge, the expected result would be to
enhance knowledge and obtain same level of knowledge among supervisors was an
example. These were the three steps, in which the researcher diagnosed, found suitable
ODI, and expected the results.
The review of related literatures helped the researcher to understand the topic of
the study and to guide the researcher to generate more thoughts and ideas for the
conceptual framework.
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Chapter Three
Research Methodology

The purpose of this chapter is to present research methodology, the respondents,
and the research instruments used in the study. Moreover, the data collections techniques,
data collection proceduresand data analysis are included.

3.1 Research Design

The study focused on supervisors' competencies in terms of technical knowledge,
technical skills, and communication skills in the production line of CR Plastic Company.
The researcher set up the meeting with the managing director and human resources
manager to make initial contact to agree on the areas of focus and the process of the
study.
The study referred to three phases, which were pre-ODI, ODI, and expected
outcomes as following.
Phase 1: Pre-OD I. This phase focused on the process of information diagnosis,

observation, preliminary data gathering, defining problems, reviewing literatures,
conceptual framework, research methodology, data collection, and data analysis.
For the diagnosis, observation, and data gathering, the researcher collected data
and information from interviewing with the managing director, the HR manager, from
retrieving the company's internal documents such as employee satisfaction survey, hiring
records and exit interviews, and from observing the day-to-day work of supervisors and
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staff in the production line. After that, the researcher defined the problems and discussed
with the company.
Then, the researcher searched and studied a variety of literatures including books,
articles, theses, etc that related to the areas of the study. Next, the conceptual framework
was created based on three phases - pre-ODI, proposed ODI, and expected outcomes to
identify and clarify the problem areas, the intervention, and expected outcomes.
Lastly, the researcher specified the target respondents that were suitable for the
problem areas. Data collection techniques and procedures, for example interview and
questionnaire, and data analysis would be employed to collect information, analyze and
interpret information for the introducing the OD intervention.
Phase 2: Proposed OD intervention. After the stage of data analysis, the
research would select and develop the appropriate ODI regarding the supervisors'
competencies in the areas of technical knowledge, technical skills, and communication
skills. In the stage, the researcher found the suitable and possible activities fo r the
company to be implemented with the pwpose that these activities would increase the
competency of supervisors, and establish a good relationship between supervisors and
subordinates to ultimately boost the company performance. Then, the researcher would
propose ODI to the managing director and HR manager to get the agreement on the ODI.
Phase 3: Expected outcomes. This was the last phase, usually would be the
evaluation of outcomes of the OD intervention of the study. However, since the
researcher focused only the first two phases, the last phase would be about the expected
outcomes and recommendations for the company.
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However, for the purpose of this study, the research focused only on phase one
(pre-ODI) and proposed the OD intervention (phase two) to the company.

3.2 The Respondents
The total respondents of the study were 77 people as shown in table 3.1. The
respondents included 12 supervisors in tp e production line, which were 10 inspectors, and
two (2) leaders. In addition, the study would include five (5) people in management level;
one (1) managing director, one (1) division manager, one (1) department head, two (2)
shift heads and 60 production staff, for gathering information for the dimensions of
supervisors' competencies. However, all the 60 production staff would be staff that
already passed the 6-month probation so that they would be able to identify supervisors'
competencies more accurately.
f> IEl.

)'able 3.l The Respondents~in Each Areao fThe Stlidy ~ :
LEVEL OF

EMPLOYEE

.TECTooCAL
KNO~BpqE '

Management

5

Supervisors

12

12

12

Staff

60

60

60

Total

77

77

77
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3.3 The Research Instruments
The research instruments in this study were a combination of qualitative and
quantitative analysis. The qualitative analysis using interview guide and observation
would be helpful methods to gain thoughts, ideas, and insights from the company and
respondents. On the other hand, quantitative analysis, which included a survey
questionnaire, identified the most challenging issue in the selected area. There were four
(4) main research instruments to use in the data gathering process. There were
observation checklist, document checklist, a survey questionnaire, and an interview
guide. Table 3.2 showed the research instruments used for each level of respondents.

Management
'

·~· :,

Supervisors

.

<if~

x

Observation checklist

x

Survey questionnaire
0

Interview guide

x

DocumentS checklist

x

x

x

3.3.1 Observation checklist. The main purpose of observation was to gain more
ideas and access to real situation on how staff and supervisors perform on a daily basis,
and take note on several dimensions regarding the supervisors ' competencies and overall
environment in the production line.
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3.3.2 Survey questionnaire. The survey questionnaire focused on the perceived
level of supervisors' competencies which were technical knowledge, technical skills, and
communication skills. The survey questionnaire was prepared in two sets; for supervisors
and staff. For supervisors, the purpose was to measure how supervisors perceived and
aware of their each area of competencies. Along with that, the same set of survey
questionnaire for staff would show how they perceived the level of technical knowledge,
technical skills, and communication skills of their supervisors.
The questionnaire is divided into five parts using the six-point scale (6 =Strong
agree, 5=Agree, 4 = Slightly agree, 3 = Slightly disagree, 2 = Disagree, and 1 = Strongly
disagree)
Part I Personal data: It consisted of profile of the respondents, for instance gender,
age, marital status, educational level, positional level, years of working, and type of
promotion.
Part II Technical knowledge: The series of questions on technical knowledge
required and perceived level of knowledge for supervisors were included.
Part III Technical skills: This part consisted qu,estions about technical skill
required, and perceived level of technical skill for supervisors.
Part IV Communication Skills: The series of questions on supervisors'
communication method, communication flow, communication competence, and feedback
were included.
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3.3.3 Interview guide. There were two (2) sets of interview guide: for
management level and for supervisors. The interview guide was used to gain insights and
opinions of the respondents on the goals, objectives of the company, current and future
competencies of supervisors.

3.3.4 Documents checklist. The additional research instrument was the
documents checklist. The documents checklist helped the researcher to see the past
information and tendency of behavior of the company and the respondents. The examples
of documents checklist were employee satisfaction survey, exit interview, turnover rate,
etc.

~

Q..
3.4 Data Collection Techniques
The primary data were collected by using the observation checklist, the survey
questionnaire, and interview guide. Additionally, the secondary data were taken from
academic journals, articles, research papers, books and from the CR Plastic Company
internal documents. The researcher employed the following techniques of data collection
on each of research instruments.

3.4.1 Observation. The observation gave the researcher the opportunity to see the
real situation and check against what respondents report about themselves. In order to
conduct observation, the research would use a direct observation. The researcher could
observe the communication method, for example, by joining the daily meeting as a
minute taker. Observation checklist included the workplace setting, safety issue and
environment, work process, and the relationship between supervisors and subordinates.
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3.4.2 Use of questionnaire. The questionnaire was developed based on the three
areas of study - technical knowledge, technical skills and communication skills of
supervisors. The researcher would develop the survey questionnaire by studying and
collecting different sources of questionnaires together. The questionnaire would be tested
for reliability. Also, the pilot test was applied to test for reliability before distributing the
questionnaire. Then, it would be translated from English into Thai language by a
bilingual person.
3.4.3 Reliability analysis. As part of the pre-test process, the questionnaire was
tested for reliability by staff in the different function of the production line. As the result,
the Cronbach' s Alpha value for technical knowledge, technical skills and communication
skills are .883, .885, and .872 respectively, which were greater than .650 and indicated
that the questionnaire was reliable. The Cronbach's Alpha values for each variable were
presented in the following table.
Table
3.3
The Cronbach's
Alpha Value for EachVariables
.
.
'
.
.
.

'

-

'

Variables

I

'

.:;6

Cronbach's Alpha Value

Technical Knowledge

.883

Technical Skills

.885

Communication Skill

.872

Total

.880
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3.4.4 Personal interview. The researcher used the technique of personal
interview for collecting the preliminary findings as well as gathering information during
data collection. For the preliminary findings, the researcher used unstructured interview
with managing director and HR manager to find the current situation and potential
challenges of the company and in production line. During the data collection phase, the
structured and formal interview were conducted to interview five respondents in
management level, who were a managing director, a division manager, a department head
and two shift heads. Also, twelve supervisors were included in the interview. Using
personal interview would encourage two-way communication and create opportunity for
the respondents to share and express their opinions freely.

3.5 Data Collection Procedure
The data collection procedure as shown in figure 3.1 started from the initial
contact with the company, gathering preliminary findings, and defining problem. In this
stage, the researcher had set up several interviews with the managing director and HR
manager to discuss the current situation, problems, and the future goals of the company.
After that, the researcher defined the problem and the areas of the study, and got the
approval from the company on the problems, specific rules and agreement of the study.
Then, books, theories, academic journals, research papers, and articles were reviewed to
gain the better understanding of the focus areas.
Next, the researcher developed the research methodology and designed the
research instruments, such as interview guide, a survey questionnaire, observation
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checklist, and documents checklist, to collect data based on the focus areas. During this
stage, permission from managing director was needed in distributing questionnaires,
observing work process, and accessing internal documents. After the permission is
granted, the researcher would ask HR manager to help, for example, to distribute the
questionnaire to the respondents who are 12 supervisors, and 60 staff. The time for
completing the questionnaires was expected to be done within three (3) days. Then, the
researcher would collect the questionnaires by herself by placing the box at the
production line to collect the finished questionnaire from the respondents. After that, data
would be analyzed to conclude the results and recommendation of the study. Lastly, the
researcher intended to provide recommendations to the company after the action research
had been submitted. The figure below shows the steps of data collection procedures.
R071t
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The figure 3.2 represents the action plan of the research study.
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The data collected were analyzed by using both qualitative and quantitative
analysis. The data collected from observation checklists and interviews would be
analyzed by using qualitative analysis.
3.6.1 Observation checklist. Observation checklist was analyzed based on the
work behavior, knowledge and skills of the supervisors, and the way they communicate
with their subordinates. This would help the researcher to see whether supervisors were
capable to perfonn and answers some questions based on their required knowledge.
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3.6.2 Interview guide. The data collected from interview guide was analyzed
based on the direction, goals, objectives and the current situation on the supervisors'
competency. The similar answers would be clustered or grouped together and create
themes under each competency, and also separated answers that were different.
On the other hand, the quantitative analysis was used for data collected from a
survey questionnaire.

3.6.3 Survey questionnaire. The researcher applied Statistical Package for Social
Science (SPSS) to analyze the data collected. Descriptive statistic such as percentage,
frequency distribution, cross tabulation and central of tendency, was applied to analyze
data collected of survey questionnaire.
The Arbitrary level and Descriptive Rating were defined to classify the responses
into levels. The following table represented the arbitrary level and Descriptive Rating .
-

A

.

·····
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Table 3.4 The ~bitrary Level an~Descriptive Rating
.

Descriptive Rat~ng

Arbitrary Level
5.20- 6.00

·~·

Vl

Strongly Agree
~

~

Most Important

- "-.II

4.36- 5.19

Agree

Important

3.52-4.35

Slightly Agree

Somewhat Important

2.68 - 3.51

Slightly Disagree

Fair

1.84-2.67

Disagree

Less Important

1.00- 1.83

Strongly Disagree

Least Important
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Chapter Four
Presentation and Analysis of Data

Data and information, which were collected based on the data collection
techniques, methods and procedures from the previous chapter, would be thoroughly
analyzed and presented. This chapter presents the research findings and the analysis of
the findings, which were the results from survey questionnaires of 72 respondents and
interviews with five (5) management members and 12 supervisors who were in the
production department.
Firstly, the demographic profile is presented. Then, findings from the Pre-ODI
process were shown in the Frequencies and Descriptive statistic that measured the
perceived level of supervisors' competencies, which included technical knowledge,
technical skills, and communication skills. Lastly, the qualitative data from the interviews
were interpreted to determine the current situation of the production department as well
as the current and competencies needs of supervisors for the future.
The results and findings from the Pre-ODI would be a basis for the researcher and
the management to develop the most suitable recommendations for the company in the
area of the study.

4.1 Demographic Profile of Respondents
The demographic profile of the respondents included gender, age, educational
level, current position, working duration, and acquired position.
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4.1.1 Gender. The table 4.1 showed that the number of female respondents is
slightly higher than the number of male respondents, which were 39 respondents, or
54.2% and 33 respondents or 45.8% respectively. Since the focus of the study was in the
production line, the table 4.1 showed that a slight difference between male and female did
not affect the job responsibility and duty and both male and female had equal opportunity
to work for the production line.

l]able 4.l(Jelldet ofltesporidents
Percent
Valid

Valid Percent

Cumulative Percent

Male

33

45.8

45.8

45.8

Female

39

54.2

54.2

100.0

Total

72

100.0

100.0

r-

4.1.2 Age. As shown in table 4.2, there were 33 respondents in the- age between
25-35 years old, which represented almost half of overall respondents (45 .8%), followed
by 24 respondents (33.3%) who were under 25 years old. There were eight (8)
respondents or 11. l % who wei;e between 36-45 years old and only seven (7) respondents
or 9.7% who were above 45 years. As the data shown, most respondents were in the age
below 35 years old, which represented relatively young adults.
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Frequency

Percent

Valid Percent

Percent

Lower than 25 years

24

33.3

33.3

33.3

25-35 years

33

45.8

45.8

79.2

36-45 years

8

11.1

11.1

90.3

Above 45 years

7

9.7

9.7

100.0

72

100.0

100.0

Total

4.1.3 Educational level. Most of the respondents obtained their highest education
from high school, represented 75% of all respondents or 54 respondents. Secondly,
primary school represented 18.1%or13 respondents. There were four (4) respondents or
5.6% who obtained Bachelor's degree, and only one (1) respondent (1.4%) who
graduated with diploma or certificate (Table 4.3). Since more than 90% of respondents
graduated below high school, it showed that the educational level was not significance in
the area of production line. Staff and supervisors would obtain benefits and work skills
from in-house training and on the job training.

of Respondents
Table 4.3 EducationalLevel
..
..
.·

.

.

.

.

Cumulative
Frequency
Valid

Percent

Valid Percent

Percent

Primary school

13

18.1

18.1

18.1

High school

54

75.0

75.0

93.1

Diploma or certificate

1

1.4

1.4

94.4

Bachelor's degree

4

5.6

5.6

100.0

72

100.0

100.0

Total

71

4.1.4 Current position. Since the focus of the study was in the production line on
the supervisors' competencies, most of the respondents were staff in the production line,
numbering 60 respondents or 83 .3%. Then, both inspectors and leader considered being
in the supervisor position represent 13 .9% or 10 respondents, and 2.8% or two (2)
respondents respectively. The data represented that all the questionnaires were completed
and given to the researcher.

Frequency
Valid

Percent

Valid Percent

Cumulative Percent

Staff

60

83.3

83.3

83.3

Inspector

10

13.9

13.9

97 .2

2

2.8

2.8

100.0

72

100.0

100.0

Leader
Total

4.1.5 Working duration. The table 4.5 indicated that 59.7% or 43 respondents
have been working with this company for between six (6) months to one (1) year. Other
25% or 18 respondents have been working for two to three years. There were about 15.2
% or 11 respondents who worked for more than four (4) years. As the result, data
portrayed that most staff did not stay with the company for long time, and it could
indicate the bad sign of turnover rate, and that company could not keep their staff.
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Frequency
Valid

Percent

Valid Percent

Cumulative Percent

6 months- 1 year

43

59.7

59.7

59.7

2-3 years

18

25.0

25.0

84.7

4-6 years

6

8.3

8.3

93 .1

More than 6 years

5

6.9

6.9

100.0

72

100.0

100.0

Total

4.1.6 Acquired position. About three-forth (75%) of the respondents acquired the
current position by applying for the position, followed by 16.7% or 12 respondents who
were promoted from lower level, and there are only 8.3% or six (6) respondents who
were transferred from other departments.

Table.4.6 Respondents acquired position by
Frequency
Valid

Promoted from lower level
Recruitment
Transferred from another
department
Total

...

Percent

12

16.7

54

75.0

6
72

Valid Percent

Cumulative Percent

16.7

16.7

75.0

91.7

8.3

8.3

100.0

100.0

100.0

~
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4.1.7 Current position, working duration and acquired position. The table 4.7
showed that all supervisors in the position of inspectors and leader were promoted from
lower level (production staff). Moreover, there was no significance in years of working
duration and acquired position. This indicated that staff could have been working with the
company for only six (6) months to one (1) year and they have been promoted to be
supervisors already .

•Table 4) •Cross .J abulaticm ofCnrrent PbSiticm, WorkingDur~~ion

an;d Ac~uired Positi9n J3y.
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4.2 The Pre-ODI Results
This part indicated the results of the survey questionnaire that measured the
perceived level of supervisors' competencies. The survey questionnaires were distributed
to a total of 72 respondents in the production line of CR Plastic Co., Ltd., which included
12 supervisors and 60 production staff.
Following are the data collected from the survey questionnaire during the PreODI process. The perceived level of supervisors' technical knowledge, technical skills,
and communication skills were presented respectively. After that, the interview results
from both management and supervisory level were also included.

4.3 The Findings of the Perceived Level of Three Supervisors' Competencies
4.3. 1 The perceived level of supervisors' technical knowledge. The result from
table 4.8 showed that the mean of "Perceived level of supervisors' technical knowledge"
is 3.50 which fell into slightly disagree factor. Moreover, the lowest mean was 3.17 or
slightly disagree, whicli labeled in the statement of "Enough technical knowledge." This
could represent that the respondents percei_ved that supervisors were somewhat necessary
to acquire more technical knowledge. Although the statement of "Knowledge of basis
tools/equipments/machines" had the highest mean of 3.99 (slightly agree), it was still
considered to be not good enough.
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N

Mean

Std. Deviation

Rating Scale

Enough technical knowledge

72

3.17

1.199

Slightly disagree

Transfer technical knowledge

72

3.39

.912

Slightly disagree

Learning new things and improving

72

3.33

1.163

Slightly disagree

Different usage/specification of raw material

72

3.36

1.117

Slightly disagree

Apply different solutions

72

3.51

1.021

Slightly disagree

Keep up with current development/trends

72

3.24

1.439

Slightly disagree

Knowledge of basic tools/equipments/machines

72

3.99

1.068

Slightly agree

72

3.83

.993

Slightly agree

72

3.64

1.117

Slightly agree

72

3.50

Demonstrate designate level of technical
knowledge
Enough and necessary training and development

Total

Slightly disagree

4.3.2. Technical knowledge acquirement. Not only did the questionnaire show
the perceived level of supervisors ' technical knowledge, the following data represented
the perception of respondents having on which technical knowledge supervisors should
obtain. From table 4.9, the data showed that respondents perceive that it was important
for supervisors to have technical knowledge on company product, manufacturing process
and raw material as the mean was 4.67, 4.60 and 4.49 respectively.
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N

Mean

Std.

Rating Scale

Deviation

Important of company products knowledge

72

4.67

1.233

Important

Important of raw material knowledge

72

4.49

.949

Important

72

4.60

1.057

Important

Important of machines knowledge

72

3.64

1.039

Somewhat important

Important of mold and mold faults knowledge

72

4.31

1.229

Somewhat important

Total

72

Important of manufacturing process
knowledge

Additionally, the table 4.10 below showed that 41.7% of respondents think that it
was important for supervisor to know about company products, and 27.8% of respondents
perceive that it was most important. As the result, almost three-fourth of respondents
agreed that knowledge of company products was necessary for supervisors.
L

~·
··· ··· Products
············
Table4.10 Knowledge
of .·······
Company

7
Valid

Cumulative
Frequency

Percent

Valid Percent

Percent

4

5.6

5.6

5.6

14

19.4

19.4

25.0

4

5.6

5.6

30.6

Important

30

41.7

41.7

72.2

Most important

20

27.8

27.8

100.0

Total

72

100.0

100.0

Less important
Fair
Somewhat Important
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The second technical knowledge that should be acquired by supervisors was
manufacturing process . Table 4.11 indicated that there were 46 respondents (63.8%)
think that manufacturing process knowledge was both important and most important for
supervisors.
Table 4.1 i K.Ilowledge rifManufactilrll1g Pr0cess ··
..

-

-

.

.·•·

,_.- . . . .

;

'.-·

.·- >- ·-·.·

.

- . :-

•...

Frequency

. ..... _., ...• _, _.,._,

Percent

•

Valid Percent

Cumulative
Percent

Valid

Fair

17

23.6

23 .6

23.6

9

12.5

12.5

36.1

Important

32

44.4

44.4

80.6

Most important

14

19.4

19.4

100.0

Total

72

100.0

100.0

Somewhat Important

Lastly, there were 41. 7% or 30 respondents agreed that it was important for
supervisors to obtain knowledge of raw materials, and 29 .2% or 21 respondents thought
that it was somewhat important. Moreover, there were 12.5% or nine (9) respondents
perceive that it was most important. As a result, most respondents thought that raw
materials were another technical knowledge that supervisors should acquire.
Table 4.12 Knowledge of Raw Materials

..
Cumulative

Percent

Frequency
Valid

Less important

Valid Percent

Percent

1.4

1.4

1.4

Fair

11

15.3

15.3

16.7

Somewhat Important

21

292

29.2

45.8

Important

30

41.7

41.7

87.5

9

12.5

12.5

100.0

72

100.0

100.0

Most important
Total

78

However, there were some different perception of respondents on the knowledge
of mold and mold faults. As shown in table 4.13, the degree of important was quite
spread out from "Least important" to "Most important". Data showed that there were 25
respondents (34.7%) and 11 respondents (15.3%) who agreed that knowledge of mold
and mold faults were important and most important. However, there were 11 respondents
(15 .3%) and a few respondents think that it was fair and less important.

Frequency
Valid

Percent

Valid Percent

Cumulative
Percent

Least important

2

2.8

2.8

2.8

Less important

4

5.6

5.6

8.3

Fair

11

15.3

15.3

23.6

Somewhat Important

19

26.4

26.4

50.0

Important

25

34.7

34.7

84.7

Most important

11

15.3

15.3

100.0

Total

72

100.0

100.0

*

iH

Fi..

*

4.3.3 The perceived level of supervisors' technical skills. From table4.14, the
means of"Perceived level of supervisors' technical skill" was 3.37 which was equivalent
to the rating scale of "Slightly disagree." Moreover, the mean for all of statements fall
into the rating scale of"Slightly disagree." As the result, the mean represented that the
respondents had the negative perception on the technical skills of the supervisors.
Especially, the statements of "Learn and practice skills only from working/experience"
and "Problem-solving skill", which were the two least means, showed the mean of 3 .15
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and 3.25 respectively. These means indicated that respondents perceived the learning
skill and problem solving skill of supervisors needs more improvement and development.

N

Mean

Std.
Deviation

Rating Scale

72

3.46

1.061

Slightly disagree

72

3.15

1.146

Slightly disagree

Know weakness and how to improve

72

3.29

1.388

Slightly disagree

Always got com pliments about job

72

3.28

1.038

Slightly disagree

Problem solving skills

72

3.25

1.351

Slightly disagree

Work accurately and timely

72

3.42

.915

Slightly disagree

Able to use basic tools/equipments/machines

72

3.47

1.256

Slightly disagree

Make best use of skills at work

72

3.51

.919

Slightly disagree

Demonstrate designate level of technical ski lls

72

3.51

1.151

Slightly disagree

Enough techni cal skills
Learn and practice skills only from
working/experience

Total

,,,<q.

72

Slightly disagree

SI I

4.3.4 Technical skills acquirement. According to the data from table 4.15 , the
respondents perceived that there were four important technical skills that supervisors
should acquire. These important four technical skills were "Proper use of tools and
equipments," "Parts inspection and standard skill," "Analyzing mold faults and machine
problem," and "Techniques and specifications ofraw materials", which had the mean of
5.10, 4.78, 4.71 and 4.43 respectively. As the result, the research can interpret that proper
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use of tools/equipment, parts inspection and standard skill and technique and
specifications of raw material were very useful skills in order to perform job well.

Std.
N

Mean

Rating Scale

Deviation

72

4.17

.904

72

4.43

1.019

Important of mold installation skill

72

3.37

1.326

Fai

Important of mold maintenance skill

72

3.21

1.233

Fai

Important of setting machine parameter skill

72

3.44

Fair

72

5.01

Important

72

4.78

Important

72

4.71

Important

Important of specification of machines
Important of technique and specifications of raw

Somewhat important
Important

materials

Important of proper use of tools and equipme nt
skill
Important of parts inspection and standard skill
Important of analyzing mold faults and machine
problems

I.

72
L

INCIT

As seen from the table 4.15, the researcher would like to give more detail in each
of technical skills acquirement below. According to table 4.16, there 44.4% or 32
respondents thought that proper use of tools and equipment skill was important for
supervisors and 31 .9% (23 respondents perceive that it was most important. Furthermore,
none of respondents perceived this skill to be less important or least important.
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Cumulative
Frequency
Valid

Percent

Valid Percent

Percent

5

6.9

6.9

6.9

Somewhat Important

12

16.7

16.7

23.6

Important

32

44.4

44.4

68.1

Most important

23

31.9

31.9

100.0

Total

72

100.0

100.0

Fair

Besides, the skill mentioned above, the skill of parts inspection and standard skill
also should be obtained by supervisors. According to table 4.17, there are 57 % or 41
respondents perceived that parts inspection and standard skill was important and a most
important skill for supervisors to have. There were 12 respondents (16.7%) indicating
somewhat important factor for the skill. Again, there was no respondents thinking that
this skill was less important or least important.

Table4.17 Parts Inspection and Stan.dardSkiU..
Cumulative
Percent

Frequency
Valid

Valid Percent

Percent

4

5.6

5.6

5.6

Somewhat Important

27

37.5

37.5

43 .1

Important

22

30.6

30.6

73.6

Most important

19

26.4

26.4

100.0

Total

72

100.0

100.0

Fair
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Last but not least, table 4.18 indicated that technique and specification of raw
materials was somewhat important for supervisors to have, numbering 33.3% or 24
respondents, and 30.6% or 22 respondents thought that the skill was important. However,
there was 1.4 % or one ( 1) respondent who perceived this skill to be less important.

:• '.'·'.'·;'

Cumulative
Frequency
Valid

Less important

Percent

Valid Percent

Percent

1.4

1.4

1.4

Fair

13

18.1

18.1

19.4

Somewhat Important

24

33.3

33.3

52.8

Important

22

30.6

30.6

83.3

Most important

12

16.7

16.7

100.0

Total

72

100.0

100.0

~
4.3.5 The perceived level of supervisors' communication skills. The table 4.19
indicated that respondents had slightly-disagree perception o the level of supervisors '
communication skills, which was the mean of 3.24. The highest mean was 3.49 which
represented the statement of "Provide information directly to subordinates"; however, the
mean still fell into the rating scale of "Slightly disagree." The lowest mean was 2.79
(slightly disagree), representing the statement of"Subordinates usually share their
feedback/comments." As a result, the researcher interpreted that there were more
improvements and developments for supervisors on communication skills.

'rl't'EASSUl\:IPTION UNIVERSITY LffiRAl?:V

83

N

Mean

Std .
Deviation

Rating Scale

Assigning work by verbal communication only

72

3.33

1.278

Slightly disagree

Always communicate with subordinates

72

3.47

1.222

Slightly disagree

Openly communicate with subordinates

72

3.19

1.440

Slightly disagree

Encourage subordinates to express ideas/opinions

72

3.18

1.314

Slightly disagree

72

2.79

1.363

Slightly disagree

72

3.24

1.316

Slightly disagree

Use proper choice of words

72

2.83

1.501

Slightly disagree

No emotional involved when communicating

72

3.19

1.307

Slightly disagree

Pay attention to subordinate's words

72

3.35

1.235

Slightly disagree

Respect subordinate's ideas and opinion

72

3.21

1.020

Slightly disagree

Clearly communicate thoughts or opinions to others

72

3.19

1.450

Slightly disagree

Know what to say, when to say, and how to say it

72

3.14

1.532

Slightly disagre

Know clearly of job respons ibilities

72

3.44

1.277

Slightly disagree

Communication flow between superiors, colleagues, subordinates

72

3.32

1.320

Slightly disagree

Information comes mostly from immediate supervisor

72

3.07

1.304

Slightly disagree

Provide information directly to subordinates

72

3.49

1.126

Slightly disagree

72

3.07

1.214

Slightly disagree

72

3. 10

1.302

Slightly disagree

72

2.97

1.321

Slightly disagree

Able to provide clarification when subordinates need

72

3.44

1.423

Slightly disagree

Always provide comments/feedback to subordinates

72

3.28

1.396

Slightly disagree

72

3.24

E

Subordinates usually share their feedback/comments
Listen and exchange information with subordinates

Only give comments/ideas promptly when asked

0

A

Notice when subordinates are in difficult situation
Always give evaluation/feedback after completing tasks for
improvement

Total

1~

Slightly disagree
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4.3.6 The comparison of the perceptions on three supervisors' competencies
between supervisors and staff. According to table 4.20, the data represented the
different perceived level of supervisors' technical knowledge between staff and
supervisors (leaders and inspectors). The table indicated that the overall mean of staff on
technical knowledge was lower than leaders and inspectors, numbering 3.30, 4.39 and
4.49 respectively. In eight (8) out of nine (9) statements, the mean from staff was lower
than the mean from leaders and inspectors. As a result, the researcher concluded that staff
had slightly-disagreed perception on supervisors' technical knowledge, and should have
more improvement and development in this area. On the other hand, both leaders and
inspectors perceived themselves to have agreed perception.

f,RIE(

AB

CrT
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Mean
Enough technical knowledge
Transfer technical knowledge

Supervisors

Staff

Technical Knowledge

Ratin Scale

Mean

2.88

Slightly disagree

4.50

3.17

Slightly disagree

4.00

3.05

Slightly disagree

4.50

Leaders
Ratin Scale
Agree
Slightly agree

Mean

Ins ectors
Ratin Scale

4.60

Agree

4.60

Agree

Learning new things and
improving

4.80
Agree

Agree
Different usage/specification
of raw material
Apply different solutions

3.37

3.33

Slightly disagree

Slightly disagree

3.00

Slightly
disagree

3.40

Slightly disagree

4.50

Agree

4.40

Agree

Keep up with current
developmenUtrends

2.97

Slightly disagree

4.50

Agree

4.60

Agree

3.83

Slightly agree

4.50

Agree

4.80

Agree

Knowledge of basic
tools/equipments/machines

El,

Demonstrate designate level
of technical knowledge

3.63

Slightly agree

5.00

Agree

4.80

Agree

3.47

Slightly disagree

5.00

Ag ree

4.40

Agree

3.30

Slightly
disa ree

4.39

A ree

4.49

A ree

Enough and necessary
training and development

Total

Furthermore, the table 4.21 indicated that there was a bit difference on the
perception of supervisors' skill between staff, leaders and inspectors, which having the
mean of 3.17 (slightly disagree), 4.17 (slightly agree), and 4.44 (agree) respectively.
Although there was a small difference in the range between the three means, the needs for
training and development plan for technical skills was still a must.
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Supervisors
Staff
Technical Skills
Leaders
Mean
Enough technical skills

Ratina Scale

Mean

lnsoectors
Mean

Ratina Scale

3.22

Slightly disagree

5.00

Ratina Scale
Agree

4.60

Agree

2.98

Slightly disagree

4.00

Slightly agree

4.00

Slightly
agree

Learn and practice skills only
from working/experience

~

Know weakness and how to
improve

Always got com pliment about job
Problem solving skills
Work accurately and timely

JI ....

2.93

Slightly disagree

5.50

Strongly agree

5.00

Agree

3.07

Slightly disagree

4.00

Slightly agree

4.40

Agree

4.40

Agree

3.05

Slightly disagree

3.50

Slightly
disagree

3.27

Slightly disagree

4.00

Slightly agree

4.20

Slightly
agree

3.30

Slightly disagree

4.00

Slightly agree-

4.40

Agree

3.37

Slightly disagree

3.50

Slightly
disag ree

4.40

Agree

3.32

Slightly disagree

4.00

Slightly agree

4.60

Agree

4.17

Sliahtlv aaree

4.44

Agree

Able to use basic
tools/equipments/machines
Make best use of skills
Demonstrate designate level of
technical skills

Total

.
"r _o

..

(

3.17

Slightly
disagree

°"'
Lastly, in relation to table 4 .22, there was a slightly difference in the perception of
supervisors' communication skills between staff, leaders and inspectors. Staff perceived
the supervisors' communication skill to be slightly disagreed with the mean of 3.05,
while both leaders and inspectors perceived themselves to be slightly agreed on
communication skills with the mean of 3.94 and 4.27 respectively. As the data shows,
supervisors would perceive themselves to have higher skills than the staff would perceive
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as it was shown from the higher mean of supervisors in all statements. Especially from
the statement of "Subordinates usually shares their feedback/comments," "Use proper
choice of words" and "Always give evaluation/feedbacks after completing task for
improvement", there were quite different perceptions between staff, leaders and
inspectors. Staff seemed to perceive quite negatively for the statements, while supervisors
perceived very differently .
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Table4.22
Conr('.latis0n
between Cµrrent
·· .
.
. -~ - ofthe 'P.. erception
·:·.
":· : · · ··
:

.. .
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. •.

Skills
.:·

:

.\

Inspectors

Leaders
Mean

... .. . . .

Supervisors

Staff

Communication skills

··;

positioti~an
CommunicatiOn
.
··• .:
,·:
.. : . . ::•..,: :

Rating Scale

Rating Scale

Mean

Rating Scale

Mean

5.00

Agree

4.60

Agree

5.50

Strongly
agree

5.00

Agree

5.00

Agree

5.20

Agree

5.00

Agree

5.40

Strongly agree

Assigning work by verbal communication

3.07

only
Always comm unicate with subordinates
Openly communicate with subordinates

3.15
2.80

Slightly
disagree
Slightly
disagree
Slightly
disagree

Encourage su bordinates to express

2.75

ideas/opinions
Suborinates usually share their
feedback/com ments

Slightly
disagree

r

'~

'<

2.47

Disagree

4.50

Agree

4.40

Agree

2.87

Slightly
disagree

5.50

Strongly
agree

5.00

Agree

2.48

Disagree

4.50

Agree

4.60

Agree

2.97

Slightly
disagree

4.00

Slightly agree

4.40

Agree

3.07

Slightly
disagree

4.50

Agree

4.80

Agree

2.97

Slightly
disagree

4.50

Agree

4.40

Agree

Listen and exchange information with
subordinates
Use proper choice of words
No emotional involved when
communicating
Pay attention to subordinate's words
Respect subordinate's ideas and opinion

88

Clearly communicate thoughts or opinions

2.85

Slightly
disagree

4.50

Agree

5.00

Agree

2.78

Slightly
disagree

4.50

Agree

5.00

Agree

3.10

Slightly
disagree

5.00

Agree

5.20

Strongly agree

3.03

Slightly
disag ree

4.50

Agree

4.80

Agree

2.98

Slightly
disagree

4 .00

Slightly agree

3.40

Slightly disagree

3.38

Slightly
disagree

4.00

Slightly agree

4.00

Slightly agree

2.98

Slightly
disagree

3.00

Slightly
disagree

3.60

Slightly agree

2.93

Slightly
disagree

3.50

Slightly
disagree

4.00

Slightly agree

2.65

Disagree

4.50

Agree

4.60

Agree

3.25

Slightly
disagree

3.50

Slightly
disagree

4.60

Agree

Slightly
disagree

4.20

Slightly agree

4.27

Slightly agree

to others
Know what to say, when to say, and how

to say it
Know clearly of job responsibilities
Communication flow between superiors,
colleagues, subordinates
Information comes mostly from immediate
supervisor

·-

Provide information directly to
subordinates
Only give com ments/ideas promptly when
asked
Notice when subordinates are in difficult
situation
Always give evaluation/feedback after
completing tasks for improvements
Able to provide clarification when
subordinates need
Always provide comments/feedback to

,

C' I

3.12

subordinates
Total

3.05

Slightly
disagree
Slightly
disagree

3.50

3.94

Slightly
agree

4.4 Interview Results - Content analysis
The results of interview came from interviewing five (5) managements, which
included one (1) managing director, one (1) division manager, one (1) department head,
two (2) shift heads and 12 supervisors. The interview had three (3) parts which were
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overall production line, overall competencies and each competency, and technical
knowledge and skill required. The interview results were analyzed by grouping similar
answer into themes. The following table showed content analysis of interview results.

Overall production

Technical Knowledge

j

Themes

Themes

·Shortage of labors
•Turnover rate
·Supervisor and staff relationship
·Inconsistent work performance
•Standard evaluation
•Working condition

!•Not enough knowledge
l •Raw materials
·Machine breakdown
j •Part and orders for new products
•More trainings

I
I

I
Technical Skills
Themes

!

Communication Skills

I Themes

•Self-learning and peer teaching
•No documents for work process
•Coach and teach staff how to work
•Solve problem at hand

Jf7~
fl , 1

II

·Less communication from
management to staff
·Participati_on level in meeting
1 •Inappropriate use of words :
1
supervisors to staff
•Emotional involved
•Less feedback for improvement
j •Overlapping command

II
I

Table 4.23 Content Analysis oflnterviewResults

4.4.1 Overall production line. According to the interview with management and

supervisors regarding overall production line, the production line had several problems
occurring at this time. One issue concerned the shortage oflabors, especially daily
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workers in the production line. The number of daily workers was quite fluctuated.
Sometimes people come to work for one day and they do not show up anymore. The
turnover rate had also gone up from last year, for example the Division manager stated
"Turnover rate of this year is already up to 9%, which is much higher than last year of
3% turnover rate." Some interviewees were also concerned about the interpersonal
relationship and communication flow between supervisors and staff, which could cause
difficulty in work process and other problems. One shift head said "Sometime I got
complaints from staff saying that her supervisor was rude to her and did not listen to her
explanation" and " I want the atmosphere to be more friendly and staff can feel at ease
and comfortable to talk to their supervisors." These two statements from shift head were
good evidences for the concern ofrelationship and communication mentioned above.
Another is~me was about the inconsistency of the work performance in the middle
level staff, for example, some months the cycle time could achieve the target, but some
months time was mucjl higher than the target time, which could affect the delay in
production and also pile the work.

c: 1

r

i: 1 0 "- 0

Moreover, a standard evaluation was not yet established to use for screening and
promoting staff to the upper level. According to the division manager and department
head, supervisors were promoted based on experience and opportunity only. The division
manager stated "We don't have a clear standard evaluation to promote people yet because
sometimes we want the inspectors right away, so we just select persons that we think are
the most suitable ones." An example was that some staff got promoted to be inspectors
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after working for only one (1) or three (three) months. Lastly, the working conditions and
environment was another point of concern.
Although most interviewees said that the working conditions were better because
of implementing SS and KAIZEN, there were more areas to improve such as floor, heat,
space, and cleanliness.

4.4.2 Competencies - Tecbnical knowledge. From interviewing, most of
interviewees believed that the current technical knowledge is not enough. When asked
about their perceived level of technical knowledge, most interviewees gave themselves
about 5-7 points out often points. Currently, supervisors only were required to have
knowledge about basic work process, and standardize of parts. However, most of
interviewees would like to have more technical knowledge, for example specification and
usage of different plastic, basic solutions for machine breakdown, safety regulations,
orders and parts specification including new orders, parts faults, and QC work process.
The reason, for instance, was that if they had more knowledge about plastics, when they
saw the wrong plastic being used, they could detect it before the production started. As
one supervisors mentioned "If I know more about plastics, I can stop the process when I
see wrong plastics being used for the order. Otherwise, we have to wait until the end of
production and redo again, wasting a lot of time and it also builds up the workload."
Currently, the preparation of plastic was the responsibility of another department, so
supervisors did not know whether the right plastic was being used on the machines. As
for basic solution of machine breakdown, they would like to be trained more so that they
can solve it firsthand without wasting time to wait for technician.
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When asked about training program, interviewees said that they would like to be
able to choose which training topics they would like to attend and staff should have
opportunity to attend the training as well. One of supervisors said "Staff do not get to
attend some training such as HACCP or GMP, so when I tell them to put hats on relating
to the HACCP rules, staff does not listen to me because they do not think that it is a
serious issue. Then, I get complaints from my supervisors when there is hair falling in the
food package products."

4.4.3 Competencies -Technical skills. Most ofrespondefl1:s felt that they
obtained their technical skills from the work experience and on the job training only.
When the researcher probed questions further, respondents answered that they were
taught how to work by the previous supervisors or their peers as they said "I was taught
how to observe and detect wrong parts from other supervisors. She shows me the
working process then I just follow. Ifl did it wrong then she would tell me and correct
it." There was not a documentation to explain the work process or to refer to. Moreover,
one supervisor also stated "Each person has their own way of working, therefore, when I
teach a new supervisor it could be different from other su ervisors. It depends on each
person's skills." According to these previous statements from supervisors, it was even
more essential to develop technical skills of supervisors to the certain and establish
standard. Since the company adopted the mentoring system for the production
department, it was more necessary to develop and improve the technical skills for
supervisors. Most of interviewees gave themselves 6-8 points out often points. As a
result, technical skills that supervisors should obtain more were not about how to do the
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work only, but on how to help others to perform well also. Moreover, the majority of
employee in production line had limited education (see table 4.3). It was essential to
provide training programs that facilitate their work. These technical skills were
appropriate use of tools/equipments/machine, working process, problem solving skills,
coaching skills, leadership skill and observation skills.

4.4.4 Competencies - Communication skills. Communication skills were
concerns, which both management and supervisors mention. One concern was that there
was not enough communication within the department. There was no communication
between management to staff level. According to the interview, the researcher found that
there were only two meetings per month in the production line. The meeting would take
place only when they were changing shifts from day shift to night shift. Moreover, the
meeting would only include department head, heads of technicians and shift heads.
Supervisors, both leaders and inspectors, and staff were not including in the meeting.
Therefore, they would not be infonned on the work plan, work progression, or existing
issues or concerns during the moments. An example was when one shift head said "The
meeting includes only upper level people, inspectors, leaders and staff are not included,
so they do not know what is happening. I think they should be a part of this to share ideas
or give comments as they are the front line people of production who actually see what is
really going on in the process." Another statement from supervisor was "I think
communication and information do not spread out enough. Only a few people know and
for people who do not know, they make mistakes and it becomes their faults."
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For the communication competences, all management members responded that
supervisors had little communication competence. They would receive complaints from
staff about supervisors' inappropriate use of words, for example, Division manager said
"According to employee satisfactions survey, many staff said that their supervisors do not
listen to them, sometimes scold them and use bad words". Many interviewees felt that
sometimes they do not know how to talk or say to staff and sometimes get emotionally
involved in the conversation.
Another concern was the feedback process in communication skills, for example,
when the staff made mistakes, there was no feedback, correction or explains about the
root causes from supervisors. One shift head stated "I think supervisors do give feedback
to staff when they do something wrong, but not very often enough, and the mistakes
would keep repeating the same mistakes." Supervisors would only tell staff to redo it but
do not give explan ation about the cause, how to solve it or how to prevent it from
happening again. As a result, staff would not know which point to correct, and later could
lead to the same mistakes and increase work process.
Lastly, the flow of communication was another concern. An example was that
when staff had problems or questions, they would go to shift head instead of consulting
with their immediate supervisors (leaders or inspectors) and it could lead to overlapping
of command. Also, sometimes respondents would receive different orders and
instructions from different supervisors and they do not know who to follow, which could
lead to misunderstanding and work errors. One supervisor, for example, stated "There are
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many supervisors here, but I do not really know who my real supervisor is, neither do the
staff."
When the researcher asked about what good communication should be, all
respondents said that it should be both verbal documented and communication, formal,
and informal communication. The lower level staff should be able to suggest and respond
to the upper level staff. Staff should be treated with respect and dignity.

4.4.5 Technical knowledge and technical skills required. Another part of the
interview included which technical knowledge and technical skills interviewees think that
supervisors should obtain, representing in the following table. The researcher had
grouped similar content from interviews into the table as follows.
ROr1t

LA

CIT
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Topics

Raw materials
1. Plastics

Manufacturing
process
1. Working process

Technical
knowledge
- specification for
each group of
plastic
- factors
contributing to
machine
parameter
2. Order and parts
specification for
new and existing
products

- QC process

- Ordering and
planning process

Machines

Molds

1. Types of
injection and blow
molding machines

1.Basic knowledge
of molds types

2. Machines
maintenance

2. Knowledge on

Mentoring
system

mold/part faults

3. Standard
solution for
machine
breakdown

2. Safety
regulations
3. Certified
standards

- ISO 9001 :2008
-GMP
- HACCP
-TIS
-Q MARK

Technical
skills

1. Techn iques and
application of
different plastic for
different products

1. Usage of
appropriate
tools/equipments

2. Solution from
mixing wrong
materials

2. Analyze
problems from
machines, parts and
process

s

1. Specification of
injection and blow
molding machine

1. Detect parts
inspections and
standards

1. Observation
skill

2. Standard
solution for mold
faults

2. Coaching skill

3. Leadership

Lastly, the researcher had combined the results from questionnaires and the
results from interviews in terms of of technical knowledge and technical skill required,
the table below represented five (5) main areas such as raw materials, manufacturing
process, machines, molds and mentoring system and sub topics for supervisors' technical
knowledge and technical skills .
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Raw materials

Topics

1. Plastics

Manufacturing
process
1. Working process

Technical
knowledge

Machines
1. Types of
injection and blow
molding machines

1.Basic knowledge
of molds types

- Specification for
each group of
plastic

- QC process

2. Machines
maintenance

2. Knowledge on
mold/part faults

- Essential
specification for
each group of
plastic

- Ordering and
planning process

3. Machine safety &
egulations

3. Standardization

- Factors
contributing to
machine parameter

- On-the-job training
for new staff

4. Standard

2. Order and parts
specification for
new and existing
products

2. Safety regulations

solution for
machine
breakdown

Technical
skills

of parts

o~

~
,_,

-

3. Certified
standards
9001 :2008
-GMP
-HACCP
-TIS
-Q MARK

Mentoring
system

Molds

- ISO

r-

~

1. Techniques and
application of
different plastic for
different products

1. Usage of
appropriate
tool s/equipments

1. Specification of
injection and blow
molding machine

1. Mold installation

1. Problem solving
skill

2. Solution from
mixing wrong
materials

2. Analyze problems
from machines,
parts and process

2. Setting machine
parameter for each
products

2. Detect parts
inspections and
standards

2. Coaching skill

3. Standard

3. Leadership

solution for mold
faults

4. Observation
skill

In surn, the survey questionnaire results revealed the perceived level of
supervisors' competencies in term ofteclmical knowledge, teclmical skill, and
communication skills, including the different perception of each competency between
supervisors and staff. Additionally, the interview also gave a deeper insight on how
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management and supervisors perceive the overall production line, competencies, and
future competencies needs for supervisors.
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Chapter Five
Summary, Conclusions and Recommendations
Chapter 5 consists of the summary of the study, its conclusions and
recommendations of CR Plastic Co., Ltd. based on the findings of the research. Lastly,
the recommendations for further study are also included.

5.1 Summary
The research study conducted, focused on the supervisors' competencies in terms
of technical knowledge, technical skills and communication skills of the CR Plastic Co.,
Ltd. The research study collected data from management, supervisors and staff in the
production line by using many data collection techniques. After that data was analyzed to
find the perceivea level of all three (3) competencies, and to develop the OD intervention
that will most suitable with the company.
Follow is the summary of all the findings, starting with demographic profile of all
respondents, and perception of supervisors' competencies.
5.1.1 Demographic profile. The respondents of this study were supervisors and
staff in the production line of CR Plastic Co., Ltd. There were a total of 72 respondents
and the response rate was 100%. The number of female respondent was slightly higher
than the number of male respondents with 54.2% or 39 of female respondents and 45 .8%
or 33 of male respondents. According to the findings , gender had no significance in
performing work in the production line. About 79.1 % or 57 respondents were in the age
below 25 years old numbering 45.8%. This represents that production line was filled with
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young people in the department and had more opportunity to develop and improve its
staff. The majority of the respondents obtained their highest education from high school,
represented 75% or 54 respondents, which showing that education was not significant in
the production line and staff could be improved by in-house training.
The demographics about working duration indicated that there were 43
respondents or 59.7% had been working with this company for only six (6) months to one
( 1) year. This data showed that as years of working duration increase, the number of staff
decrease, which could be interpreted that most staff leaves company after a couple years,
and company has to hire and train new staff constantly. All supervisors were promoted
from the lower level or from being a staff (see table 4. 7). According to the results, there
were five (5) inspectors who were promoted after working for only six (6) months to one
(1) year,

wh~ch

indicated that there was no significance in years of working duration and

acquires position.
5.1.2 The current situation of the company and production line. According to
the collected data, the overall situation of the company and production line was better
than five (5) years ago when they moved to the curr€nt loca ion, for example the working
condition and environment was improved by implementing 5S and KAIZEN. However,
there were some concerns that were mentioned from management, and supervisors which
should be considered. These concerns were shortage of daily labor, inconsistent work
performance in middle level staff, and lack of standards for evaluation for promoting.
5.1.3 Perception of supervisors' technical knowledge. The results of the
questionnaires on the perceived level of supervisors' technical knowledge concluded that
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supervisors are perceived to have quite low technical knowledge to perform their job.
They could not keep up with current development or trends, and do not have opportunity
to learn new things and improving themselves. The finding also related to the findings
from interviews that supervisors should have more technical knowledge so that they can
help facilitate their work more easily. Moreover, there is different in perceived level of
technical knowledge among supervisors and staff (table 4.20). Lastly, interviewing with
management revealed that there is no standard evaluation or assessment for screening and
promoting staff to become supervisors.
Based on the analysis of both quantitative and qualitative data, the findings
confirm the technical knowledge that supervisors in CR Plastic Co., Ltd. should acquire.
The technical knowledge are in total of 16 topics and grouped into four (4) categories,
which are raw materials, manufacturing process, machines, and molds (table 5.1 ). The
technical knowledge on raw materials are 1) Specification for each group of plastic, 2)
Essential specification for each group of plastic, 3) Factors contributing to machine
parameter, and 4) Orders and parts specification for new and existing products. The
technical knowledge on manufacturing process includes 1) Quality control process, 2)
Ordering and planning process, 3) On-the-job training for new staff, 4) Safety regulation,
and 5) Certified standards. Then, technical knowledge on machine are 1) Types of
injection and blow molding machines, 2) Machines maintenance, 3) Machine safety and
regulation, and 4) Standard solution for machine breakdown. Lastly, technical knowledge
on molds includes 1) Basic knowledge of mold types, 2) Knowledge on mold/part faults,
and 3) Standardization of parts.
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5.1.4 Perception of supervisors' technical skills. The results on the perceived
level of supervisors' technical skills concluded by showing that all respondents feel the
need to improve and develop supervisors more technical skills. Supervisors and staff
have different perceived levels toward supervisors' technical skills as shown in table
4.21. Moreover, as same as technical knowledge, there is no clear standard competency
used for considering promotion.
According to the data, showing slightly-disagree factor, from questionnaires and
data from interviews, there are nine (9) technical skills that supervisors should acquire.
These nine (9) skills are 1) Techniques and application of different plastics for different
products, 2) Solution from mixing wrong materials, 3) Usage of appropriatetools/equipment, 4) Analyze problems from machines, parts, and process, 5)
Specification of injection and blow molding machine, 6) Setting machine parameter for
each product, 7) Mold installation, 8) Detects parts inspection & standards, and 9)
Standard solution for mold faults (table 5.1 ). However, the job responsibility and duty of
supervisors do not only focus on the work process, but it also includes mentoring and
coaching their subordinates to perform the job more effectively. Therefore, there are
more skills, which should be included for supervisors. These skills include problemsolving skill, coaching skill, leadership skill, and observation skills.
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Topics

Raw materials
1. Plastics

Manufacturing
process
1. Working process

Technical
knowledge

Machines
1. Types of
injection and blow
molding machines

1.Basic knowledge
of molds types

- Specification for
each group of
plastic

- QC process

2. Machines
maintenance

2. Knowledge on
mold/part faults

- Essential
specification for
each group of
plastic

- Ordering and
planning process

3. Machine safety &

3. Standardization
of parts

- Factors
contributing to
machine parameter

- On-the-job training
for new staff

4. Standard

2. Order and parts
specification for
new and existing
products

2. Safety regulatio ns

regulations

Mentoring
system

Molds

solution for
machine
breakdown

3. Certified
standards

- ISO

9001:2008
-GMP
-HACCP
- TI S
- 0 MARK

Technical
skills

1. Techniques and
application of
different plastic for
different products

1. Usage of
appropriate
tools/equipments

1. Specification of
injection and blow
molding machine

1. Mold installation

1. Problem solving
skill

2. Solution from

2. Analyze problems
from machines,
parts and process

2. Setting machine

2. Detect parts
inspections and
standards

2. Coaching skill

3. Standard
solution for mold
faults

3. Leadership

mixing w rong
materials

parameter for each
products

4. Observation
skill

5.1.5 Perception of supervisors' communication skills. The results from

questionnaires and interviews concluded that supervisors lack communication skills. The
lack of communication skills could be generated by one-way communication, low in
supervisors' communication competence, lack of evaluation or feedback session, and
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inaccurate flow of communication, which has the lowest means of2.79, 2.83, 2.97, and
3.07 respectively, as shown in questionnaire result (table 4.19) . Having a good
communication skill would prevent the misunderstanding and create mutual respect and
trust among supervisors and staff. It is an important and necessary factor for the company
since supervisors are the front line of the management who directly contact and make an
impact with daily staff. As a result, the company shoul concentrate on building the
communication skills for supervisors in order to help facilitate work more easily and
more effectively.

5.2 Conclusions
The research study focuses on the study of supervisors' competencies at CR
Plastic Co., Ltd. The research objectives are to find current situation of the production
line and the current situation of the supervisors' competencies. Moreover, the perceived
level of supervisors' technical knowledge, technical skills and communication skills are
attempted to define. According to the results 1 the objectives of the studies are
accomplished and being described as following.
The survey questionnaires and interviews on perception of supervisors'
competencies had revealed that there is a negative perception on supervisors'
competencies and there is a necessity to develop the competency standard for technical
knowledge and technical skill, and improve each competency. There are 16 topics of
technical knowledge that supervisors should be aware of Additionally, there are nine (9)
topics of working process and additional four (4) soft skills for supervisors' technical
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skills. Lastly, there are four (4) areas of communication skills, which should be brought
up and make an improvement.
In conclusion, by being aware of the perceived level of competencies, and
establishing the competency standard, the company would be able to recruit and promote
the right person into the supervisory position. Moreover, training and development
program would be developed based on the standards and assessments to help increase the
capability and competencies of each supervisor. Eventually, the company believes that
performance of supervisors and relationship between supervisors and subordinates would
improve and increase the chance to reach the company's goals.

5.3 Recommendations
5.3.1 Recommendations to CR Plastic Co., Ltd. As a part of the study, the
researcher would like to make additional recommendations to CR Plastic Co., Ltd. based
on the findings and summary of supervisors' competencies. The following OD
interventions are designed to help the company in the area of supervisors' technical
knowledge, technical skills and communication skills.

5.3.2 Proposed OD interventions on supervisors' technical knowledge. As the
results revealed that supervisors do not have enough technical, showing the slightlydisagree factor, as well as no established standard evaluation and knowledge assessment.
Therefore, the following proposed OD interventions for supervisors' technical knowledge
would include 1) Mapping technical knowledge needed for supervisors, 2) Set clear
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standard for technical knowledge, 3) Develop tools for knowledge assessment, 4) Provide
knowledge training in 4 categories, and 5) Test technical knowledge periodically and
randomly. The figure 5.1 shows the process of proposed ODI.

• Mapping Technical knowledge needed for
supervisors
• Set clear standa rd for t echnical knowledge
• Develop tools for knowledge assessment
• Provide knowledge training on 4 Ms for
supervisors

l

• Test technical knowledge periodically and
randomly

1

Fi~e 5.JProcess ofPrQposed ODI for Technical Knowledge :
LAB

NCIT

The expected outcomes for all five{ 5) OD interventions are to enhance
knowledge and obtain same level of knowledge among supervisors, to be able to recruit
and promote the right person into supervisory level and HR can provide suitable training
program based on the technical knowledge map and assessments. Table 5.2 shows the
pre-ODI, proposed ODI and expected outcomes of technical knowledge.
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Pre-ODI
Technical Knowledge
•

Not enough knowledge

•

Mapping technical

•

Recruit and promote the

on raw material,

knowledge needed for

right person for

machine, and

supervisors

supervisory level

manufacturing process
•

•

•

Set clear standard for

•

Enhance the knowledge

Different perceived

technical knowledge

and obtain same level of

level of knowledge

Develop tools for

knowledge among

among supervisors

knowledge assessment

supervisors

No establish knowledge

•

Provide knowledge

•

HR can provide suitable

assessment for

training about raw

training v rogram based

supervisors

materials, machine, and

on the assessment.

manufacturing process

r-

for supervisor
Test technical

I.

knowledge periodically
and randomly

l=-

~

Step 1: Mapping technical knowledge needed for supervisors
Objective:
Mapping the technical knowledge would be a basis for being aware and
acknowledge of the important competencies required for the supervisory level. As a
result, it can be used for the first step screening of supervisors.
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Description:
According to the study, technical knowledge is grouped into four (4) categories,
and a total of 16 topics. The following figure represents the technical knowledge mapped
by categories.

'

.

'

Machines

Expected outcomes:
The technical knowledge map, which contains important and necessary topics for
supervisors, which can be used for both HR and Production Division.
Participants: 1. Production Division Manager
2. Head of Production Department
3. Human Resources
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Step 2: Set clear standard for technical knowledge
Objective:
Setting clear standards for each topic of technical knowledge would establish the
required proficiency level of technical knowledge for supervisors. As a result, the
upervisor knows what company expectation and they can see significance in each topic.
Furthermore, they can set priorities of all topics and understand which topics are most
important and which are less important.

Description:
The profi ciency level would be developed based on the level of knowledge and
the ability to transfer technical knowledge to others. The proficiency level is shown as

,...

follows:
Table 5.JProficiencx,~evel forTechnical Knowledge _

Proficiency Level

*

Description
Novice

2

Basic

3

Competent

4

Advance

5

Expert

At this point, production division manager and his team should consult each other
and set require proficiency level for each topic of knowledge.

110

Expected outcomes:
The expected outcome is the technical knowledge map and clear standard tool
which can be used to assess each supervisor's technical knowledge level and the required
proficiency level (see Appendix G).
Participants: I .Production Division Manager
2. Production Team

Step 3: Develop tools for knowledge assessment
Objective:
Developing tools for assessing technical knowledge of supervisors would help
supervisors to understand and be conscious of their own knowledge level on specific
topics. Consequently, supervisors will know their strengths and their weakness for the
improvement.
Description:

ABO

NCIT

The knowledge assessment would be developed based on four (4) categories that
include 16 topics. This assessment could be used before recruiting or promoting someone
into supervisory level or periodically to see improvement or current level throughout
supervisor's working duration. Consequently, results from assessment can be used to
compare with the required proficiency level and design the most suitable training
program to enhance more knowledge and to work more successfully.
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Expected outcomes:
The technical knowledge assessment tool is developed as a measurement for
supervisors' technical knowledge. It can also act as a basis for creating training programs.
Participants: 1. Production Division Manager
2. Head of Production Department
3. Human Resources

Step 4: Provide knowledge training on 4Ms for supervisors

~

,J..

Objective:

The objective for knowledge training is to enhance and increase higher level of
technical knowledge for supervisors. The participants can bring what they are train for to
apply into their real work and are more confident in working. Moreover, with higher level
of technical knowledge, participants can assist colleagues or subordinates to perform their
work better.
Description:

c

'

*

The technical knowledge training would be designed based on the four (4)
categories, which require technical knowledge. The following table represents training
programs and facilitators of each program.
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• Specification for each
group of plastic
• Essential specification for
each group of plastic
• Factors contributing to
machine parameter
• Order and parts
specification for new and
existing products
• Quality control process
• Ordering and planning
process
• On-the-job training for new
staff
• General safety regulations
• Certified standards

•
•
•
f:

Molds

•
•
•

Types of injection and blow
molding machines
Machine maintenance
Machine safety regu lations
Standard solution for
machine breakdown
Basis knowledge of molds
Knowledge on mold/part
faults
Standardization of parts

•

•

•

Being aware and
understand specification of
each group of plastic
Obtain more knowledge to
become plastic solution
provider, w hich is consistent
with vision of company
Acknowledge company's
existing and new products
Understands work process
for one's department
Aware of working
relationship between
different department
Increase work performance
as a whole

In-house training
- Head of production
department

Recog nize different type
and application of machines
Able to use machine safely
manner

In-house training
- Head of production
department

lndentify different types of
molds for different process
Recognize mold/part faults

In-house training
- Head of production
department
- Quality management
representative (QMR)

•

In-house training
- Technical department

Expected outcomes:
Level of technical knowledge for supervisors would be increased and could be
applied in real working situations. Furthermore, the training program could create a better
learning atmosphere and improve the relationship between employees from participating
in the workshop together.
Participants: I. Production Division Manager
2. Head of Production Department
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3. Human Resources
4. Quality Management Representative
5. Technical Department person
6. Supervisors (Leaders and Inspectors)

Step 5: Test technical knowledge periodically and randomly
Objective:
The objective of step 5 of OD intervention is to consistently review the level of
technical knowledge for supervisors. As a result, supervisors would keep up with learning

-

new things and improving themselves all the time.

~

Description:

As this point, the knowledge assessment (step 3) would be used to test technical
knowledge of supervisors in each category every six (6) to nine (9) months or randomly
as needed.
Expected outcomes:

*

The expected outcomes are the consistency or higher level of supervisors'
technical knowledge. Additionally, testing could be one factor to motivate learning and
improving the self for supervisors.
Participants: 1. Human Resources
2. Head of Production Department
3. Supervisors
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5.3.3 Proposed OD interventions on supervisors' technical skills. According to
the findings for the technical skills, supervisors should improve and develop more
technical skills in order to perform more effectively, supported by slightly-disagree factor
from questionnaires. Furthermore, the study revealed that there is no clear standard
measurement for technical skills to use for evaluation and promotion. As a result, the
following proposed OD interventions for supervisors' technical skills are 1) Create
technical skills map, 2) Set clear standard for technical skills, 3) Develop tools for skills
assessments, 4) Provide technical skills training programs, and 5) Test general technical
skills periodically and randomly . The following figure shows the process of proposed OD
intervention for supervisors' technical skills.

• Create technical skills map
• Set clear standard for technical skills
• Develop tools fo r skills assessments
• Provide technical skills trai ning programs
• Test general technical skills periodically and
randomly

Figure 5.3 Process of Proposed ODI for Technical Skills
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The expected outcomes for all (5) OD interventions will benefit not only the
production department itself, but also be easier for the human resource department. Not
only the production department would be able to recruit and select the right candidates
with high technical skills for supervisory level, but HR department can also provide the
suitable training programs for them. Moreover, supervisors themselves would know their
current level of technical skills and able to improve their skills to meet the requirement.
Table 5.5 represents the pre-ODI, proposed ODI, and expected outcomes for supervisors '
technical skills.

Table 5.5 Technical Skills

Pre-ODI
Technical Skill
• Not enough technical
skills
• Supervisors do not know
perceived level of their
technical skill
• Has no clear standard
competency of technical
skill

•

•
•

Create technical skills
map
Set clear standard for
technical skills
Develop tools fo r skills
assessment
Provide technical skills
training program
Test general technical skill
eriodicall and randoml

•

Able to recruit and select a
right person for the
supervisory level
Supervisors are aware of
their skills and able to
improve their skills to
meet the requirement
Create learning
environment and culture

Step 1: Create technical skills map
Objective:
By mapping the technical skills needed for supervisors helps to identify the
important skills and necessary skills for the position.
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Description:
In relation to the study, technical skills map consists of five (5) categories, and a
total of 15 topics. The figure 5.4 represents 16 topics for technical skills needed.

·.· · ·~•.. Q~tE?~(parts. ins~~~~i()n~.• anti··~t~pd~r~~

> :.•~ •. Sta6~;;ird stjluti()p>fq~ mold fuult~ .· .·.>• ·.·

• Problem solving skill .
• coaching skill

• L~~Qership skill
• Observation skill

··
'i , <,c~

Figui:e5.4 TecbriiealS kills Map byCategories(5Ms)> ·

Expected outcomes:
The technical skills map contains important and necessary skills for the position
of supervisors in the production line. Each topic supports five (5) main categories which
are raw materials, manufacturing process, machines, molds and mentoring system, and
also related to the technical knowledge map.
Participants: 1. Production Division Manager
2. Head of Production Department
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3. Human Resources

Step 2: Set clear standard for technical skills
Objective:
Setting the required proficiency level of technical skills identify the importance of
each skil. Both supervisors and their superior would know the expectations of each topic.

Description:
The required proficiency level will be set up for each skill, which emphasizes the
important of skills. The required proficiency level is developed based on the ability to
transfer skills to others and ability to execute work. However, for the last category
(Mentoring system) will not be included in the technical skill map form, but they will be
included in the training program to enhance more skills. The reason is that each skill in
mentoring system is already integrated into other nine technical skills. The below table
CIT

represents the proficiency level for technical skills.
Table 5.6 Proficiency Lev~~ fot Technical .Sk:i<\ls

Proficiency Level

Description
Able to transfer or teach skills to others well

2

Well execute and solve problem

3

Work independently or without supervision

4

Work with some guidance or supervision
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Similar to technical knowledge, production division manager and his team would
be responsible for setting requires proficiency for each skill.
Expected outcomes:
Technical knowledge map consisting of required proficiency level of each skill
should be set up so that it can be used as a foundation of supervisors' technical skills. The
form for technical map and required proficiency level is presented in Appendix H.
Participants: 1. Production Division Manager
2. Production Team

Step 3 Develop tools for skills assessment
Objective:
The objective for skills assessment is to be able to measure and evaluate technical
skills of supervisors comparing to the requirement. The skills assessment

ill pinpoint

the gap of skills that should be improve and develop.
Description:

*

The skills assessment will be designed based on nine (9) topics of technical skills.
The format of skills assessment varies depending on topics, for instance it would include
case studies, situation analysis, demonstration, etc.
Expected outcomes:
The skills assessment is developed and being used to screening and promoting
staff into supervisors. However, skills assessment should be constantly modified to suit
current trends and situation.
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Participants: 1. Production Division Manager
2. Head of Production Department
3. Human Resources

Step 4 Provide technical skills training program
Objective:
The objective is to provide suitable technical skills training program, which will
increase the level of technical skills for supervisors.
Description:
The training programs are developed based on five (5) categories of technical
skills map, which are raw materials, manufacturing process, machines, molds, and
mentoring system (table 5.7).

ABO
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• Able to apply different types of
plastics to products.
• Able to fix and solve problem
from mixing wrong materials
• To prevent mistake or wastes

• In-house training
- Head of production
department

• Tools and equipments usage
• Problems analysis and solutions
of machine, parts and pmcess

• Able to choose suitable
equipments/tools for each
order
• Identify and recog nize
symptoms from machines,
parts and process.
• Able to apply solutions to
symptoms

• In-house training
- Head of production
department
Thai-German Institutes

• Specification of injection and
blow molding machines
• Machine parameter

• Identify factors and specific
qualification of machines used
for different products
• Apply and adjust machine
parameter suitable for each
parts/products

• In-house training
- Head of production
department
• Thai-German Institutes

• Mold installation
• Detect pars inspection and
standard
• Sta ndard solution for mold
faults

• Able to install mold correctly
• Screen and pull out incorrect
parts
• Prevent waste time from
repeated work
• Able to handle mold faults
correctly

• In-house training
- Technical department
- Head of production
department
• Outsource training
institutes
- Thai Tool and Die
Association
-Thai-German Institutes

• Decision-making and problem
solving techniques and tools
• Coaching techniques and
methods
• Effective leadership
• Professional supervisory and
leadership skills
• Observation skills in workplace

• Analyze and solve problem
appropriately
• Able to facilitate and provide
solution/guidance to
subordinates in work process
• Understand the role of
effective leadership
• Knows how to delegate,
manage and involve others in
decision-making
• Able to increase awareness
and sensibility of things

• Outsource training
institutes
- Thai-German Institutes
- Thai Tool and Die
Industry Association
- Thailand Productivity
Institutes

plastics
• Standard solution for mixing
wrong materials

Mentoring
. System
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Expected outcomes:
The expected outcome from training is to be aware of the importance of all topics
and how they can affect the work process and increase work performance. Moreover, the
higher level of each technical skill is expected to see in the real workplace.
Participants: 1. Production Division Manager
2. Head of Production Department
3. Human Resource
4. Technical Department person
5. Supervisors (Leaders and Inspectors)
6. Outsource Training Institutes

Step 5 Test general technical skills periodically and randomly
Objective:
The objective is to verify the skills that have been received from training and
implement during the work time continually. Testing periodically and randomly will keep
supervisors in check with the skills that they shou1d obtain and at the same time, it will
reinforce the learning behavior and self-improvement.
Description:
Similar to technical knowledge, the skills assessment (step 3) would be
implemented to assess current skills of supervisors. However, the format of assessment
could be modified based on current situation and topics needed.
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Expected outcome:
Consistency level of skills or higher level of skills is expected to be attained as a
result of this step. Moreover, the results from testing could be used as a base for design
and deciding career path for supervisors themselves.
Participants: 1. Human Resources
2. Head of Production Department
3. SuP.ervisors

5.3.4 Proposed OD interventions on supervisors' communication skills.
According to the findings for supervisors ' communication skills, there are four (4) areas
that should b improved for communication skills. These four (4) areas aire; one-way
communication, low communication competence, lack of evaluation or feedback session,
and inaccurate flow of communication. Therefore, the researcher would like to propose
OD interventions that will improve communication skills of supervisors and overall
communication in the department. The iproposed OD interventions and expected
outcomes are shown in the following table.

a
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communication

• Create two-way

•

Weekly plan meeting

communication

•

Points-giving activities

subordinates

method

•

"Effective Meeting"

communicate more

seminar

effectively

• Train communication

•Low in

•

skills to supervisors

communication
competence

•

"Effective communication

•

•

Supervisors and

Improve relationship

in difficult situation"

between supervisors

workshop

and subordinates

"Empathic listening"
workshop

• Provide feedback

• Lack of evaluation

•

or feedback session

• Set up informal
meeting and develop

•

"Morning Talk" activity

work errors

•

"Monthly Lunch Gathering"

•

Staff knows what and

for supervisors and

how to perform work

form

subordinates

more efficiently

communication for

*

Provide instant solutions
or feedback to reduce

•

Feedback document form

•

Post line of command at

specification and

communication

•

feedback document

• Define clear job

• Inaccurate flow of

"Constructive feedback"
seminar

training program

•

supervisory level

•

Decrease problems

the message board

occurred from

Announce the policy to all

misunderstanding

staff and involved person
•

Encourage involved
person to follow the policy

Proposed ODI: 1. Create two-way communication
Activity: Weekly plan meeting
Objective: 1. To create more opportunities for communication between

supervisors and subordinates.
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2. To inform work plan, working progression and current
problems/concerns.
Description: Set up the weekly plan meeting which includes many level of
employee such as shift heads, QC staff, maintenance technician, leaders, inspectors and
staff. Consequently, every person would be informed of the latest orders, progression,
problems, etc. and keep communicating between functions.
Expected outcome: 1. Increased awareness of the news, development, and
progression of work within department.
2. More cooperation between functions
Participants: 1. Shift Head
2. QC staff
3. Maintenance Technician
4. Supervisors (Leader and Inspectors)
5. Staff

C I
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Activity: Points - giving activity
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*

Objective: 1. To encourage staff to speak up and share more ideas or opinions
with supervisors.
2. To reinforce two-way communication between supervisors and
subordinate.
Description: During normal working time or meeting, ifthe staff participates
well in the meeting or conversation by asking questions or responding a lot, he or she will
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receive one (1) point for each time. Then, supervisor has a job to collect and accumulate
these points, and contribute points to be one factor for 6-month evaluation. The idea is
that the more points staff earn at the end, the more chance of getting better evaluation.

Expected outcome: 1. Increase communication between supervisors and
subordinates.
2. More points are built up as time goes by.

Participants: 1. Supervisors (Leaders and Inspectors)
Q.. Staff

Workshop: "Effective Meeting"
Objective: 1. To be used as a tool for effective brainstorming and problem solving
as a team.
2. To understand and apply the result of meeting into real situation
3. To be able to best employ one's capability and to achieve
agendas.

""' 1

.,....r-1nLn

4. To promote staff involvement and p articipation within the
department

Description: The content of the workshop would include the importance of
effective meeting and how it affects the work performance and achievements. Moreover,
the roles of all participants and its impact to the overall performance are also included.
The formats of workshop are lecture, brainstorming activity and demonstration.

126

Expected outcome: 1. More meaningful meetings, which carry out effective
results.
2. The level of participation of staff and employees increased
Participants: 1. Shift Heads
2. Supervisors (Leaders and Inspectors)
3. Staff
4. Outsource Training Institutes: Thailand Productivity Institute

Proposed ODI: 2. Train communication skills to supervisors

~

Workshop: "Effective Communication in difficult situation"
Objective: 1. Understand and aware of benefits from effective communication
2. Able to apply techniques and tools used for handling difficult
situation.
3. Prevent misunderstanding and disagreement or disengagement
4. Able to tum unsatisfied conversation into desirable outcomes
Description: The workshop would describ@the importance of effective
communication, factors contributing to difficult situation, tools and techniques for turning
difficult situation into opportunities, etc. Furthermore, activities, which participants
would practically experiences and case studies would be included.
Expected outcome: 1. Solutions and tools in-hand for supervisors to handle with
challenges.
2. Improving working atmosphere in the production line
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3. Appreciate challenges and tum difficulties into
opportunities
Participants: 1. Shift Heads
2. Supervisors (Leaders and Inspectors)
3. Staff
4. Outsource Training Institutes: Thailand Management
Association

Workshop: "Empathic Listening"
Objective: 1. To create safe environment and comfortable atmosphere between
supervisors and subordinates
2. To encourage the surfacing of information and approaching one
another.
3. To understand the benefits of empathic listening and its impact to
working relationship.
4. To use empathic listening skills as a tool for collaborative problem
solving
Description: Empathic listening is a way, which improves mutual understanding
and creates trust. This is an important skill as it helps a person to receive and correctly
interpret the message, and know how to respond a positive manner. As for supervisors,
this skill enables them to understand the subordinate' s position, feeling, emotion, and
also able to respond back with more effective results. Moreover, it will help supervisors
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to know how to listen, what to say and when to say it. The workshop provides meaningful
content of empathic listening, presentation, and hypothetical situation, in which
participatnts can practice their empathic listening skills
Expected outcome: 1. Increased trust and respect between supervisors and
subordinates
2. Create more open and honest communication
3. Tensions and frustration decrease since people get to
release their emotions
4. Ability to understand other's position and be empathic.
Participants: I. Shift Heads
2. Supervisors (Leaders and Inspectors)
3. Staff
4. Outsource Training Institutes: Thailand Productivity Institutes
CIT

Proposed ODI: 3. Provide feedback training program
Workshop: "Constructive Feedback"
Objective: 1. To be able to give constructive feedback for improvement
2. To understand message intended to send.
3. To be able to distinguish between criticism and constructive
feedback
Description: Constructive feedback workshop would enable participants to
respectively and genuinely request or suggest that someone keeps doing what they are
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doing or change in some way. This skill is an essential skill for supervisors as he or she
can use for providing feedback while maintaining good relationship with subordinates
Expected outcome: I. Able to generate options and solutions for dealing at work

2. Important messages are getting across without
misunderstanding
3. Sta£f are allowe to develop personally and professionally
4. Increase performance and reduce work errors in the future

Participants: I. Shift Heads

2. Supervisors (Leaders and Inspectors)
3. Staff
4. Outsource Training Institutes: Thailand Management
Association

Proposed ODI: 4. Set up informal meeting and develop feedback form
Activity: Morning Talk

C'I
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Objective: 1. To keep up and capture current situation and problems in the

production line.
2. To give new information and things needed to be cautious
3. To create more opportunities for conversations with subordinates
Description: The morning talk meeting would be set up every morning. It will

take about 5-10 minutes. This talk enables supervisors and staff to check on the current
situation of the machine, orders and products, and to inform on news .
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Expected outcome: 1. Strengthen relationship among supervisors and
subordinates
2. More information being informed and transferred

Participants: 1. Shift Head
2. Supervisors (Leader and Inspectors)
3. Staff

Activity: Monthly Lunch Gathering
Objective: 1. To create more opportunity for feedback and discussion session in
are informal atmosphere
2. Having an opportunity to learn about each other more both
personally

and professionally
3. To raise and answer questions that subordinate have and clarify
some misunderstandings

c

Description: The monthly lunch with supervisors is designed to improve the
relationship between supervisors and subordinates. Subordinates have an opportunity to
talk and discuss about anything from work to personal life. As a result, it will strengthen
mutual understanding and respect. Subordinates would also feel that their voices are
being heard.

Expected outcome: 1. Strengthen relationship among supervisors and
subordinate
2. Create more open communication
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3. Increase positive attitude of subordinates toward
supervisors
Participants: 1. Shift Head
2. Supervisors (Leader and Inspectors)
3. Staff

Activity: Feedback form
Objective: 1. To record work progress of subordinates

~

2. To give comment and feedback for improvement development of
3. To use as additional tools for annual evaluation
Description: The feedback form is designed to record the progress of
subordinates, as well as to use for improvement and development. The period for using
feedback form could be every six (6) weeks or every time that project is completed. The
template of feedback form is shown in Appendix I.

er

Expected outcome: 1. Create feedback form

*

2. Able to track work progression toward specific goals
3. A tool for motivating better work performance
Participants: 1. Shift Head
2. Supervisors (Leader and Inspectors)
3. Staff
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Proposed ODI: 5. Define clear job specification and communication for supervisory
level
Activity: is divided into three (3) steps as following
1. Post policy and line of command at the message board of production
department to show the direct supervisors and direct subordinates
2. Announce the policy to all staff and involved person. The policy
indicates that the direction of communication that should be with
immediate supervisors first.
3. Encourage involved person to follow the policy.

~

Objective: 1. To identify the role of supervisors and line of command clearly to
all staff.
Expected outcome: 1. Reduce confusion and misunderstanding from overlapping
command.

~

2. Staff knows clearly who to consult to and who to take

*

orders from.

Participants: 1. Shift Head
2. Supervisors (Leader and Inspectors)
3. Staff
4. Human Resources
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5.3.5 Recommendation for the further research. This study only focus on the
areas of knowledge and skills of competency. Therefore, the researcher would like to
make further recommendations to include the competency areas of attitude and value in
the study. As the result, the supervisors would be able to complete and improve all
aspects of competencies, naming knowledge, skills, value and attitude, which would
increase supervisor's potential and be

ore competence in work place.

Moreover, the next step of the company would be to implement the OD
intervention and compare the significant difference from pre-ODI and post-ODI. Apart
from the OD intervention, the researcher believes that studying competency-based pay
system and its implementation could be conducted for further study. Since staff are the
most importan_t assets that company possesses and to keep good employees, it is
necessary to keep them motivated. Moreover, the company can no longer afford to pay an
employee who is not competent, therefore, the company can link staff competency or
performance to pay or reward system. As a result, staff feel motivated and are willing to
perform and receive good payment, while the company gets the productivity and supports
their goals and strategies.
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Epilogue
During the past two years at Assumption University pursuing the Organizational
Development and Management program, I have learned many valuable lessons and had a
great experience. Although there were times of difficulty and challenges during the
process, I still found that it was a learning process and a knowledgeable experience.
Organizational Development and Management program is a very useful program,
which gave me great benefits in terms of opening my views to other perspectives,
teaching me to see the world through many lenses, and developing my thinking process
to be more broad and effective. All of these lessons I learned are not only used during the
class only, but I can apply them into both professional and personal life.
During the action research, I discovered many benefits and also some challenges
along the way. However, all of them tau ght n;ie how to self-manage in terms of discipline,
motivation, thinking process and interpersonal relationship. Moreover, it was a great
opportunity to apply and practice what I discovered in class into the real situation with
clients.
Lastly, the action research also shows me many aspects of the business including
management, manufacturing process, human resource function, and overall relationship
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between employer and employees. I believe that I can adapt all I learned into my business
successfully.
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Appendix A: Documents Checklist

The documents checklist is retrieved from the CR Plastic Company internal documents to provide data on the
current situation of the company and supervisors' competencies.

No
1
2
3
4

Description
Organization chart
Company profile
Mission and objectives - Balanced scorecard
Job description for the production line
- Shift head
- - ~
- Leader
<:-....
- Inspector
"'
- Staff
Performance Appraisal
•N:
- Shift head
~
' "/
- Leader
- Inspector 5
- Staff
Work instruction and work report
Employee satisfaction survey
Turnover rate
Absenteeism
~
I
I
A
Exit interview
l
Training program ~
n

-"'~

5

,~

-

6

7

8
9

10
11

Availability

Remarks

-

~II
-

l..f ~

"'

~At\

~

::\E.

.........-

.---

-

~
~

~
c--.._

_4iiii;
~
-

Appendix B: Observation Checklist
Place: CR Plaspack Co., Ltd.
Date: ........................ . ............ ... . .
Time: ........................................ .
Part I Condition of the factory
Building: ................... ....................................... .. ............ . ................ .
Cleanliness: ...................................................................................... .
Safety: .. .. ..... .. ........... . .. .............................. ............. . ........................ .
Environment: ....... ...... . ...... ...................................................... . ..... .. .. .
Temperature: .................................................................................... .
Order: .............. ............................. ..... .... .. . .. ....... ............................. .
Use of space: ... ... ....................... ... .. ..... .. _ .... . ................................. .. . .
Part II General Information
No. of staff: ........ ......... ..... .................................................... ... ......... .
No. of shifts: ...... ...... .. ............................................ .. ......................... ..
Uniform: .......... .... .. .. .. .................... .... .... .... ................... ................... .
Announcement board: ........................................................ . ................. .
Working time: . .. . ... ............................................................................ .
Part III Technical knowledge and Skills
Use of proper equipment: ........................................................... . ....~.
Enough equipments used: ......................................................... .. ..... .... . .
Use of proper materials: ......... ......................... .... . .. ... .................... . ... ... .
Equipment and machine maintenance: .... ................................. .. ............... .
Solve time: ............. ... . .. ... ......... .......... .. ...... .. ..... . ................. ............ .

*

Record ~fwork process:
- Machine parameter: ................ ...... ............... ............ ..... .. .. . .... ......... . .
- Inspection standard: ............ .. ..... . .. .~.1. ~- ... ......................... ~- ............ .
- Product specification and standard: .. . .. . ... ... ..... .. ........... ........................ .
- Production report per machine: ... ... ..... .. ......... .. . .. .. .............................. .
Working time: .............................................................................. .. ... .
Break time: ...................... ................................................................ .
Part IV Communication skill (would be done by participating in daily/weekly
meeting)
Use of language: ..................................................................... . .......... .
Communication flow: .... . ...... ............ .... ... .............................. ..... .. ... .... .
Staff communication style: . ... .. ............................... .... ...................... . .... .
Give and receive feedback: ............................................ ........................ .
Collaboration: ................................................................................... .
One-way or two way communication: ....................................................... .

Appendix C: Interview Guide for Management Level
The interview questions are assessed to obtaining data on supervisors' competencies in terms of technical
knowledge, technical skills, and communication skill.
Respondents: Management Level
The questions are divided into four parts as following;
Overall Production Line
1.
2.
3.
4.

What is the current situation in the production line?
In your opinion, are there any potential challenges in the production line? If yes, what and why?
For the production line, what do you see in the next 3 years?
What are three things you want to improve/develop the mos in the production line?

Overall Competencies
5.
6.
7.
8.

What is your opinion about supervisors' competencies?
In your opinion, do you think that supervisors have enough competencies to perform the job effectively?
What competency do you think supervisors should acquire? Please give the ranking.
Do you think supervisors receive enough training to improve their competencies?
A. Technical Knowledge
9. How do you think about supervisors' technical knowledge regarding to?
i. Raw material
n. Manufacturing process
m. Machines
iv. Mold
10. What could be problems caused by inadequate technical knowledge of supervisors?
11. What is your suggestion to improve or develop supervisors' technical knowledge?
v

B. Technical Skills
12. How do you think about supervisors' skills?
13. What could be problems caused by inadequate skills of supervisors?
14. What is your suggestion to improve or develop supervisors' skills?

15. In your opinion, what technical knowledge and technical skills should supervisor possess?
Manufatiuriµg
, pJ;oce~s '" •• Technical
Knowledge

Technical
Skills

Madliiiies

1.

1.

1.

1.

1.

2.

2.

2.

2.

2.

3.

3.

3.

3.

3.

4.

4.

4.

4.

4.

5.

5.

5.

5.

1.
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1.
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2.
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2.

2.

3.

3.

3.

3.

3.

4.

4.

4.

4.

5.

5.

5.

5.
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C. Communication
16.
17.
18.
19.
20.
21.

What is your opinion about communication? In the production line?
In your opinion, what is the good communication?
How is the conununication method in the production line?
How do you think about supervisor's ability to communicate?
What could be problems caused by wrong communication?
What is your suggestion to improve supervisors' communication?

4.
5.

Appendix D: Interview Guide for Supervisory Level
The interview questions are assessed to obtaining data on supervisors' competencies in terms of technical
knowledge, technical skills, and communication skill.
Respondents: Supervisory Level
The questions are divided into four parts as following;

Overall Production Line
1.
2.
3.
4.

What is the current situation in the product line?
In your opinion, are there any potential challenges in the production line? If yes, what and why?
For the production line, what do you see in the next 3 years?
What are three things you want to improve/develop the.most in the production line?

Overall Competencies

5.
6.
7.
8.

What is your opinion on your own competencies?
In your opinion, do you think you have enough competencies to perform the job effectively?
What competency do you think you should acquire? Please give the ranking.
Do you think you have enough training to improve your competencies?

A. Technical Knowledge
9. How do you think about your technical knowledge regarding to?
i. Raw material
11 . Manufacturing process
CIT
111. Machines
1v. Mold
10. What could be problems caused by inadequate technical knowledge of supervisors?
11 . What is your suggestion to improve or develop supervisors' technical knowledge?
B. Technical Skills
12. How do you think about supervisors' skills?
13. What could be problems caused by inadequate skills of supervisors?
14. What is your suggestion to improve or develop supervisors' skills?

15. In your opinion, what technical knowledge and technical skills should supervisor possess?

Raw.Material
Technical
Knowledge

Technical
Skills

1.

1.

1.

1.

1.

2.

2.

2.

2.

2.

3.

3.

3.

3.

3.

4.

4.

4.

4.

4.

5.

5.

5.

5.

1.

1.

1.

1.

2.

2.

2.

2.

2.

3.

3.

3.

4.

4.

4.

5.

5.

5.

3.

4.
5.
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C. Communication
16. What is your opinion about communication? In the production line?
17. In your opinion, what is the good communication?
18. How is the communication method in the production line?
19. How do you think about your ability to communicate?
20. What could be problems caused by wrong communication?
21. What is your suggestion to improve supervisors' communication?

3.

4.
5.

Appendix E: Survey Questionnaire for Supervisory Level

Survey Questionnaire
This questionnaire is an instrument in collecting data for the study to fulfill the requirement of the
Master Degree of Organization Development and Management at Assumption University.
This questionnaire is designed to give you a chance to express your attitude about Supervisors'
competencies. There is no right or wrong answer. lt is important that you do not leave any question
unanswered. All data provided by you will be held in the strictly confidential by the researcher.
The questionnaire is divided into 4 parts as follow;
PART I: Personal Data
PART II: Technical Knowledge
PART III: Technical Skills
PART IV: Communication Skill
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PART I: Personal Data
Instruction: Please answer the following questions by making the mark ( X) in the checkbox relating to your
own profile.
1. Gender
[ ] Male

[ ] Female

2.Age
[ ] Lower than 25 [ ] 25-35 years

[ ] 36-45 years

[ ] Above 45 years

[ ] Divorce

[ ] Widow

3. Marital status
[ ] Single

[ ] Married

/

4. Education
[ ] Primary school [ ] High school

[ ] Diploma/certificate

] Bachelor' s degree

5. Position level
[ ] Staff

[ ] Inspector

[ ] Leader

6. How long have you been working in this company?
] 6 months- I year

] 1-3 years

] 4-6 years

] More than 6 years

ROT1t

7. How did you get this position?
[ ] Promoted from lower level

PART II: Technical Knowledge

B

~

[ ] Recruitment

SINCl:l969

] Transferred from another department

ol

Instruction: The following statements indicate the supervisors' competencies in term of technical knowledge.
Please mark (x) only one on the scale of each statement that most describe your opinion.
1 = strongly disagree

2 =disagree

4 = slightly agree

5 =agree
Statements

1. I have enough technical knowledge to perform my job well.
2. I can transfer my technical knowledge to my subordinates.

11

·

2
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3. I am learning new things and always improving myself.
4. I know the different usage ofraw materials and its specification
well.
5. I can apply different solutions to different problem as required.
6. I keep up with current development and new trends in the
technical areas all the time
7. I know how to use basic tools, equipments and machines to be
more effective in work process.
8. I demonstrate a designate level of technical knowledge in
performing my job.
9. I have enough and necessary training and development to
improve my work

-

-

10. To what extent should supervisors acquire the following technical knowledge
(please circle the number that most describe your opinion)
I 0.1 Knowledge on company products

Low 1 2 3 4 5 6High

10.2 Knowledge on raw materials i.e. plastics

Low 1 2 3 4 5 6 High

10.3 Knowledge on manufacturing process

Low

2 3 4 5 6 High

10.4 Knowledge on injection and blow molding machines

Low

2 3 4 5 6High

10.5 Knowledge on mold and mold faults

Low 1 2 3 4 5 6 High

(::)

PART III: Technical Skills

Instruction: The following statements indicate the supervisors' competencies in term of technical skills.
Please mark (x) only one on the scale of each statemen( that most describe your opinion.

Statements
I. I have enough technical skills to perform my job well.
2. I learn and practice my technical skills only from working and
job experiences.
3. I know my weakness and how to improve it.
4. I am always told about how well I am doing my job.
5. When there is a problem, I can come up with the solution at
hand.
6. I ensure my own work is accurate and timely.
7. I have ability to use basic tools, equipments and machines to be
more effective in work process.

I

1, .

2

13 1415 I 61

8. My job makes best use of my technical skills.
9. I demonstrate a designate level of technical skills in performing
my job.
10. To what extent should supervisors acquire the following technical skills.
(Please circle the number that most describe your opinion)
10.1 Specification of injection and blow molding machine

Low 1 2 3 4 5 6 High

10.2 The technique and specification of raw materials

Low

2 3 4 5 6 High

10.3 Mold installation

Low

2 3 4 5 6High

Low

2 3 4 5 6 High

10.5 Setting machine parameter

Low

2 3 4 5 6High

10.6 Proper use of tools and equipments

Low 1 2 3 4 5 6 High

10.7 Parts inspection and standard

Low 1 2 3 4 5 6High

10.8 Analyze mold faults and machine problems

Low

~\VERS/

10.4 Mold maintenance

2 3 4 5 6High

r-

PART IV: Communication Skill

Instruction: The following statements indicate the supervisors' competencies in term of communication skill.

Statements
1. I most of the time directly assign work to my subordinates by
verbal communication only
2. I always communicate with my subordinates "~'~3. I am openly communicating with my subordinates
4. I am always encourage my subordinates to express their ideas
or opinions to me
5. My subordinates usually share their feedback/comments with
me.
6. I listen to and exchange information with my subordinates
7. I use proper choice of words when communicating
8. I do not get my emotion involved when I am communicating.
9. I pay attention to what my subordinate say to me.
10. I respect my subordinate's ideas and opinion.

I

1 ·· 2

3

1 4 I .5 l

6

11 . I am clearly communicating my thoughts or opinions to
others.
12 . I know what to say, when to say and how to say it.
13. I always know clearly what my job is
14. The communication flow smoothly between my superiors,
colleagues, and subordinates.
15. Infonnation is mostly come from my immediate supervisors.
16. I usually provide information directly to my immediate
subordinates.
17. I give comments or ideas promptly only when asked by my
subordinates
18. I notice when my subordinates are being in the difficult
situation
19. I always give evaluation or feedback after my subordinates
complete the task for improvement.
20. I can provide clarification when subordinates need it.
21. I always provide comments and feedback to my subordinates

Comments:
1. Do you have any suggestions in order to improve supervisors' competencies in terms of technical
knowledge, technical skills, and communication skill?
Cli

'

Appendix F: Survey Questionnaire for Staff Level

Survey Questionnaire
This questionnaire is an instrument in collecting data for the study to fulfill the requirement of the
Master Degree of Organization Development and Management at Assumption University.
This questionnaire is designed to give you a chance to express your attitude about Supervisors'
competencies. There is no right or wrong answe . It is important that you do not leave any question
unanswered. All data provided by you will be held in the strictly confidential by the researcher.
The questionnaire is divided into 4 parts as follow;
PART I: Personal Data
PART II: Technical Knowledge
PART III: Technical Skills
PART IV: Communication Skill

R071t
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PART I: Personal Data

Instruction: Please answer the following questions by making the mark ( X) in the checkbox relating to your
own profile.
I. Gender

[ ] Male

[ ] Female

2. Age
[ ] Lower than 25 [ ] 25-35 years

[ ] 36-45 years

[ ] Above 45 years

3. Marital status
[ ] Single

[ ] Married

[ ] Divorce

] Widow

4. Education
[ ] Primary school [ ] High school

[ ] Diploma/certificate

[ ] Bachelor' s degree

5. Position level
[ ] Staff

[ ] Inspector

[ ] Leader

6. How long have you been working in this company?
] 6 months- I year

[ ] 1-3 years

[ ] 4-6 years

] More than 6 years

7. How did you get this position?
[ ] Promoted from lower level

PART II: Technical Knowledge

0

[ ] Recruitment

~

SI NC E 1 9 6 9 ot

.. n [ ] Transferred from another department
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Instruction: The following statements indicate the supervisors' competencies in term of technical knowledge.
Please mark (x) only one on the scale of each statement that most describe your opinion.
I = strongly disagree

2 =disagree

3 = slightly disagree

4 = slightly agree

5 = agree

6 = strongly agree

Statements
My immediate supervisor ...
1. has enough technical knowledge to perform his or her job well.
2. can transfer his or her technical knowledge to his or her
subordinates.

Strongly disagree ~-7 Strong!} agree
112131415
61

I

3. is learning new things and always improving his/herself
4. knows the different usage ofraw materials and its specification
well.
5. can apply different solutions to different problem as required.
6. keeps up with current development and new trends in the technical
areas all the time
7. knows how to use basic tools, equipments and machines to be
more effective in work process.
8. demonstrates a designate level of technical knowledge in
performing my job.
9. has enough and necessary training and development to improve
his or her work
10. To what extent should supervisors acquire the following technical knowledge
(please circle the number that most describe your opinion)
10.1 Knowledge on company products

Low 1 2 3 4 5 6High

10.2 Knowledge on raw materials i.e. plastics

Low

10.3 Knowledge on manufacturing process

Low 1 2 3 4 5 6High

10.4 Knowledge on injection and blow molding machines

Low 1 2 3 4 5 6 High

l 0.5 Knowledge on mold and mold faults

Low

2 3 4 5 6 High

2 3 4 5 6 High

e
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PART III: Technical Skills

Instruction: The following statements indicate the supervisors' competencies in term of technical skills.

Statements
M lV immediate supervisor ...

1. has enough technical skills to perform his or her job well.
2. learns and practices his or her technical skills only from working
and job experiences.
3. knows his or her weakness and how to improve it.
4. is always told about how well he or she is doing their job.
5. can come up with the solution at hand, When there is a problem
6. ensures his or her own work is accurate and timely.
7. has ability to use basic tools, equipments and machines to be more
effective in work process.
8. his or her job makes best use of his or her technical skills.
9. demonstrates a designate level of technical skills in performing his

1 1

1 2

. 31415161

I or her job.
10. To what extent should supervisors acquire the following technical skills.
(Please circle the number that most describe your opinion)
10.1 Specification of injection and blow molding machine

Low 1 2 3 4 5 6 High

10.2 The technique and specification of raw materials

Low 1 2 3 4 5 6High

10.3 Mold installation

Low 1 2 3 4 5 6High

10.4 Mold maintenance

Low 1 2 3 4 5 6 High

10.5 Setting machine parameter
10.6 Proper use of tools and equipments

\JERS/

Low 1 2 3 4 5 6 High
Low 1 2 3 4 5 6 High

10.7 Parts inspection and standard

Low 1 2 3 4 5 6 High

10.8 Analyze mold faults and machine problems

Low

2 3 4 5 6 High

PART IV: Communication Skill
Instruction: The following statements indicate the supervisors' competencies in term of communication skill.
Please mark (x) only one on the scale of each statement that most describe your opinion.

Statements
RIE
MLY immed"iate supervisor ...
1. most of the time directly assigns work to me by verbal
c
communication
~
2. always communicates with me.
or
f\
3. is openly communicating with me.
4. always encourages me to express my ·<leas or opinions to him or
her.
5. usually receives feedback/comments from me. ~ i!:il .., ....
6. listens to and exchanges information with me.
7. uses proper choice of words when communicating
8. do not get his or her emotion involved when he or she is
communicating
9. pays attention to what I say to him or her.
10. respects my ideas and opinions.
11 . is clear at communicating his or her thoughts or opinions to
others.
12. knows what to say, when to say and how to say it.
13. always knows clearly what his or her job is.

I' 1 I

2

t l;J.7

I

3

I

4

I

5

6

I

14. The communication flow smoothly between my superiors, and
colleagues.
15. Information is mostly come from my immediate supervisors
16. usually provides information directly to me.
17. gives comments or ideas promptly only when I ask.
18. notices when I am being in the difficult situation.
19. always gives evaluation or feedback to me after completing the
task for improvement.
20. can provide clarification when I need it.
21. always provides comments and feedback to me.
Comments:

ER

I . Do you have any suggestions in order to improve supervisors' competencies in terms of technical
knowledge, technical skills, and communication skill?
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Appendix G: Technical Knowledge Map Form

CR Plastic Company Limited
Technical Knowledge Map
N a m e : - - - - - - - - - - - - - - Department: - - - - - - - - - - - -- Date: _ _ _ _ _ __

No.

1

.,..

Topics

'

• ~equired
·
Pf oficiericy
.
..
... ; level

Raw materials

Selfassessment

'

I IL

r

-

1.1

Specification for each group of plastic

1.2

Essential specification for each group of
plastic

1.3

Factors contributing to machine parameter

1.4

Order and parts specification for new and
existing products

Tniining/Development . . Remar k

~~,,.;

(J

l
-

YAt\

"

~·

-~

~

~

"'·1

"

2

Manufacturing Process

2.1

Quality control process

2.2

Ordering and planning process

r-

2.3

On-the-job training for new staff

2.4

Safety regulation s

2.5

Certified standards

- ISO 9001 :2008

-·
·-"

.-

I

-··

ia1.
"'1?~

- HACCP
-TIS
-Q MARK

3

~

-~

v

-~

~

···~

J,

-GMP

~

.)~

Machines

3.1

Types of injection and blow molding
machines

3.2

Machines maintenance

3.3

Machine safety & regulations

3.4

Standard solution for machine breakdown

"""'

-•
......

·-

1'11 "-'

~1i

...

,..,
-

.b'I
~I

'"

1"of

4

Molds

4.1

Basic knowledge of molds types

4.2

Knowledge on mold/part faults

4.3

Standardization of parts

Proficiency Level:

1 = Novice

2 = Basic

3 =Competent

4 =Advance

Signature

Signature

Date (Employee ;lgnature)

~"'\ "

E

(Division Manager)
Date

~+

~

Q..
~

=
(/)

~

5 =Expert
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Appendix H: Technical Knowledge Map Form

CR Plastic Company Limited
Technical Skills Map
Name:--------------- Department:--------------Date: _ _ _ _ _ __

No.
1

.Required
•Proficiency . assessment
. level

Topics

Techniques and application of different
plastic for different product

1.2

Solution from mixing wrong materials

2.1

3

Usage of appropriate tools/equipments
Analyze problems from machine, parts,
and process

''

.. . ..

.A

\~, ,-,

~

-

'J"'

p

~

Machines

~

3.1

Specification of injection and blow
molding machine

3.2

Setting machine parameter for each
products

4

. -.-

. -~·,;/·:/·

,,

Manufacturing Process

'

2.2

·.··.

Raw materials

1.1

2

..

,.-•-...

Molds
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4.1

Mold installation

4.2

Detect parts inspections and standards

4.3

Standards solution for mold faults

~

.. ~

UL

INCi

U1ir

y

o! fl

l'1

gt~f>J•

Proficiency Level :

1 = Able to transfer or teach skills to
others well
2 = Well execute and solve problem
3 = Work independently or without
supervision
4 = Work with some guidance or
supervision

Signature

Signature

(Employee signature)

(Division Manager)

Date

Date

. ·..·

,

"

.. -~;;
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Remark

Appendix I: Feedback Form

Template - Feedback Form
PRIVATE AND CONFIDENTIAL
EMPLOYEE'S DETAILS
Name :_ _ _ _ _ _ _ _ _ Position: _ _ _ _ _ _ _ _ Department:

PROGRESS TOWARD GOALS INDENTIFIED
Goal

Action taken

FEEDBACK SESSION
Completed?

Comments

-

l='
R071t

e,RI l.

EMPLOYEE COMMENTS AND OPPORTUNITY TO EVALUATE OWN PERFORMANCE

. .,,.,

REVIEW CURRENTACTIONS AND
Check the relevant boxes to indicate the employee's performance in each action.
Action/Task required

Poor

Satisfactory

\~

Good

R

~

Excellence

I

Comments

y

GENERAL COMMENTS ABOUT EMPLOYEE'S PERFORMANCE

El.

ACTION PLAN - GOALS FOR NEXT REVIEW PERIOD

Date for completion

Action Required

Goal
B

*

CIT

0

Reviewer's s i g n a t u r e - - - - - - - - - - - - - - Employee's s i g n a t u r e - - - - - - - - - - - - - - -

ntzASSUMPTION U.NlVERSITYLrnn
~ ..,....,.
4#..1.\.o'..\.R!<f.

