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BLOG 1. INTERVIEW SCRIPT AND BIBLIOGRAPHY 
Good morning Ms. Lien Pham. Thank you very much for meeting with me today. Ms. Pham, how are you today?
It couldn’t be better. Thanks for coming.
It was such a pleasure to listen to your shares about your working experience as a manager and a leader and I’m sure that it is a great opportunity to learn more about leadership, teamwork and how to be successful in today’s complex working environment. 
Oh you’re welcome. I am still on my journey to become a good manager and a successful leader. I hope that what I experienced would inspire others to find out myths about leadership in the contemporary society and pursue their dream as a leader in the future.
First of all, can you share a little bit about the brand and what are you going to do to increase the brand awareness? I mean making the brand different from others in the market?
In French, Pret a Manger means “ready to eat”. We are positioning our brand as an international sandwich shop franchise chain based in United Kingdom. It means that we are serving not only domestic customers but also customers from the international market, for instance United States, Hong Kong, China, Germany, Dubai, Singapore and Denmark. We have focused on building a global brand, developing a diversified product portfolio, improving product quality, safety and hygiene and providing customers with uniquely lifestyle products reflecting their favor, personality and styles. 
Pret a Manger is about 40 years old. What are core values that make the brand survive and grow in the market, especially food and beverage market that has witnessed significant changes, especially high threat of new entrant?
Acting with integrity and courage, delivering quality and superiority and creating an atmosphere of warmth and belonging where everyone is welcome are core values Pret a Manger focuses on. Currently, Pret a Manger operates more than 450 shops all over the world and we aims to build a culture of inclusion and diversity where different people can share the same stories and enjoy the happiest moments of their lives. The fast casual restaurant market is expected to generate $209 billion by 2027. It means that players who are interested in entering this field have potentials to set themselves up for success. We recognize threats of new entrants that come along with significant changes in personnel, taste and especially technology. However, the brand emphasizes the use of natural ingredients and is committed to offer the best quality sandwiches that are made on the day of purchase in a kitchen at each location to satisfy customers, especially their needs for freshness and quality. 
You have mentioned to technological change as one of major threats making the business more challenging. How has the brand improved and embraced technological changes to achieve desired performance and growth rate?
With the rise of technological innovations, restaurant operations are nearly unrecognizable from decades past. You can see the presence of paper calendars, notebooks, software platforms and certain digital processes included in any restaurant operation. Understandably, technologies used in the fast-casual restaurant industry continue to transform the way restaurants are operated and managed. Embracing these changes is truly a challenge. Pret a Manger has recognized that adopting digital transformation is not only a trend but also a requirement needed to put the brand go ahead. In 2017, Pret a Manger launched the new mobile app promoting the spirit of generosity. What made the app unique is the launch of a coffee stamp card giving customers different types of drinks on the house for every eight they purchase. The launch of the new mobile app enabled the brand to empower our employees with random acts of kindness as well as to offer more personalized customer experience. One of technological adoptions contributing to Pret’s brand awareness is digital labeling. 1 year ago, we adopted digital labeling on shelves and a new payment solution on app that allows consumers to select products and pay without going to the cash register. This is one of key focus areas for the chain’s future. Recently, we partnered with IT services firm Tech Mahindra to adopt more technological innovations. The five-year digital transformation program has been developed that would improve Pret’s IT infrastructure with the adoption of cloudification, systems re-engineering, consumerisation of IT systems and data engineering. 
The fast-casual restaurant market is not always the most exciting places to be – How do you see or evaluate that evolving?
As you know, it’s very difficult for staffs working in restaurants or other hospitality service providers to say No. Nowadays, a fast casual migration strategy should be considered by fast food chains that enable them to achieve a higher margin and per-guest check, and especially value-driven chains. I mean businesses in the industry must go beyond price and promotions by enhancing emotional connection with every single customer. 
How do you consider precarity or precariousness in the fast casual restaurant industry?
Of course, throughout the coronavirus pandemic, the precariousness of the fast casual restaurant industry as well as turbulence in organizations can be seen clearly. Lockdown, low morale, low productivity, planned outages, bankruptcies, fuel prices, security, and restructuring are making businesses more vulnerable and difficult. The unique business model of the fast-casual segment presents a large amount of risks, for instance risk of ingredient spoilage and waste that increasing operational costs. Along with this, worsening economic conditions prevent the fast casual restaurants like Pret from achieving their desired growth. 
As a leader, what is the current and most important leadership dilemma? And how you deal with this?
For me, the most important leadership dilemma is to adapt to changing conditions and stay positive and effective during and after stresses, shocks and challenges. There is the truth that strong leadership starts with being a good human first and becoming a food scientist second. As an individual, a leader would suffer from anxiety, stress and confuse when facing with crises. Some might focus on themselves instead of making best sense for all. Many of leaders would find themselves on the horns of a dilemma and they find it difficult to sustain their energy level under pressure to cope with disruptive changes and adapt. In these circumstances, leaders should focus on keep their organizations and followers safe, enhance the resilience of the organizations and teams in which the leaders are working, enhance the ability to handle setbacks and deal with both physical and mental fatigue. That are leadership tasks any leader must identify as priorities in crises to practice successful and strong leadership. 
Is that the most important leadership trait and characteristic leaders should possess to become successful in such a highly competitive and uncertain market?
I consider the ability to embrace adversity and recover from trauma to live life fully is one of the most vital leadership traits. Everyone has choices and leaders are the same. However, it is worth noting that leaders should consider difficulties as opportunities and find out solutions to overcome these challenges without engaging in dysfunctional behavior or harming others. In other words, I appreciate the way successful leaders not only express and protect their emotional stability and energy but also help others protect their energy to increase the spirit and energy of the teams. Throughout 10 years of experience working at Pret, I have had opportunities to work with different teams. Difficulties in working with new people, dealing conflicts and building a trust-based relationship with followers from zero could have made me drowned if I have not been the captain of my soul. In simple words, I started my leadership journey inspiring others with asking myself How I can inspire myself first. 
Thank you very much for sharing your leadership perspectives and experience. That truly inspires me as a young people to stay more positive and effective, especially to value both bonding and emotional autonomy. 
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Resilient leadership in the age of turmoil: how leaders cultivate greatness at work
[image: Resilient Leadership]
Why resilient leader is important for entrepreneurial leaders
Source: Klaussen (2020)
Now, the coronavirus pandemic is having the ongoing effect of changing the dynamics and characteristics of the global workforce. The business environment is witnessing unprecedented turmoil and chaos. During such a troubled time, the role of the heads of organizations and the way they direct their focus and address these challenges are vital. It plays an important in defining themselves whether or not as resilient leaders. As part of the studying journey, this is the perfect time to critically reflect on how I perceive the concept of resilience in leadership and how today’s leaders could deal with this leadership dilemma. 
It is visible that what we have perceived as normal or stability in the business environment is easily evaporating. When crises occur and the threat landscape change the focus of the heads of organizations quickly. At that time, the focus tends to be put on business continuity or just keeping the businesses running until crises disappear and the normal state returns instead of transforming the businesses, making changes and generating further outcomes (The Conversation, 2020). Taking pandemic responses implemented by national leaders during the COVID-19 pandemic as an example, it is becoming clear that leaders can adopt different approaches to respond to crises and challenges. Germany and New Zealand are countries recognizing the role of a science-based approach in responding to the COVID0-19 pandemic that can be seen in the way these countries develop test kits and implement wide-scale testing (100,000 tests per week). Both countries depended on centralized messages to promote the effectiveness of COVID-19 pandemic responses, especially social distancing and public health measurement. On another hand, Brazil and Nicaragua adopted a different approach called a hands-off policy.  Brazil’s President - Jair Bolsonaro believed that the country’s advantages including previous experience in dealing with the Zika health crisis in 2015 and universal health coverage are strong enough to help the country over such a public health issue. Additionally, his attacks on health experts, scientists and the COVID-19 pandemic response implemented by other countries have made him the biggest threat to the country’s ability to overcome the pandemic and recover. Similar, Nicaragua’s President - Daniel Ortega has failed to recognize how seriously the virus threats the world. It has led him to implement ineffective initiatives and demonstrate high levels of consistency in the COVID-19 pandemic responses (resisting travel restrictions while encouraging schools and businesses to stay open). Understandably, leaders’ perception of the dangers of the virus, their commitment and the implementation of appropriate response measures has led countries such as Germany and New Zealand to quickly control the public health crisis. It is becoming clear that reliance on science and technology and centralized messaging has triggered these countries to lift or reduce restrictions in a safe manner compared to other countries. It enabled these countries to become more effective in recovering from the pandemic. It also raises an urgent need for leaders to carefully consider how to respond to the threatening environment or crises. 
Clearly, today’s leaders must change their mindset shifting from respond to recovery. It enables leaders to be more able to work in a new world that is characterized by new technologies, changing policies and unpredictable business strategies in the workplace. That mindset shift also embraces ability to navigate uncertainties, demonstrate forward thinking and learn and emerge stronger. In simple words, it refers to leaders’ ability to not only endure great challenges but also become stronger and more sustainable. Similarly, it is not about changing their own mindset, but driving the mindset of the teams and the organizations to respond to nonstop crises in today’s working environment. Understandably, that reflects the concept of resilient leadership at work. Building resilience at work forces leaders to be able to understand and stabilize what is happening today and prepare themselves enough positively to respond to a tomorrow and focus on core information and ignore misinformation, confuse, fear and rumor to communicate a clear path forward and empower followers to have strong commitment to the organizations’ business strategies. One of the most important things leaders need to consider is to maintain confidence and willingness to “welcome” what lies ahead. 
We know that people are able to deal with changes and uncertainties when they have a strong understanding of themselves. This task becomes more important in the context of leadership when leaders are required to understand their team members to seek motivational drivers and challenge-responding approach guiding them through tough times. A sense of emotional intelligence is vital also as it is preferred by 90% of high-functioning employees (Gavin, 2020). For sure, organizational challenges create opportunities for leaders to learn more about themselves and their team members. It is recommended to approach challenges or difficulties with a positive view, demonstrate self-confidence, make a commitment to continuous learning and grow, look inward and forward and utilize the power of relationship when facing challenges or uncertainties in order to create greatness at work. 
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We are living in the digital world where social media platforms are familiar with everyone and are utilized to create and remember personal experiences. I remember the statement that “if individuals want to keep personal experiences memorable, the best way is to put them online”. As other young people, sharing my thoughts on social media platforms is not a strange thing. When I was required to write about and share thoughts on leadership on social media, I felt a little confused. Leadership is a broad field and I started thinking of how to create the content that reflects my true thoughts on leadership with limited characters. Along with this, I perceived the act of sharing my thoughts on social media platforms such as Twitter as an opportunity to contribute to the construction of the self or a sense of self (Wang, Lee & Hou, 2016). It is because I can shape who I am by shaping the way I remember my personal experiences (Ricoeur, 2004). I also thought of how to choose the right words and phrases to demonstrate my thoughts on the leadership dilemma in a clear and attractive manner. It plays an important role in making the content I shared on social media accessible and easy-to-understand in the perspectives of the target audience (my friends list). When I shared the first post on social media, no one noticed. However, responses increased on the next posts and some started sharing with me how they experienced such a leadership dilemma at work or how to deal with this leadership dilemma. It truly satisfied my growth mindset and expand my knowledge on leadership in general and on the leadership dilemma in particular. Obviously, social media such as Twitter, Facebook and others alike provide a useful outlet for use to share our thoughts with other people. It proves the fact that non-human factors have been becoming the vital piece in this digital transformation (Tatnall, 2012). In the society where digital technologies are embedded in every aspect of life, there are countless non-human actors such as smartphones, IoT, AI, Ipad, tablets, computers or digital platforms such as social media, Grab, Uber, Now, etc. (Ramos, 2020). It is becoming clear that these non-human actors strongly contribute to the spread of events (Earl and Kimport, 2011). The Actor-Network Theory (ANT) indicated that people are living in the network made up of both human and non-human actors (Pinch, 2009; Latour, 2007). Both human and non-human actors have qualities and abilities that play an important role in shaping the way how people live and interact with other people (Bimber, Flanagin and Stohl, 2005; Castells, 2007; Law, 2009)). For example, I can immediately communicate with people who do not share the same nationality or national border with me via social media platforms such as Facebook, Skype or Instagram (Latour, 2007). The most important things is that I can communicate with and share with them whenever I want and wherever I am and I have a plenty of choices of how to communicate with them (text, voice, video call, etc.). Clearly, the associations between actors: human actors and non-human actors are important to set and meet expectations and responsibilities placed on each actor in this digital society. 
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My own network is described as the following network map 
[image: ]
Social Network Theory is considered as one of the most effective social science concepts investigating interactions and relationships in a social structure (Kadushin, 2004). Apparently, Social Network Theory shapes ties among actors in the network or social system based on “conversation, affection, friendship, kinship, authority, economic exchange, information exchange, etc”. These factors also play an important role in defining whether or not ties are strong. For instance, the kind of people individuals know such as close friends and family and the relationship between an individual and his authority or kinship create strong ties when the network is formed (Granovetter, 1982; White & Houseman, 2002). The theory points out that a strong linkage or tie in the network is created by effective and consistent communication or interaction between actors and each other. Similarly, Granovetter (1982) explores that strong ties between the parties in the network are characterized by “high levels of trust, extended history, frequent interaction, intimacy, sharing as well as willingness to help each other”. Information exchanged and shared between the parties in strong ties is detailed, rich and resourceful (Vogel et al, 2015). In contrast, weak ties tend to be used to describe relationships between acquaintances and friends who are “more likely to move in different circles than one himself”.  However, weak ties are vital in the digital world where information can be diffused. In simple words, weak ties also play a crucial role in providing bridges that help one access information in complicated clusters of social structure (Lee, Noh & Koo, 2013; Nie, 2001). In my network map, it is clear to see that relationships between me and my family including my parents, my sister and my brother are strong. They are people who have strong influences on my life, particularly how I was raised, how I choose my career and how I view and perceive the world outside. Researches on personal network highlight that individual and social outcomes are strongly affected by not only the number of people in the network but also how these people are connected to each other. In contract, weak ties are relationships between me and my teammates. It is because interactions between us are maintained only until mutual learning objectives at the program are accomplished. Contributing to this topic, Vacca (2020) demonstrated that individuals must consider the kind of people they add in their network and how they interact with each other, minimize isolation and contribute to the journey of developing unlimited network border. Based on Vacca’s study on personal network structure, it is worth noting that my own network is strong when people in my network effectively interact with each other. For example, Bella’s sister is my close friend and she introduced Bella to me. The relationship between Bella’s sister and me is a respect-based and trust-based relationship because she had been willing to introduce her sister to me and consider me as part of her family. Understandably, trust has been becoming an important element in building a strong personal network. As identified by Welter and Kautonen (2005) and Gruhl et al. (2004), trust creates and maintains dependability in the network of personal relationship. It can be explained by the development of transactions occurred when trust is developed. It raises an urgent need for me to build trust in the network in order to make the parties in the network more confident and willing as best as they can in terms of exchanging and sharing information, knowledge and experience. Clearly, individuals tend to get advice from their acquaintances and individuals from the same field or industry. It is recommended to build strong relationship with individuals working in the same industry. Additionally, sharing connections, creating a constant flow of useful information and pursuing network expansion as much as I can be helpful to develop and expand a highly performing network (Cha, 2010). 
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Learning from experiences is vital for individuals to fulfil themselves and grow. As part of my learning journey, reflecting on what I learnt from the debate much constitute how I perceive the concept of management and the concept of leadership and how to become more successful in the business environment. Gibbs’ Reflective Cycle that was developed by Gibbs (1988) is utilized to enable me to investigate and evaluate experiences and plan from it. 
[image: A circular diagram showing the 6 stages of Gibbs' Reflective cycle]
Gibbs’ learning cycle
Source: Gibbs (1988)
Description: we were required to be divided into two teams arguing whether or not the era of management is over. I was in the team that supported the statement and we decided to divide our debate into small points and each team member was responsible for the point assigned. We did not have long time to sit and write it together. However, all members were involved in the decision-making process that determined how many points would be included in the debate and how to demonstrate these points appropriately and concisely.
Feelings: because the debate was part of our assignment project, we recognized the significance of this task and perceived it in a positive way. Even though we had a lot of work to do to accomplish the assignment project, I was excited about the opportunity to work in the team, prepare for the debate and search for information needed. However, I got a little bit frustrated and stressful because I put pressure on myself finding evidence and facts as much as possible to lead others. Additionally, I felt nervous as English speaking skill is not my greatest strength. I ended up self-motivating and that drove me to finish my part as expected. Looking back, I am quite satisfied with what the team did.
Evaluation: teamwork spirit was the only thing that went good and worked well during the debate. It is the fact that each team member tried his best to produce a good quality work, showed positive attitude and active support during the debate. Moreover, I considered this debate as a positive competition between teams and that motivated us to work harder and more positively. The thing that did not went good was a provision of evidence and facts supporting or rejecting the statement. 
Analysis: Belbin’s team roles (Belbin, 2010) argued that each individual has certain strengths and weaknesses. Understanding team members’ strengths and weaknesses is important to determine levels of team performance. I think that the reason that our team members were satisfied with their work during the debate was because each individual was considered as part of the team and each strongly understood how to contribute to overall performance. 
Conclusion: I think that the statement “the era of management is over” is not totally true. In the digital world, it is becoming clear that the concepts such as industrial democracy and corporate re-engineering have become more vital. The term manager or management has been perceived in a different way that is characterized by “a management free structure”. According to Chakhoyan (2017), today’s business environment reflects a world of VUCA – volatility, uncertainty, complexity and ambiguity. Everyone is required to be more flexible, responsive and innovative to respond to disruption and uncertainty. A traditional management structure is no longer appropriate in today’s competitive landscape to promote continuous improvement and process optimization. In the situation, intrapreneurship has become more important than ever before that determines whether or not organizations are excellent in dealing with the organizational dilemmas. Similarly, today’s workforce structure is changing where high performers within organizations increase. That explains why organizations could get successful by relying on a more holistic and appropriate approach in management instead of adhering to formal and rigid policies or a hierarchical management model. That also demonstrates differences between the concept of management and leadership and how strong and effective leadership is significant in today’s competitive landscape. For sure, a multi-disciplinary, visionary, trust-based and talent-centred approach is highly recommended. Leaders play an important role in defining the big picture, empowering and creating a linkage between one’s interest with the overall performance and goals. 
Action plan: I think that communication is vital in any teamwork. Therefore, when I am working with a team next time, I will try my best to interact with them as much as possible. I might not be about the group work, but their personal viewpoints or problems. I will share my concerns and information with the team to achieve a superior group work-based performance. 
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Decision making is about evaluating alternative options and making a choice among them. For leaders, decision making is much difficult as they need to ensure that decisions made serve the interests and benefits of all parties. The concept of sensemaking was firstly introduced by Weick (1995) that means simply “the making of sense”. Sensemaking is much associated with structuring the unknown by dividing collected information into pieces (Maitlis & Sonenshein, 2010) through which individuals can understand, explain, attribute and predict as well as transform the ongoing complexity or uncertainty into “a situation that is comprehended explicitly in words and that serves as a springboard into action” (Weick, Sutcliffe & Obstfeld, 2005). In simple words, it refers to the process of making sense of the unknown events before rationalizing them. It is evident that sensemaking is characterized by a constant move between intuition and logic and inductive and deductive reasoning. It is also about looking for evidence while carrying out certain action. As indicated by Weick, Sutcliffe and Obstfeld (2005), sensemaking is not about looking for correct or complete answers for problems. It is much about “drawing an emerging picture that becomes more comprehensive through data collection, action, experience and conversation”. In the business environment, sensemaking is vital to help leaders to understand deeply what is happening in a changing market and embrace changes in a more effective manner. According to Heifetz (2009), sensemaking is needed when the environment is rapidly changing challenging individuals with surprises for which they are unprepared. In this situation, individuals are required to be more adaptive rather than excellent in solving technical problems. Sensemaking is appropriate to deal with resilience in leadership because it enables leaders to learn about changing markets, customer migration or new technologies and innovations. Moreover, sensemaking enables leaders to increase their flexibility and adaptation in moving from the simple to the complex and back again. Sensemaking allows leaders to come up with plausible understandings and meanings; evaluate these by testing and putting them into action; reshaping understandings and better explaining the changing reality (Jaworski & Scharmer, 2000). Understandably, during crises, leaders are required to become more flexible and have the capacity move timely and effectively from the desired outcomes and the reality. They are also required to self-evaluate and self-develop as well as inspire others to develop in the same way. Sensemaking can help them build and promote resilience based on enhancing emotional intelligence, self-awareness, and the ability to deal with cognitive complexity (Rudolph, Morrison and Carroll, 2009). Leaders benefit from sensemaking: Firstly, it gives the leaders a chance to establish support for the anti-crisis measures and secondly, by using effective sensegiving frames in their communications with the public, leaders can avoid mass panic, facilitate collective sensemaking, and foster the adoption of the desirable behaviors by the followers. By adopting sensemaking decision making, leaders can be effective to define what can be and how to do to achieve desired outcomes. Leaders can demonstrate effective sensemaking in decision making by focusing on three core elements: understanding the wider system (searching for more types and sources of data; interacting with others to understand what is going on; moving beyond stereotypes; being more sensitive to find out solutions); creating a map of the current situation and developing courses of action to modify or change the system to get experiences. 









[bookmark: _Toc76566937]Reference 
Heifetz, R., Grashow, A. & Linsky, M. (2009). The practice of adaptive leadership: Tools and tactics for changing your organization. Boston: MA: Harvard Business Press.
Jaworski, J. & Scharmer, C. O. (2000). Leadership in the new economy: Sensing and actualizing emerging futures (Working paper). Cambridge, MA: Society for Organizational Learning and Generon.
Maitlis, S., & Sonenshein, S. (2010). Sensemaking in crisis and change: Inspiration and insights from Weick (1988). Journal of management studies, 47 (3), pp. 551-58
Rudolph, J. W., Morrison, J. B. & Carroll, J. S. (2009). The dynamics of action-oriented problem solving: Linking interpretation and choice. Academy of Management Review, 34, pp. 733–56.
Weick, K. E. (1995). Sensemaking in organizations. Thousand Oaks, CA: Sage.
Weick, K. E., Sutcliffe, K. M. & Obstfeld, D. (2005). Organizing and the process of sensemaking and organizing. Organization Science, 16 (4), pp. 409–421.
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Some people might feel that it is difficult to define the concept of resilient leadership and how to build resilience in leadership due to its dynamic nature. According to Robb (2000), dealing with resilience in organizations is associated with having capability to do two things simultaneously including “achieving excellent performance against current goals and objectives and at the same time deliver innovative outcomes to adapt and embrace changes and challenges in technologies and markets”. Achieving desired outcomes for the dilemma, particularly resilience in leadership requires leaders to adopt appropriate leadership models and approaches. A combination of transformational and transaction leadership approaches is best suited to enhance resilience in leadership and create resilient organizations. Transformational leadership is described as one of the most effective leadership styles having significant impacts on employee job satisfaction, motivation (Ngadiman & Ratmawati, 2013; Voon et al, 2011) and organizational performance including individual-based and team-based performance (Bass, 1985 as cited in Rowold & Schlotz, 2009). Other researchers including Warrilow (2012) as cited in Odumeru and Ifeanyi (2013) highlighted the role of transformational leadership in creating innovative and positive changes in organizations by taking care of followers’s interests and inspiring them to act in the interests of the group as the whole. In simple words, it refers to the journey of aligning their own interests into the group’s interests and benefits and driving organizations to utilize a holistic and individualistic approach to achieve collective objectives and goals defined. Transformational leadership is characterized by four dimensions: idealized influence, inspirational motivation, intellectual stimulation and individual consideration (Bass, 1985). In terms of idealized influence, leaders demonstrate a set of certain charismatic traits and their own values and characteristics to inspire followers to do the same thing as they believe to be ideal. Indeed, this dimension of transformational leadership reflects the key characteristic of Max Weber’s charismatic leadership approach that describes certain traits possessed by successful leaders and not found in other people (Nikezic, Puric & Puric, 2012). These traits play an important role in helping leaders create a trust-based relationship and maintain the relationship with other followers with high levels of engagement, agility and accountability. The next dimension – inspirational motivation describes how leaders enhance forms of shared responsibility towards achievement of organizational goals, objectives and performance by consistently and effectively communicating with followers and developing a sense of ownership and belongingness in organizations. Lai (2011) indicates that the dimension can be shown in the way leaders demonstrate enthusiasm, optimism and commitment to a common goal. Transformational leaders are believed to effectively and appropriately deal with the dilemma of resilience in organizations as they are able to enhance a sense of inventiveness and an out-of-the-box mentality in problem solving and decision making process. It is because transformational leaders who embrace intellectual stimulation tend to create a dynamic working environment where risk tolerance is highlighted and an innovative culture is promoted. Similarly, Rowold and Schlotz (2009) indicated that transformational leaders also challenge old approaches to develop or adopt new ones. That motivates their followers to perceive and adopt uncertainties in a more positive and willing manner. Additionally, by considering personal needs and individual aspirations of followers, transformational leaders can understand them better and develop a more appropriate approach to help them overcome difficulties or deal with uncertainties and challenges during crises more effectively (Odumeru & Ifeanyi, 2013; Afsheen, Rabia & Sajid, 2011). In order to build resilience in leadership during crises, it is recommended for leaders to adopt the transactional leadership style that describes leadership behaviors from perspectives including “contingency reward and management by exception” (Yukl, 1981). Accordingly, leaders can drive followers in the entire organizations to achieve common goals and objectives by adopting an appropriate reward system, especially extrinsic motivation in exchange for the achievement and accomplishment of desired outcomes of changes. During crises, leaders can also utilize management exception (both active and passive) to not only ensure that followers adhere to established procedures and processes to avoid mistakes or deviations but also enhance autonomy allowing followers to carry out their functions based on standardized performance criteria. A combination of transformational and transactional leadership style is best suited for achieving desired outcomes of the dilemma of resilience in leadership. It is about elevating staff morale, enhancing performance and organization-wide productivity as well as motivating staffs to accomplish both short and long-term objectives. As indicated by Dartey-Baah (2015), a mix of transformational and transactional leadership style is useful to “solve the challenges of the present while paying much attention to address future challenges as well”. Thus, leaders should adopt a mix of these leadership models to build resilient teams and organizations as well as strongly adapt to and innovate in such a fluctuating business environment. 
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Decision making concept

for resilient leadership

Sensemaking decision making approach

Decision making is about evaluating alternative options and making a choice
among them. For leaders, decision making is much difficult as they need to
ensure that decisions made serve the interests and benefits of all parties.
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Sensemaking

The concept of sensemaking was firstly introduced by Weick
(1995)

Sensemaking = “the making of sense”

Decision making is about evaluating alternative options and making a choice
among them. For leaders, decision making is much difficult as they need to
ensure that decisions made serve the interests and benefits of all parties. The
concept of sensemaking was firstly introduced by Weick (1995) that means
simply “the making of sense”.
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Sensemaking

Sensemaking is about dividing
collected information into
pieces (Maitlis & Sonenshein,
2010) to better understand,
explain, attribute and predict as
well as transform the ongoing

complexity or uncertainty

Sensemaking is much associated with structuring the unknown by dividing
collected information into pieces (Maitlis & Sonenshein, 2010) through which
individuals can understand, explain, attribute and predict as well as transform
the ongoing complexity or uncertainty into “a situation that is comprehended
explicitly in words and that serves as a springboard into action” (Weick,
Sutcliffe and Obstfeld, 2005).
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Sensemaking

Sensemaking:

- Aconstant move between
intuition and logic and inductive
and deductive reasoning
Drawing a comprehensive picture
instead of looking for correct
answers (Weick, Sutcliffe and
Obstfeld, 2005)

In simple words, it refers to the process of making sense of the unknown
events before rationalizing them. It is evident that sensemaking is
characterized by a constant move between intuition and logic and inductive
and deductive reasoning. It is also about looking for evidence while carrying
out certain action. As indicated by Weick, Sutcliffe and Obstfeld (2005),
sensemaking is not about looking for correct or complete answers for
problems. It is much about “drawing an emerging picture that becomes more
comprehensive through data collection, action, experience and conversation”.
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Sensemaking and resilience in leadership

‘Sensemaking in the business environment:

- Understaning deeply what is happening in a changing market
(Heifetz,2009)

- Making leaders more flexible, adaptive and responsive.
Learning about and from changing markets

Inthe business environment, sensemaking is vital to help leaders to
‘understand deeply what is happening in a changing market and embrace
changes in a more effective manner. According to Heifetz (2009),
sensemaking is needed when the environment is rapidly changing challenging
individuals with surprises for which they are unprepared. In this situation,
individuals are required to be more adaplive rather than excellent in solving
technical problems. Sensemaking is appropriate 1o deal with resilience in
leadership because it enables leaders to learn about changing markets,
customer migration or new technologies and innovations. Moreover,
sensemaking enables leaders to increase their flexibilty and adaptation in
‘moving from the simple to the complex and back again. Sensemaking allows
leaders to come up with plausible understandings and meanings; evaluate
these by testing and putting them into action; reshaping understandings and
better explaining the changing reality (Jaworski and Scharmer, 2000).
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Sensemaking and resilience in leadership

How sensemaking enhances resilience in leadership?
- Self-awareness and self-development
‘Emotional intelligence and the ability to deal with cognitive complexity
‘Sensegiving frames in communication that helps leaders a
panic

Understandably, during crises, leaders are required to become more flexible:
and have the capacity move timely and effectively from the desired outcomes
and the reality. They are also required to self-evaluate and self-develop as well
as inspire others 1o develop in the same way. Sensemaking can help them
buid and promote resilience based on enhancing emotional inteligence, self-
awareness, and the abilty to deal with cognitive complexity (Rudolph, Morrison
and Carrol, 2009). Leaders benefit from sensemaking: Fisty, it gives the
leaders a chance to establish support for the anti-crisis measres and
secondly, by using effective sensegiving frames in their communications with
the public leaders can avoid mass panic, faciltate collective sensemaking,
and foster the adoption of the desirable behaviors by the followers. By
adopling sensemaking decision making, leaders can be effective to define
what can be and how to do to achieve desired outcomes.
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Sensemaking and resilience in leadership

How to adopt sensemaking in building resilience and overcoming crises
- Understanding the wider system

- Creating a map of the current situation

- Creating changes

Leaders can demonstrate effective sensemaking in decision making by
focusing on three core elements: understanding the wider system (searching
for more types and sources of data; nteracting with others o understand what

‘going on; moving beyond stereotypes; being more sensitive o find out
Solutions); éreating a map of the curent situation and developing courses of
action to moify or change the system 1o get experiences.
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Leaders must have the commitment to resilience
and start this commitment from the commitment to
conservative and collaborative decision-making.
Leaders must behave in a way in which they think of
everything including different scenarios and
process and diversify the risks ahead rather than
allow vulnerability to be embedded in their
leadership principles #bmdleadershipdilemma
#resilience

*2

& Hilda Ojonugwa Obaje (2009418) 10 Jun, 15:46
Resilient leaders are truly characterized by
who they are and what they do. | think key
aspects embraced in resilient leadership are
respond, recover and thrive.

*2

s Shala Ahmmed (2007122) 10 Jun, 15:50

Some people might think about leading for
resilience as something ambitious or
impossible. In the days of COVID-19
pandemic, leading for resilience is much more
vital than ever before. In my mind it is about
recognizing, creating and reinforcing the
shifts from a “today” to a “tomorrow”
mindset for themselves and for their teams

*1
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Some people might think about leading for
resilience as something ambitious or
impossible. In the days of COVID-19
pandemic, leading for resilience is much more
vital than ever before. In my mind it is about
recognizing, creating and reinforcing the
shifts from a “today” to a “tomorrow”
mindset for themselves and for their teams

*1

Chisom Jane Evbota (1807678) 10 Jun, 15:55

It is an emotional game. Resilient leaders
know how to balance and control their
emotions as well as enhance social
connections.

*2

Akina Limbu (2014849) 10 Jun, 16:12

| second that Tra My. Adversity teaches us to
be a resilient leader. During difficult
circumstances, we will discover valuable
lessons from which we can learn and
positively impact the team and become a
more resilient leader.

Jiagi Hu (2005204) 10 Jun, 18:20

The best way to lead for resilience is to act
with consistent integrity during crises
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Resilient leadership is crucial in today's working
environment. Thinking about some of the most company-
critical issues or catastrophic events where leaders face
toughest decisions, building resilience in leadership is a
key to help the organizations survive a shock and sustain
their core values, beliefs, mission and orientation.
#bmdleadershipdilemma #resilience
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@7 Anh Nguyen and 12 others

” Nguyen Hong Anh
Agree!! Resilient leaders embrace unique

strengths - resilience in the face of rejection
and willingness to power and make the
teams engage in what the teams are doing

k Like Reply More

@ Nguyén Minh Ngoc
Yes! Leading for resilience must start with

changing leadership attitude: from a
reactive mode to a more proactive mode.
The implication here is whether or not
leaders are able to embrace opportunities to
boost team performance.

k Like Reply More

ﬁ Hue Anh Tran
y

Of course but does resilience mean imagining a
successful and promising future and enhancing
trust to get such future?

T wk Like Reply More

w Teddy Nguyen
| remember the study found out that 72% of
entrepreneurs and leaders have mental
health concerns. Is it a reason that makes
them hard to be more resilient, positive and
powerful?

last Thu Wow Reply More
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Leading for resilience is an open mindset that helps
leaders avoid feeling knocked off balance caused by a
variety of challenges including organizational,
professional, technical and sometimes personal
challenges. #bmdleadershipdilemma #resilience

lﬂ) Like D Comment d) Share

O uyén Vy and 10 others

‘a Anh Nguyen
There are similarities between resilient

and authentic leaders who are self-aware

and empathic and know how to move
themselves and the followers overcoming
challenges 2

last Thu Wow Reply More

e Hoang Yen Tran
What you are referring to makes me
remember what | read from an online
magazine. Its called emotional fitness or
ongoing commitment to look inward and

work toward self-awareness, self-
motivation and self-improvement @D
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& Ha My
Amazon's story truly demonstrates what
you are referring to as Jeff Bezo's promotes
resilient leadership that is characterized by
enforced, vibrant and visible factors. O:
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Resilient leadership is about making decision-making
downstream, ensuring resilient supply chains,
diversifying business models while focusing on the core
values #leadershipdilemma #resilience
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O Ha My and 6 others
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“ Duc Tran
| see it too as leaders are required to anticipate
what success looks like at the end of the
journey rather than focusing on risks or
challenges.

1wk Like Reply More

w Uyen Phuong Nguyen

> The only way to lead others is to be great at
self-motivating and maintaining a balance all
the time

1wk Like Reply More

‘ Tin Nguyén
Very timely! | am leading my very first
workshop. Thanks very much for the share
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’ Eddie An L&

To practice resilient leadership, it is important
for leaders implement planning shifts that are
transformed from short-term contingency
planning into long-term planning

1wk Like Reply More
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There is a universal reality that a leader with no
vulnerabilities is rare. Leaders, sometimes are concerned
about their decisions, especially impacts on things or
how to promote their identity. What matters from
leadership perspective leads to the fact that they must
seek trust and general well-being instead of shaping
their behaviors in a box with the tension and anxiety.
#leadershipdilemma #resilience
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@ JiMin and 6 others

[ ' ’ Nguyen Hong Anh
Resilience in leadership is about rapid agility
and adaptation because it is a cognitive
process in which individuals eliminate a
deep-seated worry about their capability in
doing or implementing things

Like Reply More

Ji Min

There is no doubt that my team is under
pressure. What | can do is to push and drive,
but not to break. | also consider giving them
meaningful ways to work that can help them
release energy, goodwill and innovation

More

9 Linh Nguyen

Leaders should know that resilience is not a
destination. It is a way of being, fulfilling and
developing. Let's imagine that your teams
and organizations are facing with the crisis.
Leading for resilience is about being able to
help organizations transform and embed
open-mindset, beliefs and agility into its
DNA that make them forward quickly
instead of returning to where it left off
before the crisis

Like Reply More
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