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Beyond Expectation Service
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Content

How to make our
Operations Bmmmd CUstomer satisfy with
Beyond Expectation

4 FLOOR SUPERVISOR Goongw : 1



CUSTOMER Interaction Process
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SMILE & GREET

T TALK & LISTEN

6  FLOOR SUPERVISOR oongw : 1



A ANSWER & ANTICIPATE NEED
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RESOLVE PROBLEM
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WOW Customer

WHAT’S PROBLEM
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OWN IT & SOLVE IT

WOW ! THE GUEST
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HOW TO GET IOUR CUSTOMER or NEW CUSTOMER
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7 Excellent Ways to Attract New Customers

v" Identify Your Ideal Client |
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7 Excellent Ways to Attract our Customer & New Customer

v’ Discover Where Your Customer Lives
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7 Excellent Ways to Attract our Customer or New Customer

v Know Your Business Inside and Ogtside
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7 Excellent Ways to Attract customer or New Customer

n
‘\( Position Yourself as the Answer
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7 Excellent Ways té Attract our customer & New Customer

v Try Direct Response Marketing
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7 Excellent Ways to Attract our customer & New. Customer

v’ Build Partnerships : Msasavfuduvesgsnaliiinty
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7 Excellent Ways to Attract New Customers

|
v Follow Up
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Situation & Role Play
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Situation (Group Discussion Activities )
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Service Excellence

Presenter 4

Annop Janhomklai
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“Why Service Excellence is important?”

o
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Presentation title 2

Service Excellence
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Competition Centric Standard Satisfaction
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Presentation title 3]
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Customer Needs
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Presentation title

NAUAN
Attitude
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a...Service Mind

Presentation title
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The 3 V’s
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VISUAL

55%

VERBAL
7%

VOCAL
38%
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Personal Grooming

Presentation title

“Your hard work and
technical skills can get you a
job, but what keeps you
climbing the ladder of
success are your etiquette
and grooming skills.”
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“Grooming”
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Makeup/Face

Full make up to be worn

G '
Dress code Dress code
Suit/Smart
business attire
|
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wh \ | h
Shoes k - N Shoes
Formal work shoes Formal Classic heels
Presentation title 19

FLOOR SUPERVISOR Goongw : 1 25




- YA AN
- gueEIUYAna
- %’ﬂudamawu
- mam aze1a G quariluedied
- umaunauaauq "lmu
- duiledaau
- SpuMmMIIRNY azea
1w A d
- yasdilalaa
A v 1 Y
- 'isiseudn wansuin

Presentation title

Female
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SIGHT
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STAR

Situation Task Action Result

Presentation title 24

Takuma Hayashi Graham Barnes

President VP Product
G S S Mirjam Nilsson Z= Rowan Murphy
-
Chief Executive Officer SEO Strategist
FV °

Elizabeth Moore

| Product Designer

Flora Berggren
Chief Operations Officer

Rajesh Santoshi
VP Marketing

Robin Kline
Content Developer

Presentation title 2
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Introduction

At Contoso, we empower organizations to foster
collaborative thinking to further drive workplace
innovation. By closing the loop and leveraging
agile frameworks, we help business grow
organically and foster a consumer-first mindset.

Presentation title

“Business opportunities are
like buses. There's always
another one coming.”

Presentation title 2
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Summary

At Contoso, we believe in giving 110%. By using our
next-generation data architecture, we help organizations
virtually manage agile workflows. We thrive because of

our market knowledge and great team behind our product.
As our CEO says, “Efficiencies will come from proactively
transforming how we do business.”

28

Presentation title

Thank you

Annop Janhomklai

Annop.Janhomklai@gmail.com
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09.30 - 11.30 u. Floor Supervisor 4221y 1
o £ o
Tny AouEnsANG Waning

Human Resources Management & Culture and brand Development
Consultant for Hotel Hospitality
AT Funsvaulna
Head of Human Resources; Social La Ltd.

¢ a a _a o o ¢ o =
219158 A5.0A5A 23815981531 NUSnwlAsIns
813159U5231 #1913 USMsnsAnwIn1aIuleue
mﬁmmsLtazﬂmwﬂuﬂﬁmwmﬁﬂm
AMZATAENS PNAINTAMNING Y

11.30 - 12.00 . asUUsTnuguuINIeU R

Tny 37.A9.69% lasning YszsunuSnwesnsuiiuminerduaiundn
12.00 - 13.00 w. AnFudsemuemINaneiy
13.00 - 16.00 . HnUfUR Floor Supervisor $a21%W 1

Tny Augnsdng wanswg
Human Resources Management & Culture and brand Development
Consultant for Hotel Hospitality
ANATIAN Junsuaulng
Head of Human Resources; Social La Ltd.
919138 a3.0A5R 9381558150 fivsnwlasanis
919139U5291 @3 vsmsmsanwnmiviuleung
msdanisuazaaduiiimanisiing
ANEATANENS PBINTUUNTINERE

16.00 - 16.30 1. aquusziauguuImaufua
1ng 5A.05.5Y3 RAENING Uszaunusnwesnsuiuninendeaiunan

e SuusemueImsing (luviesdsen) 1an 10.30 U. uag 15.00 u.
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CURRICULUM VITAE

Applicable Position: Human Resources Management & Culture and brand Development
Consultant for Hotel Hospitality

Career Objective:  To widen strengthen skill in career by seeking a job offering challenges and
career advancement

Personal data

Name: Yuthasak Poolsup

Address: 95/125 Private Home Village, Minburi Klaosamwa Bangkok 10510
Contact No: 090-197-2361

E-mail: yuthpoo@hotmail.com

yuthasakpoolsup@gmail.com

Education

2003-2005 The National Institute of Development Administration (NIDA Bangkok)
Master Degree of Public Administration (MPA) - Management for Executive
Major Management for Executive

2020-Present Further study PhD. Educational Management Program (Doctor Program)

at Chulalongkorn University
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HOTELS & RESORTS WORLDWIDE, INC manGKOK

HOTELS « RESORTS » SPAS

arrioft. @ AVAN .,

HOTELS & RESORT -
OTELS & RESORTS Hllton HOTELS S Bakery

Kanchanaburl

Lo~ .

OZO AMmM r[ - ‘Dusit Thani
Chaweng Samui KOH SAE\ ﬂ I i aEn/ (123)

A VISION OF W HOTELS

»Ill I-Z/\l()l\l

Xs' \h(‘l'ﬂl()“ STREGIS FOURX POINTS THE LUXURY COLLECTION

Hotels & Reror

Q 4MERDIEN BV lOFt WESTIN W

HOTELS

February 17 — Present Group Director of Human Resources & Culture
Development Consultant @ Rende Development
Co.,LTD.

(Rosewood BKK, SC Park BKK and Thame Velley Khao Yai)

Main Duties & Responsibilities

Create and deliver briefings to executives

Oversee an organization’s recruitment, interview, selection, and hiring processes

Plan employee benefit, payroll, health and safety programs

Facilitate and monitor the implementation of standardized human resource processes
Adhere to all internal policies and legal standards.

Update antiquated systems (e.g. paper-based timesheets, grievance procedures)
Defend the organization from inquiries by Unions and Lawyers

Effectively structure benefits programs to attract and retain top talent

Work with technical team to design, integrate and implement human resource software
systems for better efficiency

= Recommend new and improved measures for performance evaluations

= Created whole year plan for Human Resources Management and Culture Development
= You will be one of the key Leaders on property. From business planning to team member
engagement strategy to learning and development compensation and benefits to
communication, the management team will look to you to take the lead.
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You will be involved in not only managing the People & Culture function but ensuring the
success of the operation through effective business planning, talent management and
performance monitoring. You will be responsible for ensuring the wellbeing of our team
members throughout their journey.

June 2017 — Present Cluster Director of Human Resources & Development

Consultant (Amari & OZO brand )

@ ONYX Company Co., LTD.

Reports to: Cluster General Manager & Dot line to Executive Vice President — Human
Resources
Job Purpose: Responsible primarily for planning, organizing and controlling the activities

of Human Resources and training functions including formulating of policies,
identification of objectives and achievement of goals set forth by the
management in relation to employment, compensation and benefits,
learning and development, labor relations and Team Member relations.
Implementation of corporate Human Resources policies, procedures, rules
and regulations

Main Duties & Responsibilities

Human Resources

Implement corporate Human Resources policies, systems, procedures, rules and
regulations. Ensure distribution and implementation by all departments and sections. Monitor
deviations, issue interpretation, reminders, take collective action when appropriate
Direct/lead the Human Resources Team Members to orient non-managerial Team Members
Periodically review and make recommendations for revisions, amendments, abolitions,
and/or the drafting of implementing rules and procedures as may be required by the current
needs of the organization in consultation with Corporate HR and the General Manager
Prepare, revise, amend as needed: Team Member Handbook

Organization Structure

Review and validate the organizational structure whenever necessary or as scheduled by
the General Manager

Employment

Plan, organize and coordinate the performance of functions related to employment such as
recruitment, preliminary screening, hiring, placement and orientation

Exercise general supervision over Team Members assigned to perform these functions
Ensure compliance by the Team Members, other departments and sections with policies,
procedures, rules and regulations

Ensure that candidates selected for the hotel meet the job specification and quality
standard of the hotel ; monitor deviations and take collective actions
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Following general guidelines from the General Manager and in consultation with Corporate
Compensation & Benefits, prepare wage and salary structures and implementation
guidelines for all levels of Team Member of the hotel. Upon approval of the scale by the
General Manager and Director Compensation & Benefits,, ensure implementation, monitor
deviations; advise departments and sections concerned

Support understanding and implementation of the Performance Appraisal, programme,
monitor and act on recommendation/result

Inform management of decrees and issuances affecting wages and their interpretation and
implementation

Team Member Relations

Plan annual Team Member relations program directed towards maintenance/improvement
of relations between management and Team Members; submit same for approval of the
General Manager. Upon approval, supervise implementation within approved Human
Resources budget and in accordance with established timetable. Such program may be
included with sports, recreational, social and other activities which will improve
communication, and draw the Team Members closer to management and enhance loyalty
Conduct dissemination and/or publication of information affecting employer-Team Member
relations, Team Member activities and programs.

Industrial Labour Relations

Ensure hotel’s policies are in compliance with labour laws; take collective action in case of
deviations

Keep abreast with and inform management of development and trends in the local labour
situation

Advise management and departments in the interpretation and implementation of new
decrees

Team Member Benefits and Welfare

Initiate benefit program packages for all levels on the basis of priority needs of the Team
Members, outlining mechanics and costs, submit for approval of the General Manager. Upon
approval, supervise and monitor their administration

Supervise and monitor the implementation of mandatory and fringe benefits

Conduct survey of benefits in the hotel industry

Prepare data as required by the corporate office to support the appraisal & bonus programs.

Learning and Development

Implement corporate designed and mandated training programs.

Ensure that every department has at least one certified trainer

Recommend management/supervisory, specific professional programs and other training
based on needs analysis, and submit for approval of the General Manager after
consultation with Corporate Director of Learning & Development, Supervise and
implementation.

Coordinate with all Department Heads for on-the-job training

Conduct the Leadership Training Skills for all HOD in the property.

Conduct the Interviewing Technique for all HOD and Department Team leader

Set up the whole year plan for all Team Member and created training needs followed by the
individual Development Plan after year end evaluation process.

Conduct the Evaluation process related to Company Core Value (Key Competencies and
get the measurement.
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Team Member Discipline

= Counsel/advise Department/Section Heads on the administration of discipline
= Make sure that its implementation is undertaken in compliance with laws, policies, rules
and regulations.

Record Management

= Supervise Team Members engaged in records maintenance and control.

= Supervise Team Members assigned in the classification, filing, issuance control of
permanent records of Team Member, confidential documents and other Team Members
files.

= Ensure that the security of important and confidential documents is properly handled.

Other Duties

= Prepare annual objectives and program calendar of the Human Resources department,
indicate cost and time frame; and ensure implementation

= Submit periodic reports to the General Manager on all areas of Human Resources and
training

=  Submit corporate mandated monthly dashboard reports

= Represent the Hotel in professional organizations concerning Human Resources, industrial
relations, learning and development

= Fulfill all other duties as may be assigned by General Manager within the scope of this
position and/or within the limits of the company policies

November 2016 — June 2017 Consultant Director of Human Resources & Development
SRIFA Company Kanchanaburi

Job Purpose

Created & implement the whole year Training Service Program and core Training program due to
develop their associate to know company standard and use the proper standard to be a guideline
for shop implementation.

Training and Development
= Coordinate with senior management to identify training needs & implemented.

= Implement Shop Service Sequence, Service Recovery and Service Cycle platform.
Develop and coordinate with HR colleagues for vendor identification and selection
Performance Management / HR Performance, Measurement and Evaluation

= Manage the performance management process
» Provide coaching and support to line managers / staff to ensure process effectiveness

» Manage the performance of the HR processes in the areas of accountability to achieve
agreed targets with the business direction
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June 2016 —September 2016 Consultant Director of Human Resources Thai CCTV in
Bangkok

Job Purpose:

Set up Pre-opening & Operation plan, create core Training Program and Service Standard,
Coordinate with Construction Mgr. due to check and update construction, attend the weekly /
monthly meeting for updated construction and pre-opening critical path created goal setting and
KPI, implement development plan for top position to line staff and created on property successor
list and implementation.

Focus on HR. strategic partner with business unit Administration of the Thai CCTV and coordinate
with Corporate in order to plan and achieve the result of the Thai CCTV and ensuring that the
vacant positions are fully filled in and on time. To ensure the selection and hiring process are
followed with Human Resources systems and issue the company policies and procedures that
main focus on hotel productivity base on manning headcount and created working environment for

all associates.

March 2016 — June 2016 Consultant Pre-Opening Meeting Complex & Co-working Space at
Chonburi

Job Purpose:

Set up Pre-opening & Operation plan for Meeting Complex & Co-working, create core Training
Program and Service Standard, Coordinate with Construction Mgr. due to check and update
construction, attend the weekly meeting for update construction and pre-opening critical path with
the owner, implement the customer list and implement marketing plan for Sales Team visit due to
get the company revenue.

Implement their KPI & Goal Setting for whole year plan and sales Team
October 2013 — March 2016 Dusit Thani Bangkok

Director of Human Resources
Job Purpose:

To be a HR. strategic partner with business unit of Dusit Thani and coordinate with Corporate in
order to plan and achieve the result of Dusit Thani Bangkok property and support the hotel
operations and coordinate with Corporate Team ensuring that the vacant positions are fully filled in
and on time. To ensure the selection and hiring process are followed with Human Resources
Administration systems and issue the company policies and procedures that main focus on hotel

productivity base on manning headcount and created working environment for all associates.

44  FLOOR SUPERVISOR oongw : 1




Specific expectations are as follows:

1. Recruitment and Selection:

= Develop recruitment strategy and objectives to provide competitive advantage and
support.

» Manage the process to ensure pro-active activities are in-place to ensure that sufficient
internal and / or external candidates are available to fill vacant positions

» Conduct job analysis, job description, and selection / interview process
» Manage the job offer / on-boarding process

2. Provide Human Resources Administration, Planning & Reporting Management:

2.1 Manpower Planning Management.

= Manage the Manpower Planning process to provide competitive advantage and support /
align with business strategy / objectives.

= Manage with senior management to ensure the manpower planning document is
developed and updated.

2.2 Performance Management / HR Performance, Measurement and Evaluation
» Manage the performance management process
»= Provide coaching and support to line managers / staff to ensure process effectiveness

= Manage the performance of the HR processes in the areas of accountability to achieve
agreed targets with the business direction

= Develop the processes to evaluate the HR functions performance

2.3 Career and Succession Planning
= Manage the career and succession planning process

2.4 Compensation and Benefits
» Manage the C&B management process
3. Training and Development
= Coordinate with senior management to identify training needs
= Develop and coordinate with HR colleagues for vendor identification and selection

= Conduct the Evaluation process related to Company Core Value (Key Competencies) and
get the measurement.

» Annalise Training need and prepare the whole year plan training for all Team member in
organization.

4. Employee Engagement

= Manage the development and implementation of effective communication and
participation programs that build employee engagement
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Jan 2013 — Oct 2013 Minor International Co., LTD
Director of Human Resources — Corporate Main support Minor Food Group
Job Purpose:

To be a strategic partner with business unit of MFG and Corporate in order to plan and could
achieve the result of Recruitment Function of MFG and Corporate, ensuring that the vacant
positions are fully filled in and on time. To ensure the selection and hiring process are followed

with Human Resources Administration systems and company policies and procedures.

Key Responsibilities:

e Manage the recruitment team in order to ensure the timely and quality hiring for vacant and
new positions based on defined position profiles.

o Establish short and long term strategic plan to attract the qualify candidates within the time
frame.

o Establish and execute creative methods and techniques for sourcing candidates. This
includes referrals, college recruitment, job fairs, Internet, and networking.

e Sourcing suitable candidates with the identified search parameters.

¢ Interviewing candidates on a general basis and for specific roles.

e Interviews management- and executive-level candidates; serves as interviewer for position
finalists.

e Reach consensus on whether the organization wants to select any candidate.

Follow up the weekly vacancies and provide monthly recap, which outlines positions filled,

length of vacancies, sources used and cost per hire.

Establish and manage process to forecast, plan, and monitor recruitment needs.

Set up annual recruitment budget and monitor.

Establish retention goals and report turnover.

Develop formal process to effectively plan and forecast hiring needs (season and holiday

seasonal staffing needs).

e Strategic planning of the annual recruitment program to meet the aims and objectives of the
program and the ongoing pursuit of excellence in the recruitment function.

o Work closely with HR of each brands in short and long term of manpower need and strategic
planning of Manpower Planning.

Sep 2011- Jan 2013 Minor International Co., LTD
Director of Human Resources —Corporate MHG / M Spa and RGP & RGE
Job Purpose:

Corporate HR Director is part of the senior leadership team of the HR department within Minor Hotel
Group Corporate and MSpa International.

The Corporate Human Resources Director oversees the full scope of human resources management
for corporate team within Minor Hotel Group and MSpa linternational Limited. The key area of
responsibility are: setting and maintaining the organizational structure in line with evolving business
needs, recruitment, selection and training of all employee ,oversight of compensation and benefits,
performance management and succession planning, HR policy/procedure development and
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compliance, internal communication, employee relations, and overall compliance to regulatory
requirements.

This role will work closely with the heads of HR for the various business units within The Minor
Group. He/she will provide HR advice to operation leadership based on a detailed and up-to-date
understanding of local labour law. Develop, implement and maintain all Human Resources policies
and procedures in line with Minor philosophies.

Aug 2010- Sep 2011 Aloft Bangkok — Sukhumvit 11 (pre-opening)
Director of Human Resources

= |Implement administration and follow all Starwood Human Resources policy

= Liaise with Department Heads and analysis Departmental performance make
recommendations regarding Human Resources issues including staffing level. Support
each Department to meet its business objectives.

= During Pre-opening to be instrumental in setting up an efficient HR. operation within pre-
opening phase for smooth hiring, Training needs, Labour law compliance, etc. all following
the HR. critical path.

= Hotel Manning & Benefits setting.

= Implement pre-opening Training plan, IDP Development plan for key position & Plan to
implement for Team member during pre-opening and after opening.

Aug 2006 — Aug 2010 Sheraton Hua Hin Resort & Spa (pre-opening)
Director of Human Resources

= Provide professional advisory and executive support to the General Manager and assist
in meeting strategic goals of the hotel.

= Implement administration and follow all Starwood Human Resources Policy.

= Liaise with Department Heads and analysis Departmental performance make
recommendations regarding Human Resources issue including staffing levels. Support
each Department to meet its business objectives.

= Implement and administer all Starwood Training plans and initiatives.

= Liaise with all Department Heads for any help needed implementing LRA Brand
Standard and mandatory program.

= Management of training and development activities including training needs analysis and
program evaluations.

= Develop recruitment strategies and oversee the efficient and timely hiring of all
associates.

= Plan to conduct the annual StarVoice Survey and implement action.

= 2009 to be a StarVoice Champion Indochina Region.

= |mplement and evaluate an effective PMP/ Talent review and high potential in line with
Corporate guideline.

= Participate in the preparation of the Operations plan ( Manning budget & associate
benefits)

= Qversee the effective administration of personnel records and files in line with Starwood
Policy.

= Train Department Heads in HR. matter so that they may improve their own Human
Resources Management practices within their area.
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= Monitor the maintenance and applicability of current job Descriptions.

= Administer and handle all Expat documents.

= During Pre-opening to be instrumental in setting up an efficient HR. operations within
pre-opening phase for smooth hiring, Training needs, Labour law compliance, etc . all
following the HR. critical path.

= Conduct the core Training program for Ex-com & senior Department Head internal
property such as Sheraton onwards & upward, Starwood Journey and Building Royalty
at Sheraton.

» Plan & implement Mass recruitment in Bangkok & Hua Hin location.

Jan 2005 — July 2006 Hua Hin Marriot Resort & Spa (Managed by Minor International Co., LTD)
Human Resources Manager
Responsibility:

= Recruitment Strategy

= Development Planning for Division Head, Department Head, and Assistant Manager level.

= Planning for whole year HR. & Training activities.

= Plan implement and monitor the manning guide, HR. budget and HR. & Training plan.

= Updated annual HR. Strategy plan.

= Conduct the core training program for management level as per Marriott required.

= Attend and actively participate monthly HR. Meeting.

= Assist with the organization of all associates meetings and the associates function,
Manager outing and other associate event.

= Analyze the result of performance appraisal and ensure that all associates are to be
developed accordingly by working closely with all managers.

» Ensure updating of training and development resources in order to support All Department
Development plan effectively.

» Participate in community activities according to the annual plan and budget & special
project create more.

= Work closely with group Director HR. in term of policy, recruitment and termination of
Department and higher, monthly meeting and report, strategic planning, people
development/.

July 2002 — Jan 2005 Sheraton Grande Sukhumvit Bangkok
Human Resources Manager
Responsibility:

= Planning for whole year HR. & Training activities

= Conduct the Starwood Care Program & others core program

= Setting & control hotel manning budget.

= Recruitment Strategy

= Planning for HR. & Training and implement the new program.

= Recruitment Strategy

= Responsible for administration of all benefits for employees such as social security,
provident funds, associate insurance etc.
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= Be available to give assist and support to the operations in the recruitment and placement
of key personnel.

= Responsible for the coordinate and control of all recruitment, interview and evaluation of
applicants for vacant position.

= Responsible for hiring new associate process. Responsible for associate evaluation upon
completion of probation period

March 1998 — July 2002: The Peninsula Bangkok (pre-opening)
Assistant Human Resources Manager
Responsibility:

= Responsible for the coordinate and control of all recruitment, interview and
evaluation of applicants for vacant position.

= Salary Structure

= Conduct new associate Orientation.

* Produce Associate Handbook for new comer.

= Responsible for administration of all benefits for all associate such as social
security, Associate insurance etc.

= Be available to give assistant and support to the operations in the recruitment
and placement of key personnel.

» Ensure that associate go through the normal procedure of hotel rules &
regulation.

» Conduct Associate Performance Evaluation discussions.

» Conduct Grievance discussions.

» Conduct associate Transfer & Promotion.

» Organize whole year associate activities.

» Do the survey among of 5 star hotel for salary structure and compensation &
benefits.

Learning and Development

* |mplement corporate designed and mandated training programs.

» Ensure that every department has at least one certified trainer

» Recommend management/supervisory, specific professional programs and other
training based on needs analysis, and submit for approval of the General
Manager after consultation with Corporate Director of Learning & Development,
Supervise and implementation.

Coordinate with all Department Heads for on-the-job training

Conduct the Leadership Training Skills for all HOD in the property.

Conduct the Interviewing Technique for all HOD and Department Team leader
Set up the whole year plan for all Team Member and created training needs
followed by the individual Development Plan after year end evaluation process.

= Conduct the Evaluation process related to Company Core Value (Key
Competencies and get the measurement.
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August 1996- November 1997: Renaissance Le Concorde hotel (pre-opening)
Assistant Personnel Manager

= Plan for hiring schedule

= Prepare pre-opening action plan

» Plan pre-opening Mass Recruitment

»= Plan whole year HR. & Training activities

» Prepare & arrange the HR. & Training form format for pre-opening
hotel.

= Responsible for Pre- screen interview of all applicants.

= Coordinate and control of all recruitment

= Hiring new associate

= Orientation for new associates.

= Setting all associate benefit.

= Responsible for associate evaluation upon completion of probation
period.

= Facilitate the extension of Visa and obtain work permit for expatriate
associate.

October 1995 — August 1996 Sheraton Grande Sukhumvit (pre-opening)
Senior Human Resources Officer
Responsibility:

= Responsible for coordinate and control of all recruitment, interview and
evaluation of applicants for vacant position.

= Responsible for pre-screen interview process

= Taking care associate time attendant record & coordinate with all
Department for controlling leave record.

= Preparing HR. & Training Form during pre-opening period.

= Ensure the associate go through the normal procedure of Exit interview and
all clearance.

= Conduct the Associate Performance Evaluation & discussion with all
Department.

= Conduct Grievance discussion.

= Taking care associate Promote & Transfer.

= Preparing & implement whole year activities.

= Connect with 5 star hotel for salary survey and associate benefit grid
updated by quarterly.

=  Produce Associate Handbook & Benefit Handbook.

= Coordinate associate dining room meeting by monthly with G.M
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March 1992-October 1995: Hilton International Bangkok
Personnel Officer
Responsibility:

= Responsible for Pre-screen interview candidates

= Taking care associate for all benefit such as insurance, Social Security,
Compensation Etc.

= Control associate time attendance for all levels

= Implement associate activities

= Facilitate the extension of Visa and obtain work permit for all expatriates

= Updated associate bulletin board for communicate to all associates

= Ensure that associate go through the normal procedure of Exit Interview
and clearance.

Reference Contract: Mr. Martin Raich

Group General Manager — The Kiroro, a Tribute Portfolio Hotels,
Hokkaido Japan

Khun Samart Swangsangwatana / Westin Grande Sukhumvit
Cluster Director of Finance
081-929-2931
Khun Sitthirat Hongthongkham / Sheraton Hua Hin Resort & Spa
Hotel Manager
032-708-000

Others

v" Guest Speaker “ Personality & How to prepare yourself after

Graduated” Khon Khean University” ( Nong Kai Campus )

Guest Speaker “ Service Sequence “Thai Chamber University

Guest Speaker “AEC & Service Sequence” Khon Khean University

v" Guest Speaker “Presentation Skills & Personality” Khon Khean
University

v Guest Speaker at “ Hotel Operation & Service Sequence” Mahasarakram
University

v" Guest Speaker at “ Personality & How to Built Confidence ” Bangkok

University

Guest Speaker at “ Service Sequence” Rajaphant Suan Dusit University

Guest Speaker “ Hotel pre-opening & Hotel Operation ” Silapakorn

University

Guest Speaker “Presentation Skills & Service Cycle” Rangsit University

Guest Speaker “ AEC & Hotel Industry” Bi Tech Bangna

Guest Speaker “Service Industry” at Dusit Thani College

Guest Speaker “ Human Resources Management ” at Silapakorn

University

Guest Speaker “ Foundation of Leadership” at Khon Kaen University

ANRN

ANERN

NANENEN

AN
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Contact Information

o 36/29 Pinnapa Condo Soi
Supapong 1 Nongbon, Prawet

Bangkok 10250
O (66) 898823495

e annop.janhomklai@gmail.com

Achievements

Mini-Master in HRM,
Chulalongkorn University
Certified Training Manager
Part-time Instructor
(International Program
Student)

Guest Speaker in Reputable
Universities

Certified Public Speaking
Certified Train the Trainer
Certified Personal Leadership
Development

DiSC

Solution Selling Skills
Effective Negotiation Skills
ServeSafe Food Safety
Certificate

Certified Leading Others -
Great Results & Great Team
Certified Hotel Departmental
Trainer

Certified Safety Officer
(Management Level)
Mindfulness in Organization
HRM From Theories to
Practices

Manager of The Year 2018
Talent Manager 2019 (IHG
South East Asia &
Korea(SEAK))
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Summary

With almost 19 years in human resources management and
development, I believe that I am a high potential candidate for your
organization and I am sure I can apply all my value experiences with your
organization. I have 7 years of English teaching experience in universities
and 1 more year teaching English in China. Moreover, 12 years of human
resources management & development career in reputable hospitality
companies such as Dusit Thani, Bangkok Air Catering, Centara Hotels &
Resorts, Anantara Hotels & Resorts, Best Western International, Crowne
Plaza (IHG), Holiday Inn & Suites (IHG), and Hotel Indigo (IHG). I am
positive thinking and leading by good example. | always love to motivate
people to learn and I am so excited to explore new journey with every
great opportunities.

Work Experiences

Head of Human Resources

Socila Lab Co., Ltd. (A Start-up Technology Promotor Company)

Dec 2021 to present

e Collaborates with senior leadership (CEO & Consultants) to
understand the organizations goals and strategy related to staffing,
recruiting, and retention.

e Plans, leads, develops, coordinates, and implements policies,
processes, training, initiatives, and surveys to support the
organizations human resource compliance and strategy needs.

e Administers or oversees the administration of human resource
programs including, but not limited to, compensation, benefits, and
leave; disciplinary matters; disputes and investigations;
performance and talent management; productivity, recognition, and
morale; occupational health and safety; and training and
development.

e Monitors, ensures, and develops the company compliance with labor
law, Social Security, and regulations, and recommended best
practices; reviews and modifies policies and practices to maintain
compliance.

e Manages staff wellness and performance reviews.

e Motivates and supports current staff.
e Maintains staff records.
e Identify staffing needs and creates job descriptions.

Oversees payroll and performance evaluation systems

Designs company policies and procedures

Reviews and update our employment contracts and agreements
Leads HR projects like compensation plans revisions and designs to
benefit grids.




Human Resources Manager

Hotel Indigo Bangkok Wireless Road

InterContinental Hotels Group (IHG)

Jan 2021 - Oct 2021

e Develops and implement HR strategies and initiatives aligned with
the overall business strategy

e Coordinates with department managers to forecast future hiring
needs and advises hiring managers on interviewing techniques.

e Implements new recruitment sourcing methods. (e.g. IHG internal
Room to Grow, talent management(MyTalent),IHG recruitment tool
(MyRecruit), internal promotion, and social media)

e Builds the company’s professional network through relationships
with HRD in IHG hotels, HR professionals, colleges, and other
partners. (e.g. IHG Academy Roadshow)

e Updates current and designs new recruiting procedures (e.g. job
application and onboarding processes)

e Stays aware of all labor regulations and informs hiring managers on
the changes in legislation.

e Bridges management and employee relations by addressing
demands, grievances, or other issues.

e Manages the recruitment and selection process.

e Conducts effective induction and orientation sessions.

e Supports current and future business needs through the
development, engagement, motivation, and preservation of human
capital.

e Develops and monitors overall HR strategies, systems, tactics, and
procedures across the organization.

e Oversees and manages a performance appraisal system that drives
high performance.

e Maintains pay plan and benefits program.

e Assesses training needs to apply and monitor training programs.

e Reports to management and provides decision support through HR
metrics.

e Ensures legal compliance throughout human resource management

e Draws an overall or individualized training and development plan
that addresses needs and expectations.

e Deploys a wide variety of training methods.

e Monitors and evaluates training program’s effectiveness, success,
and ROI periodically and reports on them.

e Manages training budget and provides opportunities for ongoing
development.

e Resolves any specific problems and tailors training programs as
necessary.

e Maintains a keen understanding of training trends, developments,
and best practices.

Director of Human Resources

Holiday Inn & Suites Siracha Laemchabang (Pre-opening)
InterContinental Hotels Group (IHG)

October 2019 - Jul 2020

e Develops corporate plans for a variety of HR matters such as
compensation, benefits, health, safety, etc.

e Supports the human factor in the hotel by devising strategies for
performance evaluation, staffing, training, and development, etc.
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e Ensures hotel compliance with all existing labor, legal, and

government reporting requirements

Utilizes established hotel HR software to the hotel's advantage

Oversees all HR initiatives, systems, and tactics

Supervises the work of HR personnel and provides guidance

Serves as the point of contact for employment relations and

communicates with labor unions

Monitors adherence to internal policies and legal standards

e Deals with grievances and violations invoking disciplinary action
when required

e Anticipates and resolves litigation risks

e Reportsto senior managementby analyzing data and using HR metric

e Supports and advises L&D Manager to oversee Learning and
Development required by hotel brand standards.

Area Learning & Development Manager Thailand

&Laos

Crowne Plaza Bangkok Lumpini Park, Bangkok, Thailand

InterContinental Hotels Group (IHG)

July 2016 to October 2019

e Conducts Training Needs Analysis and plans for training annual plan
and budget.

e Recruits, monitors, and evaluates both foreign and Thai interns.

e Performs as an internal facilitator for hotel mandatory training
courses and other related courses.

e Encourages and motivates employees to participate in E-learning
programs. Follows up and updates training record with Training
Matrix.

e Collaborates with Human Resources Management to conduct
employee relations and CSR activities.

e Performs as a part of the IHG Learning and Development corporate
team to implement new hotel opening training in Thailand & Laos.

e Conducts corporate training programs for both new opening hotels
and existing hotels such as Hotel Departmental Trainer Certificate,
Leadership, and Brand Culture, etc.

e Conducts both monthly and annually Thailand & Laos Learning &
Development Conference.

e Provides onboarding program for new L&D Managers in Thailand

Regional Manager, Recruitment & Training
Best Western International - Asia (Thailand), Bangkok

July 2014 - June 2016

e Provides company mandatory training programs and also other
related courses to Best Western Hotels in Southeast Asia such as
Thailand, Philippines, Indonesia, Malaysia, Vietnam, Bangladesh,
Cambodia, Myanmar, Sri Lanka, and Bahrain.

e Designs training courses and annual planning.

e Conducts internal training for corporate office employees such as
Leadership, Positive Attitude, Team Building, and Familiarization
Program for New Employees, etc.

e Monitors and implements an E-learning program for both corporate
employees and Regional Best Western Hotel employees.

e Recruits required positions for both corporate office employees and
General Manager Positions for Best Western Hotels in Asia. Pre-
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interviews and arranges interview sessions for Department Heads
and candidates.

e Provides employee engagement or employee relations for BWI Asia
corporate employees.

Training Manager

Anantara Hua Hin Resort & Spa, Hua Hin, Prachubkirikan
June 2013 - July 2014

e Designs and Conducts training courses for all the resort employees.

e Plans and budgets Annual Training for the resort.

e Pre-screens job interviews for all candidates.

e Recruits and coaches both oversea management trainees and local
student trainees.

e Provides employee relation activities such as Birthday Celebration,
Department Celebration, Corporate Social Responsibility, and so on.

e Encourages and monitors all employees in E-learning programs.

Training Manager

Centara Grand at Central Plaza Ladproa, Bangkok

August 2012 - May 2013

Designs and conducts training courses for hotel employees.

Plans and budgets Annual Training for the hotel.

Pre-screens job interviews for all job candidates.

Recruits and coaches local student trainees.

Provides employee relation activities such as Birthday Celebration,
Department Celebration, Corporate Social Responsibility, and so on.

Training Manager
Bangkok Air Catering Co., Ltd., Suvarnnabhumi International
Airport, Samutprakarn
June 2010 - May 2012
e Conducts training courses for all level employees in the company.
e Plans and budgets Annual Training for the company.
e Conducts Training Needs Analysis for the company.
e Pre-screens job interviewing for all job candidates and provides
English tests for the candidates.
o Designs training courses such as Train the Trainer, Supervisory Skill,
Positive Attitude, and so on.
e Recruits & monitors local student trainees.
e Provides employee relation activities such as employee outings,
birthday celebrations, annual staff parties, sports day, family’s day,
etc.

Training Manager
Dusit Thani College, Bangkok
October 2008 - May 2010
e Provides training courses for both employees and instructors.
Conducts training needs analysis for the company.
Plans and budgets Annual Training for the company.
Selects potential candidates from job applications.

Provides employee relation activities such as staff party, sports day,
team building, staff outing, etc.
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Training Manager
Heifer International Project (Thailand), Chiang Mai
September 2007 - July 2008

e Delivers training programs for target selection communities.
e Plans & budgets annual training for the company.
e Designs and develops training courses and all materials.

English Teacher (Exchanging Program)
Far Eastern University, Chiang Mai
September 2006 - June 2007

e Be assigned as an exchange English Teacher at Chuxiong Normal
University, Chuxiong, Yunan, China.
e Teaches English and Thai to Chinese students.

Executive Secretary

Chiang Mai Thanatorn Agriculture Co., Ltd., Chiang Mai
April 2006 - August 2006

e Works in secretarial functions and International affairs,
o Customer service, Public relations, and Guest Reception

English Teacher

Lampang Rajabhat University, Lampang

June 2001 - February 2006

e Teaches English to English majors and non-major students.
¢ Be assigned as Foreign Language Department’s secretary

MS Office; Word, Excel, PowerPoint, MS Outlook, Internet Explorer
Secretarial Skill, Office facilities

Language skills; English and Chinese(Fair)

Learning Management System (LMS) / Elearning

Human Resources Information System (HRIS)

Bachelor of Arts Master of Arts

English Major (2md class honor)  Human Resources Development
Rajabhat Institute Lampang Ramkhamheang University
1995 — 1999 2016 - 2018

Mini-Master in HRM

Chulalongkorn University
2022

Reference

Upon Request
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