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Abstract
Fullness Christian Vocational Training Centre was established in 1987 with an aim to help youth at risk reintegrate into society through vocational training. Currently this is done by running social enterprises such as hair salons and auto service centre, where youth at risk are attached as trainees and mentees, whom are then supported and supervised by mentors (experienced staff) throughout the program.

This qualitative study focuses on examining the mentoring programme run by Fullness Hair and Supporter Hair. A total of 18 in-depth interviews have been conducted with individual mentors (hair-stylists) and mentees (youth at risk) at both salons, as well as centre-in-charges at Fullness Hair.
The research study starts with a brief account on the daily operations of the 18-month mentoring program and the tasks assigned to the mentors and mentees, followed by an overview of the relationship between the mentees and mentors. The changes of mentees’ attitudes and behaviour after joining the mentoring program would then be examined and the practice of traditional Chinese mentoring system in the two hair salons business will be reviewed. An analysis of how knowledge is transferred from mentors to mentees throughout the mentoring program, i.e. how knowledge management/creation is conducted from the individual level to the organization level will be given.

Towards the end of the research study, practical recommendations to the mentoring program would be provided. These include training handbooks for mentees, teaching handbook for mentors, creation of “Ba” (Japanese word for “shared context”) in the mentoring program and establishment of a formal assessment system. Justifications to how such measures are beneficial to the further development of the mentoring program will be given.
1) Introduction

1.1) Background of Fullness Christian Vocational Training Centre (FCVTC)
Fullness Christian Vocational Training Centre (FCVTC) was established in 1987. It is a local non-profit organization with Christian background. FCVTC has provided  youth at risk with vocational trainings and introduced Christian faith so that the youths could appreciate the “Fullness of Life” (豐盛的生命). Potential client includes rehabilitated juvenile offenders and teenage drug-users. (基督教豐盛職業訓練中心，(2008))
FCVTC is a social enterprise which focuses on the corporation management and social service, all the income generated will go back to the services development on youth at risk. FCVTC is a non profit-oriented, but social-oriented enterprise. It aims on minimize the huge social cost generated from youth at risk in Hong Kong. The main purpose of FCVTC is reintegrated youth at risk to the society through vocational training and develops their career in future. It contributes the new source of social capital to the society through the vocational training. 
FCVTC mainly focuses on equipping youths with vocational skills so that they would be able to work and live as ordinary people. Counseling and support would be given during the vocational training. FCVTC has built up close connections with the government, as well as social service agencies, NGO and business sectors, it provides different vocational training to youths. Today, FCVTC is still advancing its service by developing new kinds of vocational trainings that suit the various needs of youths and the society. 
FCVTC has its first training centre operated since 1988. It was an Auto Service Centre located in the industrial area of Kwun Tong. It holds the concept of social enterprise in which emphasis is put on business management skill and reinvestment of the profit made into operation and development cost of the enterprise itself. The centre has been operating well and making a profit. After 14 years of operating the Auto Service Center in Kwun Tong, FCVTC decided to grow and diversify into other businesses so that there can be more options for the youth on the types of vocational training. 
Fullness Hair, the first hair salon of FCVTC has been in operation in Mong Kok since 2001. But the amount of profit generated and number of clients served was underperforming. The salon was closed and was reopened at Sai Wan Ho on 2005. With the support of a newly set up operation committee, the salon has been running quite well. In 2007, a second hair salon (Supporter Hair) was set up in Tsing Yi. In future, FCVTC wants to provide more options for youth at risk. (基督教豐盛職業訓練中心，(2008))
Despite that the two businesses share different stories, mentoring program is the core elements of the FCVTC vocational training. Mentees are youth at risk aged 15 to 21 brought to the FCVTC primarily through probation order made by the court. Most of them committed offences related to drugs or violence. Mentees in the Auto Service Centre serve 4 years of training whereas those in the two hair salons serve 18 months before completing the mentoring program.
1.2) Evaluation Question 
In this research study, it will evaluate theH effectiveness of the hair salons mentoring program conducted by Fullness Christian Vocational Training Centre.  
1.3) Objectives 
Objectives of the research study: 
a) to describe the daily operation and structure of present mentoring program in Fullness hair salons; 
b) to examine the relationship between mentees and mentors for the attainment of the goals of the mentoring program; 
c) to explore and understand the practice of traditional Chinese mentoring system in the hair salons business training ;
d) to ascertain the application of knowledge management/creation in the mentoring program;

e) to provide practical recommendations to the development of the mentoring program for knowledge management/creation.
1.4) Fullness Hair Salons Mentoring Program

All mentees (youth at risk) in Fullness hair salons were introduced by social workers, schools, NGO, churches and rehabilitation centres. Mentees have learnt hair-styling skills from mentors through daily operations and practices in the salons through the 18 months mentoring program. Fullness hair salons had 2 centre-in-charges, 6 mentors (hair-stylists), 1 technician and 9 mentees in the existing structure. The 9 mentees stayed in Fullness hair salons from 3 months to 16 months and mentors worked in Fullness hair salons from 6 months to 8 years.
Hair-styling mentoring program in Fullness included: Customer serving (招待客人), hair washing (洗頭), blow dry (吹頭), shampoo cut (洗剪), hair tinting (挑染), hair treatment (頭髮護理), color treatment (染髮), ion hair straight (負離子), permanent (電髮) and hair cut (剪髮). During the 18 months of hair-styling training program, mentees learnt the hair-styling skills and knowledge through the daily business operation as an assistant to mentors. 
The aims of Fullness hair salons mentoring program is helped youth-at-risk to learn hairstyling knowledge and skills within 18 months, and hoped they could reintegrate into society after the vocational training. All mentees are transferred by social welfare organization, non-governmental organizations (NGOs), social workers, probation officers and churches. During the first 3 weeks, the mentees would work as an intern and no subsidy would receive. After 3 weeks probation, interns would become a mentee and receive subsidy from Fullness hair salons. 
However, the dropout rate of mentees in the hair-styling mentoring program in Fullness hairs salons was quite high. According to the estimation of centre-in-charges, the dropout rate in the hair-styling mentoring program of Fullness was around 25% to 40% every year. 
2) Literature Review 
In this research study, it would focus on knowledge-creation process in an organization. How the individual tacit knowledge could transmit to an organization level through the knowledge management/ creation process (SECI)/knowledge spiral? An organization creates and utilizes knowledge by converting tacit knowledge into explicit knowledge, through the dynamic process of knowledge interaction, knowledge would generate to an organization level instead of stay at the individual level. 
2.1) Knowledge Management/Creation

2.1.1) Knowledge-creation Process in Organization
Tacit Knowledge
Tacit knowledge is personal, context-specific and hard to formalize and communicate,

it is very subjective. The initial processes of organizational knowledge

creation can be perceived as the sharing of tacit knowledge, since most of what people
know is embodied and implicit. Tacit knowledge is converted into explicit knowledge

in the form of concepts, terms and narratives, a process of externalization.

(Krogh, Ichijo, & Nonaka 2000; Takeuchi & Nonaka, 2004)
Explicit Knowledge  

Explicit or “codified” knowledge, refers to knowledge that is transmittable in formal,

systematic language, it is very objective. Externalization process is crucial, since it
structures and formalizes the tacit knowledge and prepares it for being communicated
on a broader scale in organization. (Krogh, Nonaka & Nishiguchi, 2000; Takeuchi and

Nonaka, 2004) The explicit concepts have to be communicated and explained to

others who do not share the concrete experiences and intuitions. 

2.1.2) Four Modes of Knowledge Conversion in SECI Process
There are four modes of knowledge conversion in SECI process/model/spiral. 
Socialization is sharing and creating tacit knowledge through direct experience
(from tacit knowledge to tacit knowledge). Externalization/articulation is articulating tacit knowledge through dialogue and reflection (from tacit knowledge to explicit knowledge). Combination is systemizing and applying explicit knowledge and information (from explicit knowledge to explicit knowledge) and internalization is learning and acquiring new tacit knowledge in practice (from explicit knowledge to tacit knowledge). (Takeuchi and Nonaka, 2004) 
Figure 1: Four Modes of Knowledge Conversion (SECI Process)


[image: image1]
Source: Takeuchi, H., & Nonaka, I. (2004). Hitotsubashi on knowledge management. Singapore: John Wiley & Sons (Asia). (p.55)
Socialization: From Tacit to Tacit
Socialization is a process of sharing experiences and creating tacit knowledge such as shared mental models and technical skills. An individual can acquire tacit knowledge directly from others without using language. For example, an individual work with their masters and learn their skills not through language but through observation, imitation, and practice. On-the-job training is the common practice. The key to acquiring tacit knowledge is experience. Without some forms of shared experience, it is extremely difficult to transmit tacit knowledge from one person to another. 
Externalization: From Tacit to Explicit 
Externalization is a process of articulating tacit knowledge into explicit concepts. It is knowledge-creation processes which make the tacit knowledge become explicit. When we attempt to conceptualize an image, we express its essence mostly in language – writing is an act of converting tacit knowledge into articulable knowledge. (Takeuchi and Nonaka, 2004) The externalization mode of knowledge conversion is typically seen in the process of concept creation and it triggered by dialogue or collective reflection. Once explicit concepts are created, they can then be modeled. 

Combination: From Explicit to Explicit 

Combination is a process of systemizing concepts into a knowledge system. This mode of knowledge conversion involves combining different bodies of explicit knowledge. Individuals exchange and combine knowledge through such media as documents, meetings, telephone conversations, or computerized communication networks. Reconfiguration of existing information through sorting, adding, combining, and categorizing of explicit knowledge can lead to new knowledge. 

Internalization: From Explicit to Tacit 
Internalization is a process of embodying explicit knowledge into tacit knowledge. It is closely related to “learning by doing”. (Takeuchi and Nonaka, 2004)  When experiences through socialization, externalization, and combination are internalized into individuals’ tacit knowledge bases in the form of shared mental models or technical know-how knowledge, they become valuable assets. For explicit knowledge to be tacit, it helps if the knowledge is verbalized or diagrammed into documents, manuals, or oral stories. Documentation would help individuals internalize what they experienced, thus enriching their tacit knowledge. 
In addition, documents or manuals facilitate the transfer of explicit knowledge to other people, helping them experience the experiences of others indirectly (i.e., “re-experience” them). Internalization can also occur even without having actually to “re-experience” others experiences. (Nonaka, Toyama & Hirata, 2008) For example, if the mental model is shared by most members of the organization, tacit knowledge becomes part of the organizational culture. 

In the SECI process, the tacit knowledge possessed by individuals is externalized and thereby transformed into explicit knowledge, so that it can be shared with others and enriched by their individual viewpoints to become new knowledge. It is then internalized once more by a larger number of individuals as a new, richer, subjective knowledge that becomes the basis for starting another new cycle of knowledge management/ creation. 
In the knowledge-creating company, all four of these patterns (socialization, externalization, combination and internalization) exist in dynamic interaction, a kind of spiral of knowledge. In order to understand more the knowledge spiral, it is time to review the typical example from Matsushita’s Ikuko Tanaka: 

Tanaka learnt the tacit secrets of the Osaka International Hotel baker through socialization. After that, she translated these secrets into explicit knowledge that she could communicate to her team members and others at Matsushita through articulation. The team then standardized this knowledge, putting together into a manual or workbook and embodying it in product (combination). Finally, through the experience of creating a new product, Tanaka and her team members enrich their own tacit knowledge base (internalization). (Takeuchi and Nonaka, 2004) This is the process of knowledge spiral in the case of Matsushita. 

2.1.3) Knowledge Spiral
In the process of knowledge spiral, socialization aims at the sharing of tacit knowledge, but it is a limited form of knowledge creation, it shares knowledge from individual to individual level only. Unless shared knowledge becomes explicit, it cannot be easily leveraged by the organization as a whole (from individual to group level). 
A mere combination (from group to organization level) of discrete pieces of explicit information into a new whole does not really extend the organization’s existing knowledge base. Unless tacit and explicit knowledge interact with each other, a new knowledge creation and innovation cannot emerge (from organization to individual level). (Takeuchi and Nonaka, 2004) 
Organizational knowledge creation is a continuous and dynamic interaction between tacit and explicit knowledge. This interaction is shaped by shifts between different modes of knowledge conversion, which are in turn induced by several triggers. 
Figure 2: Knowledge Spiral
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Source: Takeuchi, H., & Nonaka, I. (2004). Hitotsubashi on knowledge management. Singapore: John Wiley & Sons (Asia). (p.66)
The socialization mode usually starts with building a “field” of interaction. This field facilitates the sharing of members’ experiences and mental models. The externalization mode is triggered by meaningful “dialogue or collective reflection”, in which using appropriate ,metaphor or analogy helps team members articulate hidden tacit knowledge which is difficult to communicate. Externalization is converting tacit knowledge into explicit knowledge. 
The combination mode is triggered by “networking” newly created knowledge and existing knowledge from other sections of the organization, thereby crystalizing them into a new product, service, or managerial system. Finally, “learning by doing” triggers internalization. (Nonaka, Toyama & Hirata, 2008; Takeuchi and Nonaka, 2004) Internalization is using that explicit knowledge to extend one’s own tacit knowledge base. 
Tacit knowledge of individuals is the basis of organizational knowledge creation. The organization has to mobilize tacit knowledge created and accumulated at the individual level, an organization cannot create knowledge by itself. The mobilized tacit knowledge is “organizationally”amplified through four modes of knowledge conversion and crystalized at higher levels of the “knowledge spiral”, in which the interaction between tacit knowledge and explicit knowledge. Thus, organizational knowledge creation is a spiral process, starting at the individual level and moving up through expanding communities of interaction that crosses sectional, departmental, divisional, and organizational boundaries. 
2.1.4) Dynamic Model of a Knowledge Creating Company 
Dynamic model consists of seven basic components: the SECI (socialization, externalization, combination, and internalization); process of dialogues and practice;

the knowledge vision and driving objectives; Ba (an existential place for the SECI process); knowledge assets, which are inputs and outputs of the SECI process; and the environment as an ecosystem of knowledge and multilayered Ba. 
Knowledge Vision

Knowledge vision gives a direction to knowledge creation. It also gives the firm direction with respect to the knowledge to be created beyond the firms’ existing capabilities, and therefore determines how the firm evolves in the long term. The firm’s knowledge vision inspires the passion of the organization’s members so that they are encouraged to create knowledge. It also defines a consistent value system to evaluate and justify the knowledge created in the organization. 
Driving Objective 

Without the actual effort to realize it, a firm’s knowledge vision is little more than empty words. For knowledge to be created and justified on the basis of the firm’s knowledge vision, the firm needs a concrete concept, goal, or action standard to connect the vision with the knowledge-creating process of dialogue and practice. 

Dialogues and Practice: Dialectic of Thoughts and Action 
Dialectical dialogue is a very powerful method of converting tacit knowledge that is difficult to express into the formal language of explicit knowledge in the stage of the SECI process called externalization. Dialogue is also effective in the creation of new explicit knowledge by linking, deepening, and refining the variety of existing explicit knowledge in the combination stage of SECI. 
Practice lays a foundation for the sharing of tacit knowledge through shared experience (socialization), and also enables the embodiment of explicit knowledge by reconnecting it to a specific act or context and fleshing it out as tacit knowledge (internalization). Through continuous dialogue and practice, process is converted into substance in order to be grasped and understood, and a new process emerges out of this substance. Dialogues are a method of learning others’ views that are different from one’s own, and to accept and synthesize them. (Ichijo & Nonaka, 2007; Nonaka, Toyama & Hirata, 2008) Concepts and hypotheses created out of such observation and experience are converted into reality through dialogue and practice. Practice here does not just mean action. It emphasized the importance of“reflection in action,”which requires one to think hard about the essential meaning of his or her action and it is outcome, so as to revise his or her action. 

Knowledge Assets 
Knowledge assets arise from the knowledge-creating process through dialogues and practices at Ba. Unlike other assets, they are intangible, are specific to the firm, and change dynamically. The essence of knowledge assets is that they must be built and used internally in order for full value to be realized, and hence they cannot be readily bought and sold. 
The knowledge that accumulates in the process becomes part of the organization’s knowledge assets, which contribute to the generation of corporate value. Knowledge assets include patents, licenses, databases, documents, and other so-called knowledge capital, as well as skills, social capital, brand equity, design capability, organizational structures and systems, and organizational routines and cultures. (Ichijo & Nonaka, 2007; Nonaka, Toyama & Hirata, 2008)
Environment: An Ecosystem of Knowledge
The ecosystem of knowledge consists of multilayered Ba, which exists across organizational boundaries and is continuously evolving. Firm create knowledge by synthesizing their own knowledge and the knowledge embedded in outside players such as customers, suppliers, competitors, or universities. Through interactions with the ecosystem, a firm creates knowledge, and that knowledge changes the ecosystem. The organization and environment should thus be understood to evolve together rather than as separate entities. (Ichijo & Nonaka, 2007) The constant accumulation and processing of knowledge helps firms to redefine their visions, dialogues, and practices, which in turn impact the environment through new or improved services and products. 

2.1.5) Ba (場)
Knowledge depends on context because it is created in situated action. Knowledge is also context specific in that it depends on a particular time and space. Therefore the knowledge-creating process is necessarily context specific in terms of time, space, and relationship with others. Knowledge cannot be created in a vacuum, but it needs a place or context that enables the interpretation of information to construct meaning and become knowledge. 
This notion of “Ba” which translates literally into English as “place and space” or “field” originates in the concepts of “Basho” developed by the Japanese philosopher Kitaro Nishida. It defines Ba as a shared context in motion, in which knowledge is shared, created, and utilized. Ba is the foundation for knowledge-creating activity. It is the place where one engages in dialectical dialogue and practice to implement the vision and driving objectives of the firm. 
Although it may be easier to see Ba as a physical space, such as a meeting room, it should be understood as a multilevel interactive state that explains the interactions that occur at specific time-spaces. In Japanese, the word Ba refers not just to a physical place, but a specific time and space, or the character of relationships in a specific time and space. 
Ba is an existential place where participants share their contexts and create new meanings through interaction. In Ba, participants share their and build “here-now” relationships. Moreover, the right context and the right timing for interaction are crucial for knowledge creation. (Ichijo & Nonaka, 2007; Nonaka, Toyama & Hirata, 2008) Ba acted as a shared context in motion because it constantly moving and changing. Participants bring their own contexts to a Ba and interact with others and the environment, changing their own contexts, the context of the Ba, and the environment. 
New knowledge is created through such change in meanings and contexts. In Ba, the future, or the knowledge to be created, is connected with the past, or the contexts that participants bring to the present, in an emerging relationship that shapes a shared context and perspective. 
2.1.6) Five-phase Model of the Organizational Knowledge-creation Process 

An ideal example of the process consists of five phases: Sharing tacit knowledge; creating concepts; justifying concepts; building a prototype; cross-leveling knowledge.  
Sharing Tacit Knowledge & Creating Concepts

The organizational knowledge-creation process starts with the sharing of tacit knowledge (socialization), since the rich and untapped knowledge that resides in individuals must first be amplified within the organization. In the second phase, tacit knowledge shared by, for example, a self-organizing team is converted to explicit knowledge in the form of a new concept, a process similar to externalization. 

Justifying Concepts & Building a Prototype

The created concept has to be justified in the third phase, in which the organization determines if the new concept is truly worthy of pursuit. Receiving the go-ahead, the concepts are converted in the fourth phase into an archetype, which can take the form of a prototype in the case of “hard” product development or an operating mechanism in the case of “soft” innovations, such as a new corporate value, a novel managerial system, or an innovative organizational structure (Combination). (Krogh, Ichijo & Nonaka, 2000) 
Cross-leveling Knowledge 

The last phase extends the knowledge created in, for example, a division to others in the division, across to other divisions, or even to outside constituents in what we term cross-leveling of knowledge. A knowledge-creation company does not operate in a closed system but in an open system in which knowledge is constantly exchanged with the outside environment (Internalization). 
2.2) Mentor and Mentoring 
2.2.1) Mentor
The term mentor originated in classic Greek mythology when mentor, a wise teacher, was asked by his friend Odysseus to watch over his precious son, Telemachus, as he embarked on a lengthy voyage. (Al Huang & Lynch, 1995) As a surrogate parent, Mentor gave support, love, guidance, protection, and blessing to the young child until the return of his father. Mentor as those who gently guide and nurture the growth of others during various stages of their development. 

Mentor is an adult who willing to devote time and energy in academic, interpersonal, emotional, professional skills and knowledge in order to help the youths who face with the problems from schools, family and society. (香港社會服務聯會，2007) Mentor will develop an intimate, friendly and positive relationship with the mentee and they will provide emotional support and bring new exposure to youth. Through the relationship building between mentors and mentees, it will help the mentee to gain the concern, support and encouragement from mentors in order to cope with the difficulties and improve the social skills and develop positive value. 
2.2.2) Mentoring in Taosim
Tao mentoring is a two-way circular dance that provides opportunities to experience both giving and receiving without limitations and fears. If limits and fears are placed on either the giving or receiving of this gift, the process comes to a halt. 

Tao mentoring offers a new model of giving and receiving that incorporates both ancient Taoist wisdom from the Chinese classic and new insights that gained from the experience as teachers, mentors, and students. They are offered for anyone who wishes to cultivate healthy, harmonious, open-hearted relationships. (Al Huang & Lynch, 1995)
The virtues valued by Taoism are the characteristics that define a meaningful mentoring relationship, described as “individualized, tailored one-to-one environments for giving and receiving the gift of wisdom”. (Taylor & Bressler, 2000)
Mentoring is reciprocal, the mentor and mentees are both teaching and learning: “neither one is the guru because they each have wisdom and knowledge which benefit the other”. Mentoring in Taoism included unselfish love; mutual personal growth; mutual giving relationships; mutual beneficial.  
All good mentors (giving, teaching) are continually open to being mentored (receiving, learning). To be a good teacher, one must be a good student. To be a good student, one must learn well what he or she will teach. 
To be a Tao mentor, one must be able to transmit, with compassion (and other Tao virtues) that which he or she learned well as a mentoree. In Tao mentoring, each individual is interdependent in a relationship of mutual fulfillment, compassion, love, and respect, in an atmosphere of openness, communication, and loyalty. 

2.2.3) Mentoring

Mentoring has been defined as “a relationship between a more experienced person and a younger person which involves mutual caring, commitment and trust”. Mentoring, as a form of training successors, is not limited to royalty and prophets. The origin of programmatic or planned mentoring had its roots in the traditions of apprenticeships in which artisans taught their crafts to successive generations. 
Mentoring also is about naturally forming relationships leading to mutual personal growth. Mentoring, these special relationships are based on Taoist principles from ancient Chinese traditions – mutually giving relationships. “Tao mentoring” and recommend it for all types of relationships, including those between co-workers, teachers and students, family members, and even nations in conflict. 
Two sets of virtues of mentoring: virtues of the heart and of the soul. The virtues of the heart love; they include humility, kindness, integrity, trust, and patience. Virtues of the soul are active and enable the mentor to pursue her or his path. Virtues of the soul include empathy, modeling, guidance, nurturance, interdependence, enthusiasm for change, and joyful laughter. (Taylor & Bressler, 2000)
A set of guidelines for starting a mentoring relationship that emphasize respect, reciprocity and a natural flow: Listen with great spaciousness of heart and mind to your mentee’s genuine concerns before attempting to share your wisdom; do not impose but evoke your mentee’s innate knowing; do not try to impress your mentee by claiming to be perfect; be your searching, tentative, very human self instead; respect and call forth your mentee’s uniqueness; recognize that like everything else under the sun, mentoring has its seasons. 
Mentoring program hopes to help mentees strengthen the relationship between family members, friends and social networking. Hopefully, the mentor program could help the youth successful in academic and work. Mentoring program had a long history in Chinese society. The youth can get support and care from one or more than one experienced adults and those adults could help the growth of youth under a healthy environment. Through the matching, mentor will act as a role model to convey knowledge and experience to mentees (傳、幫、帶的經驗交流). (香港社會服務聯會，2007)
3) Theoretical Framework

The theoretical framework in this research study: 
a) to ascertain the knowledge acquisition and transfer in the Fullness hair salons’ mentoring program; 

b) how the mentors transmit tacit knowledge (individual level) to explicit knowledge (organizational level) in hair salons’ mentoring program?

c) is the traditional Chinese mentoring systems transfer knowledge smooth and success between mentors and mentees in Fullness hair-styling mentoring program?
d) SECI Model of Knowledge Creation in Fullness’s Hair Salons Mentoring Program. 
3.1) SECI Model of Knowledge Management/Creation in Fullness Hair Salons
3.1.1) From Tacit to Tacit (Socialization)
In the case of the mentoring program of Fullness hair salons, mentors accumulated share and create tacit knowledge to mentees through direct experience. Mentees learnt the tacit secrets and skills from mentors through “socialized” observation, imitation, and practice (knowledge identification and capture). It became part of mentees own tacit knowledge base. Mentees is “socialized” by the mentors’ tacit knowledge. On-the-job training is the common practice of hair salons business in learning the tacit knowledge. 
However, socialization was a limited from of knowledge creation since mentees could not learn the tacit knowledge easily from mentors without a systematic framework. Neither the mentees nor the mentors gained systematic insight into the knowledge. If mentors’ knowledge never became explicit, it could not easily be leveraged by the Fullness hair salons as a whole. 

3.1.2) From Tacit to Explicit (Externalization)
When a mentor was able to articulate tacit knowledge in hair-styling skills, he/she converts it into explicit knowledge through dialogue and reflection, thus allowing it the explicit knowledge to share with mentees (knowledge sharing). However, at this stage of externalization, it could only share the hair-styling knowledge with mentees, it still could not extend the knowledge base of the Fullness hair salons. 
3.1.3) From Explicit to Explicit (Combination)
Combination was that mentees systemized and applied explicit knowledge and information into a new knowledge after learnt it from the mentors (knowledge application). Fullness hair salons standardized this knowledge, putting it together into a manual or workbook (mentees’ training handbook and mentors’ teaching handbook) and embodying it in a new product.
3.1.4) From Explicit to Tacit (Internalization)
As new explicit knowledge is shared throughout Fullness hair salons, mentees began to internalize it – they would learn and acquire new tacit knowledge in practice that is they use it to broaden, extend, and reframe their own tacit knowledge (knowledge creation). Mentees used the innovation and eventually come to take it for granted as part of the background of tools and resources necessary to do their hair-styling jobs in future. 
Figure 3: SECI Model of Knowledge Management/ Creation in Fullness Hair Salons Mentoring Program
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Source: Modified from Takeuchi, H., & Nonaka, I. (2004). Hitotsubashi on knowledge management. Singapore: John Wiley & Sons (Asia). (p.55). 
3.1.5) Creation of Ba (場) in Fullness Hair Salons
According to the conceptual framework, Fullness hair salons should create Ba (the shared context) in the mentoring program in order to create the knowledge sharing culture. The concept of Ba, introduced by the Japanese philosopher Kitaro Nishida has recently been explored as a supportive platform for knowledge creation. Ba could be thought of as a shared mental place for emerging relationships. (Krogh, Nonaka, & Nishiguchi, 2000) This place could be physical (for example, an office, or a meeting room), virtual (e-mail, teleconferencing, web chat rooms) or mental (shared experiences, ideas, ideals).
Ba provided a platform for interaction between individual and/or collective knowledge (transmitted the tacit knowledge from individual level to explicit knowledge to organizational level). Ba is the important foundation for knowledge creation. Knowledge is embedded in Ba (in these shared mental places), where it is acquired through one’s own actions or reflections on the experiences of others. Ba is an important shared context in the process of knowledge creation from an individual to an organizational level. 
4) Methodology
In this research study, it used a qualitative research method of conducting 18 in-depth interviews with (6 mentors, 1 technician, 9 mentees and 2 centre-in-charges) in order to collect feedbacks towards the existing mentoring program. 
4.1) Research Instruments  

It used 3 set of questions to conduct the interviews with mentees, mentors (including technician) and centre-in-charges. The data collection instruments were: Mentors’ in-depth interview questions (Appendix 11.1); Mentees’ in-dept interview questions (Appendix 11.2); Centre-in-charge’s in-depth interview questions (Appendix 11.3).

4.2) Questions Raised in Interviews
Interview questions included: The roles and responsibilities of mentors and mentors; the daily operation and work attitudes of mentees; relationship between mentors and mentees; knowledge transmission/creation in salons business from tacit knowledge to explicit knowledge; formal assessment system; award and punishment system; personal growth; Christian beliefs; existing problems and the expectations towards the hair-styling mentoring program in Fullness. 
4.3) Data Collection Methods
A total of 18 in-depth interviews were conducted from October 2008 to February 2009. With the consent of the interviewees, the researcher used a Minidisc recorder to tape all the interviews. Important notes were jot down accordingly during the interview to grasp the main ideas given by the interviewees. After each interview was done, a summary would drafted based on the written notes and audio recordings. This was done to provide verbatim to the research study.  

In order to protect the privacy of interviewees, names of mentors and mentees will not be revealed in the research study. Instead, each interviewee is given a number to denote interviewees’ opinions.
After the analysis of all the interview data, this research study will examine the background information of the mentoring program; the daily operation of hair salons business; the work and learning attitudes of mentees; the knowledge and skill transmission/creation among mentors and mentees; the relationship between mentors and mentees; the award and punishment system; the formal assessment system; personal growth of mentees; Christian beliefs in the mentoring program; expectations and problems of the existing mentoring program of Fullness hair salons. 

5) Interview Findings
This research study conducted 18 interviews in Fullness hair salons: 6 interviews with mentors and 1 with technician, 9 interviews with mentees and 2 interviews with centre-in-charges in Fullness hair salons.  

5.1) Background Information of the Mentoring Program

All mentees in Fullness hair salons hair-styling mentoring program are transferred by social welfare organization, non-governmental organizations (NGOs), social workers, probation officers and churches (Interview 16, Interview 18). Mentees would receive 3 weeks probation as an intern, after that, they would become a mentee in Fullness hair salons. 
During the first 3 weeks, mentees would work as an intern, they would not receive any subsidies (頭3個星期，先成為實習生，是沒有津貼的); after 3 weeks probation, those interns would become a mentee and receive subsidy from Fullness hair salons (3個星期後，成為正式學員，機構會有津貼的) (Interview 16). 

According to mentors’ experiences, mentees should learn at least 2 to 5 years hairstyling knowledge and skills before they became qualified hairstylist. When mentees finished the 18 months trainings in Fullness hair salons, they had to seek job outside instead of staying at Fullness hair salons. Mentees would seek job and absorb knowledge from outside in order to train up themselves became qualified hairstylist in future. 
“Mentees would stay at Fullness around 18 months, then we would highly recommend them to work outside after their graduation” (正常大約會留在公司18個月左右, 之後會鼓勵他們外出找工做) (Interview 8, Interview 16, Interview 18).
However, the dropout rate of mentees in Fullness mentoring program was quite high. 
“Mentees would dropout maybe just after few months, few weeks or even few days” (有時返幾個月、幾個星期，甚至幾日就唔做) (Interview 8, Interview 16, Interview 18).
5.2) Mentors’ Roles and Responsibilities

According to 7 mentors’ interviews, the mentors’ roles and responsibilities were teaching and transmitting knowledge and skills of hair-styling to mentees in order to train up their vocation skills. 

“Act as a teacher and teach them the professional knowledge and skills of hairstyling” (成為學徒的老師，教他們有關髮型上的知識); “teach and transmit knowledge and skills of hair-styling to mentees” (幫助邊青學習髮型技巧及知識) (Interview 6, Interview 15)；“taught them all my knowledge and skills” (將自己所識的嘢，全部教給他們) (Interview 8, Interview 15); “train up their professional skills and it helped them to sustain their living for future” (幫他們學習一門手藝，將來可以謀生) (Interview 8 , Interview 16). 

Mentors would teach mentees regarding the knowledge of how to communicate with customers and understood the needs of customers. 
“Taught them how to satisfy and understood the needs of customers” (教他們如何滿足及了解客人的需要) ; “taught mentees how to know the needs of customers” (教學徒如何知道客人的需要) (Interview 8, Interview 15). 

Mentor should provide protection to mentees in order to prevent them get harm from outside and provided a healthy environment to mentees with the purpose of protecting them and develop a mutual trust relationship with mentees. 
“Protected those youth at risk did not get harm from outside, provided a healthy environment to them” (保護學徒唔受外間的影響); (提供健康的環境給他們) (Interview 8, Interview 15, Interview 16)； “provided love, care and shelters to them” (給他們提供保護的地方) (Interview 8); “created mutual trust relationship with them” (與他們建立互信關係)(Interview 18); “developed a good relationship with mentees” (與學徒建立友好關係) (Interview 8). 

Moreover, mentors should perform “good role model” to mentees and let them learnt from mentors’ working and the attitudes towards life. 
“As a good role model to mentees in working attitudes, attitudes towards life and behaviours” (我地在工作上態度、對生命及行為的態度，都是他們的好榜樣) (Interview 8, Interview 14, Interview 15, Interview 18); “we could not back to work late and it would set a bad example to them” (我地返工唔可以遲到，因會成為他們的壞榜樣); “we needed to well behave ourselves and could not back to work late” (以身作則，唔可以遲到，因學徒以你為榜樣) (Interview 4, Interview 6, Interview 8, Interview 15, Interview 18); “needed to fulfill what you have promised to mentees” (言行要一致，要有口齒，講信用，唔可以講一套，做一套) (Interview 18); “we should act as a good role model to them in working attitudes”. (師傅做榜樣，學習師傅的工作態度) (Interview 16). 

Mentors were not only teaching mentees the hairstyling skills and knowledge, but also they should maintain business growth of Fullness hair salons.

“Maintain business growth in Fullness hair salons” (維持豐盛髮廊的生意) (Interview 14, Interview 16, Interview 18); “apart from teaching the mentees, we needed to boom up the Fullness hair salons business” (Interview 8, Interview 14, Interview 18); “I needed to maintain the business on the one side, and taught mentees on the other sides, it made me feeling very exhausted” (要維持髮廊的生意，又要同時教學徒) (Interview 6, Interview 13, Interview 14).
All mentors were well known they should act as good role model to mentees and well behave themselves in order to set up a good role model. However, mentors did not know exactly about how to help mentees to change their bad habits. They only knew their responsibilities are transmitting knowledge and skills of hairstyling to mentees, they did not know how to teach mentees systematically and train up mentees self disciplines.

5.3) Mentors’ Expectations towards Mentees
Based on the 7 mentors’ interviews, mentors expressed their expectation towards mentees after joining the mentoring program. Mentees should develop a good character; good work and learning attitudes; well behave themselves; work hard and improve bad temper.  
“Mentees should develop good character and personality” (建立良好的性格及品德) (Interview 6, Interview 8, Interview 16, Interview 18); “they should aware of their self-behaviour and work attitudes” (要留意自己的工作態度及行為) (Interview 6, Interview 8, Interview 14, Interview 16), “tried the best to work hard and learn” (希望他們盡力及努力學習) (Interview 6, Interview 8, Interview 15, Interview 16, Interview 18); “they should respect mentors and could not challenges mentors’ authority” (要尊重師傅，唔可以無大無細) (Interview 6); “they should learn how to control their anger and emotion” (想他們學習好憤怒及情緒管理) (Interview 15).
5.4) Mentees’ Expectations and Responsibilities

Interview 2 and Interview 9 expressed that they want becoming a professional and famous hairstylist in future after graduation from the mentoring program.

“I wanted to become a famous and professional hairstylist in future” (將來想要成為知名的髮型師); “I could learn all the skills and knowledge from mentors” (希望可以學識所有師傅識的嘢); “I wanted to learn what I could learn from mentors” (我想學到我能學到的嘢).

Interview 3 and Interview 5 also mentioned that they wanted to learn professional skills and knowledge from mentors.

“I wanted to learn all the professional skills and knowledge from mentors” (我想從師傅身上學習專業的髮型技巧及知識); “I could learn from Interview 18 and become a good hairstylist as him in future. He was very good at communication with customers and be fair to everything” (我將來想學Interview 18, 他懂得同客人溝通得好好，對人對事都很公平) (Interview 1); “I wanted to learn how to communicate with customers and understood their needs” (我想學懂如何與客人溝通，知道他們的需要) (Interview 1; Interview 5). 
Regarding to the mentees’ responsibilities, Interview 1, Interview 9 and Interview 12 understood well about their roles and responsibilities as a mentee in Fullness hair salons. 
“I came here was worked for my future and learnt hairstyling skills and knowledge” (是來學嘢是為將來打算) (Interview 1, Interview 9); “we should work hard in daily operation and help mentors to work” (我地係平日要幫師傅努力做嘢) (Interview 12); “we should learn and work hard in salons” (我地在髮廊內要努力學習及工作) (Interview 1, Interview 12); “our responsibilities were helping mentors to serve customers and learning hairstyling skills and knowledge” (我地的責任是幫師傅做嘢及在在髮廊學習髮型的知識及技巧) (Interview 9, Interview 12); “ I wanted to learn from mentors and improved my skills continually through daily operation” (努力從師傅身上學習，因我想不斷提升自己的技能) (Interview 12).
5.5) Mentees’ Daily Work and Work Attitudes

According to the mentors’ observation, after taking the mentoring program, mentees developed good working attitudes of how to communicate with customers and knew the needs of customers, it improved their interpersonal skills much. 

“They knew how to serve and communicate with customer” (識得點招呼客人及同客人溝通); “very nice and polite to customers” (對客人很好及很有禮貌) ; “mentees would provide tea, magazines and help customers changing cloths automatically” (會主動提供茶水、雜誌及報章及更換的外套給客人) (Interview 6, Interview 8, Interview 14, Interview 15); “they would serve customers with heart and passion” (會用心地了解客人的需要) ; “they learnt how to identify the needs of customer” (Interview 8 and Interview 15); “they would talk with customers actively and make customers very happy” (會主動地聊客人講嘢及令客人很開心) (Interview 4, Interview 6, Interview 8, Interview 14, Interview 15); “they treated customers politely and with passion” (對客有禮貌、有熱誠) (Interview 6); “mentees had very good communication and interpersonal skills when they deal with customers” (他們與客人相處的人際技巧很好); “they enjoyed chatting with customers very much” (他們同客吹水最叻) (Interview 6, Interview 13, Interview 15).
Moreover, regarding the learning and working attitudes of mentees, all mentors

agreed that mentees had fair working attitudes and keep quite good relationship

among mentors, mentees and different customers. 

“Most of the time, they were performed well in working and learning” (他們大部份時間都有幾好的學習及工作態度) (Interview 6, Interview 8, Interview 13, Interview 14, Interview 18); “they were working hard and willing to follow mentors’ instructions” ;“they would back to work on time when compared with mentors” (他們返工很準時，有時比師傅更早) (Interview 8, Interview 14); “they were working hard and maintained good relationship among mentors, mentees and customer” (與師傅，學徒及客人的關係都很好) (Interview 6; Interview 8, Interview 13, Interview 14, Interview 15, Interview 18).
5.6) Relationships between Mentees and Mentors

From mentees’ findings, their relationship with mentors was quite good most of the time. Mentees trusted mentors very much and willing to share their feeling and personal matters with mentors. However, mentees were seldom mentioned about the family issues. They would only share about matters related to work, colleagues relationship, friends relationship and love affairs. Normally, mentees had at least 3 to 4 hours to chat with mentors daily. 

“I had plenty of time to chat with mentors everyday” (每天我都有很多時間同師傅傾計) (Interview 11); “I seldom to talk about my personal matters” (很少會同師傅講及自己啲嘢) (Interview 1, Interview 9, Interview 12). 
Mentors expressed that they had at least 2 to 3 hours chatting time with mentees everyday. However, mentees were seldom talked about their personal matters. Most of the discussions are held on individual-based and there was no special topic or theme.
“They were unwilling to talk about their family matters or family menbers” (很少講自己的家事或家人) (Interview 8, Interview 14, Interview 15, Interview 16, Interview 18); “sometimes they would talk about work, personal feeling, love affairs, but seldom talk about family” (他們很喜歡吹水，講下啲八掛嘢，或做嘢做成點，對邊個師傅或同事不滿等，但很少講自己的家庭或家人) (Interview 4, Interview 8, Interview 13, Interview 14); “mentees were willing to share their daily life and chat with mentors (他們很願意與師傅吹水，講他們日常生活的瑣碎事)(Interview 3, Interview 7, Interview 10, Interview 11). 

Mentees would treat mentors as “best friends”, “friends” and “as teachers as friends”, it kept a quite good relationship between mentors and mentees. 
“We liked a best friend or friend” (好似好朋友); (係自己的朋友) (Interview 1, Interview 3); “our relationship liked a teacher and a friend” (關係亦師亦友) (Interview 12); “I liked to learn from Interview 4 because I really enjoy to chat with him” (最喜歡跟Interview 4 學嘢，因覺得很合及最好傾) (Interview 3). 

However, some mentees would treat mentors as a teacher (只是師徒關係) only, they would keep a distant with mentors.
“They were only my teacher and I learnt hairstyling skills and knowledge from them” (他們只是老師，我從他們身上學做頭髮啲嘢)(Interview 9); “they were my teacher and I seldom to talk my personal matters to them” (他們只是師傅，我很少講自己的事給他們知道) (Interview 12). 
Interview 6, Interview 8 and Interview 14 mentioned that, mentors should keep good relationship with mentees. However, mentors also needed to keep a certain distance with mentees, otherwise, mentees would not listen the instructions from mentors at work.  
“If we got too close with them, they would not follow my instructions or orders anymore” (如果唔係，他們會唔聽你講，當師傅無到); “they would challenge my authority if we got too close” ; “we should not get too close with them, but too far was not good as well” (與學徒的關係唔可以太近，但又唔可以太遠) ; “we should not keep so close with them” (同他們的關係唔可以太近). 

Concerning the emotional changes of mentees, mentors were quite easily to know the changes of mentees. Mentors will according to the face expression and behaviour of mentees, it helped mentors a lot to handle the relationship with mentees. 
“They would keep distant with others when they were unhappy” (他們與會人保持距離當他們唔開心時) (Interview 8); “they would keep silent and hide up themselves” (他們會唔出聲，自己收埋自己) (Interview 8, Interview 18); “their face would turn into black” (他們會黑面) (Interview 6, Interview 13); “they would no mood to work and unwilling to listen the instruction of mentors” (他們做嘢會無心機，唔聽師傅的說話或叫他們做的嘢) (Interview 6, Interview 8, Interview 13, Interview 14). 
Mentees kept quite good attitudes when they stayed with mentors. In normal situation, they were very willing to talk and share with mentors. 
“Their attitudes were good at most of the time” (他們大部份時間的態度都是很好的) (Interview 8); “they were willing to talk and share about their feeling and chat with us in normal time” (他們很願意與我地吹水，講自己的嘢) (Interview 14, Interview 15). 
However, their good attitudes were depended on their emotion and mood of that day. 

“It all depended on their mood on that day” (看他/她當天的心情，有無mood) (Interview 6, Interview 13); “when something made them unhappy, they would not talk to anyone” (如果有嘢令他們唔開心/唔順意，他們就唔會同人講嘢) (Interview 6, Interview 8, Interview 14). 

5.7) Knowledge and Skills Transmission in Fullness Hair Salons
The mentoring program lasts 18 months normally in Fullness hair salons. All of the mentees started from learning: the skills of serving customers (招呼客人); the work attitudes (工作態度); hair washing (洗頭); hair treatment (頭髮護理); hair tinting (挑染); color treatment (染髮); ion hair straight (負離子); permanent (電髮); blow dry (吹頭) and hair cut (剪髮).  

Regarding the knowledge and skills transmission in Fullness hair salons, mentors would do the demonstrations first, and mentees observed the skills (手勢), it was the process of socialization (knowledge identification and capture), mentors transferred the tacit knowledge/secrets to mentees through daily operation. Then mentors would teach mentees what they should do and suggest them do more observation in daily operation and using wig head (假公仔頭) to practice what they have learnt (knowledge sharing, a process of externalization), mentors turned the tacit knowledge to explicit knowledge through the daily dialogues with mentees. 

After many practical hours of using wig head, mentors would let mentees starting to serve some “good” customers in order to build up confidence (knowledge application, the process of combination), mentees would try to practice what they have learnt from mentors through practicing the wig head and serving the customers. 
Mentors would stand next to mentees and gave instructions and mentees would serve customers by themselves. Mentors would give feedbacks to mentees later about their performance and what they should be aware in serving customers and how to satisfy customers’ needs. Process of internalization (knowledge creation), mentees internalized the hair-styling knowledge through the continuous daily business operation and the practices of wig head. 
“After practicing a period of time of using wig head, I would give them chance to work with “good” customers, build up their self-confidence” (練習了很多次假公仔頭，無問題後，會給他們跟啲熟客，試下做真人，建立信心) (Interview 6, Interview 8, Interview 13, Interview 14, Interview 18); “mentees should do observations in daily operation and practice wig head by themselves” (會建議他們先練假公仔頭，平日多些觀察) (Interview 4, Interview 6, Interview 8, Interview 13, Interview 14); “we would teach them hairstyling theories, demonstrate the basic skills to them” (會先教他們頭髮的理論及示範給他們看點做) (Interview 4, Interview 6, Interview 8, Interview 14, Interview 18). 
After mentees’ confidence developed, mentors would recommend mentees to serve customers by themselves and mentors would do observation and gave comments to mentees. 
“After many practice hours of practicing wig hear, they could try to serve “good” customers when their self-confident developed” (要先做假公仔頭，做熟後，建立信心後，才可以嘗試做真人，做熟客) (Interview 4, Interview 6, Interview 8, Interview 13, Interview 14, Interview 15, Interview 17). 
However, different mentors would use different methods to teach mentees in hairstyling of the existing mentoring program. 
Interview 4 would focus on the theories regarding hair design first (設計髮型理論), then demonstrated the skills to mentees (先講理論，後再加示範); others mentors would teach the procedures and demonstrate the skills to mentees as well, they were seldom to talk about the concept of hair design (先是講重點及步驟，然後做示範，很少談及髮型設計) (Interview 6, Interview 8, Interview 14, Interview 15, Interview 16, Interview 18). 
According to mentors’ interview, they would comment of the wig head done by mentees and the work attitudes through daily operation. Moreover, mentors would discuss the performance with mentees and remind them what they needed to pay attention and practices more in order to improve the knowledge and skills.

“Checking anything wrong of the wig head?” (看他們做的假公仔頭，看有無問題﹖); “demonstrated to mentees how to roll, pull and blow the hair would be better” (示範給他們看點卷個頭、點樣拉及吹個會好些) (Interview 8, Interview 14, Interview 15)”; “observed the work attitudes and performance of mentees through daily business” (從平日工作中，看他們的表現及態度) (Interview 8, Interview 14).  
According to the 7 mentors’ interviews, all mentors would not prepare notes, books or vides to teach mentees, they would only demonstration the skills through daily business and taught the main theme of hairstyling. Prepared notes or suggested reference books of teaching mentees were not the common practice in hair salons business. 

“We would not prepare notes or videos when teaching mentees, we would only teach them through oral presentation and demonstration” (只是口講及做示範，唔會做筆記及拍videos) (Interview 6, Interview 8, Interview 13, Interview 14); “all mentors would only do demonstration to mentees through daily operation and suggest mentees to learn by themselves through observation” (我地只會建議他們平日多些自己觀察，及看師傅平日點做) (Interview 8, Interview 14, Interview 15).
Regarding the knowledge transmission between mentors and mentees, all mentees said mentors were very helpful and willingness to teach them. 
“They were really willing to teach us all the time” (師傅很願意教) (Interview 1, Interview 2); “when compared with the hairstylists outside,  mentors in Fullness hair salons were much better in teaching and sharing knowledge” ; “no mentor would teach us so unselfishness and with so much patience in outside” (外面的師傅唔會肯教，亦無耐性及這麼無私地教) (Interview 2); “they were really good and with plenty patience when teaching me” (師傅個個都很好人，很有耐性教) (Interview 12); “mentors were willing to teach me, but lazy was my own problem” (這裡的師傅很願意教，只是自己懶) (Interview 11, Interview 12); “mentors in Fullness hair salons were really good and nice, I tried to learn hairstyling from outside, but I only could learn it by myself, no one would teach you” (外面只能自己從旁觀察，無人會教你，只要靠自己學) (Interview 9, Interview 12). (外面的師傅很惡，很無耐性，唔肯教及唔願意教，只可以自己偷師) (Interview 9).

Furthermore, mentors would do assessments of performance of mentees through direct observation, discussion and according to the responses from customers. In addition, mentors would assess the confidence of mentees through daily business as well. 
“Did they know what they should do? Shaking hand or not when handling a customer?” (看手勢及表現是否淡定，有無手震震，有無唔知道自己想點﹖) (Interview 14); “did they know how to communicate with the customers and understand the needs of customer?” (知唔知客人的需要，是否懂得與客人溝通﹖) (Interview 8, Interview 15); “they were good at handling the hairstyling skills or not” (做頭髮有無條理、是否企理、整齊？); “did they know what exactly the customers needed?” (知唔知客人想點樣做個頭髮) (Interview 12).
5.8) Expectations towards the Mentoring Program
All mentors felt the existing mentoring did quite well and they gave some suggestions in order to improve the mentoring program. Interview 6 hoped Fullness hair salons could develop a clear rules and regulations for mentees to follow and provide more emotional and knowledge support to mentors. 

“We could develop some written rules and regulations in salons and let mentees to follow” (希望有返多些寫出來的規則); “let mentees knew exactly their roles and responsibilities” (讓學徒清楚知道要做什麼，責任又是什麼) (Interview 6); “Fullness hair salons should provide more supports to mentors such as counseling, communication and interpersonal skills courses to mentors and taught us how to work and communicate with  mentees” (希望對師傅的支援增加); (提供多些資源給師傅，如輔導課、人際關係、同邊青相處的要點等，公司可以給予多些支援) (Interview 6, Interview 8); “I only worked here and knew nothing about the mentees, I did not have experience to communicate and work with mentees, it gave me very great pressure” (我只是出來打工的，之前又無同邊青相處過，我根本唔知道點樣同他們相處，令我有很大的壓力) (Interview 6).  
Moreover, team spirit was urgently needed in Fullness hair salons. 

“We should develop team spirit among mentors, create the shared culture in Fullness hair salons” (師傅間可以更加團結，建立公司共同的分享文化) (Interview 18); “we are lacked of the team spirit” (我地唔夠團結); “we had no shared version” (無共同的公司文化) (Interview 6, Interview 8); “I wanted to develop a one dream one company in Fullness hair salons” (想在豐盛髮廊建立自己共同夢想的團隊)(Interview 18). 
The teaching qualification of mentors should be improved accordingly to the interviews with mentors and centre-in-charges. Mentors were not only teaching hairstyling knowledge and skills, but also they acted as a role model to mentees regarding their working attitudes and positive attitudes towards life. 
“We should aware more of our behaviour and perform a good role model to them” (師傅是學徒的好榜樣，故對自己的行為要多加留意) (Interview 6, Interview 8); “we were not only transmit knowledge to them, we acted as the role model of mentees” (師傅要以身作則，唔單只是傳授知識) (Interview 14, Interview 16, Interview 18); “mentors should give positive encouragement to mentees, less complaints and blame on them” (師傅要給多些鼓勵給學徒，少些投訴及責備) (Interview 6); “mentors should demand themselves more and aware of own behaviour especially when worked with mentees (對自己要求高些及留意自己的言行，尤其他們對著學徒的時候) (Interview 8, Interview 18).

“The teaching qualification of mentors could do better in future, we really needed to demand mentors more in teaching qualification (希望師資可以更加好，對師傅的要求要更加高) (Interview 8); “in future mentors recruitment, Interview 16 and Interview 18 hoped that mentors could pay more patience and love to mentees” (希望將來師傅可以對學徒更加有耐性及愛心).  
Last but not least, the reputation of Fullness hair salons mentees was well recognized by outside. Mentors hoped that all mentees could find good job and reintegrate into the society after graduation from Fullness hair salons. 
“After graduation, they could find a good job outside” (畢業後，想他們在外面找到份好工) (Interview 8, Interview 16); “I knew one of my mentees now working in a famous salon, I really happy to hear that” (其中一個畢業的學徒在外面找到間大公司做，我真的替他很開心) (Interview 8); “they could reintegrate to the society after the mentoring program and found a good job” (希望他們將來可以找到生計，重投社會) (Interview 8, Interview 16).

“All mentees graduated from Fullness hair salons could work well outside and the qualification of mentees were well recognized by others” (豐盛學徒畢業後，在出面是會受到別人欣賞的); “the reputation of Fullness mentoring program was well recognized by outside” (豐盛髮廊訓練出來的學徒，外間是有信心保證的).

Interview 16 also expressed that Fullness could provide a hostel to all mentees and the hostel should next to Fullness hair salons. However, he knew that it is really difficult to do and almost impossible.
“No matter how the mentee perform well in salons, when they off from work, many bad guys could still affect them, we could provide hostel to mentees” (希望可以有宿舍給學徒住，因他們就算在髮廊內做得好， 一放工， 就很容易令他們再次學壞). 

Moreover, one mentee (Interview 12) wanted Fullness hair salons could develop a harmony culture among mentors and mentees under the existing mentoring program.
“We could reduce the rigid hierarchy structure in the Fullness hair salons, and create the harmony culture in company” (我想少返啲階段觀念，共同創造公司的和諧文化). 
Regarding to the mentees’ salary, 2 mentees and 1 mentor also complained that the salary in Fullness hair salons was relatively low when comparing with the outside hair salons.
“I had no motivation to work anymore since the salary here was really lower than outside” (這裡的人工比外面真在太低了) (Interview 2); “the salary outside was much higher than here” (外面學徒的人工比這裡高很多) (Interview 11). 
Mentors also mentioned that the salary of mentees in Fullness hair salons was really low, and it made some good mentees (such as Interview 2) left the mentoring program since they could not survive in here. 

“Interview 2 performed quite well here, but due to the low salary, he left Fullness hair salons recently and seek for a better job outside with higher salary” (Interview 2 本來做得很好的，但因這裡人工太低，故他最近都離開了，找個份高些人工的髮廊工) (Interview 8). 

5.9) Personal Growth of Mentees
Mentors admitted that mentees enhance much of the sense of responsibility and confidence after joining the mentoring program. The positive growth of mentees produced very good encouragement to mentors. 
“The sense of responsibility of mentees enhanced so much” (他們的責任感增加了不少); “they enhanced the self-confident after joining the mentoring program” (他們的自信心都增加了); (增加了信心) (Interview 6, Interview 8, Interview 14, Interview 15, Interview 16, Interview 18); “if they could do what they wanted, they would feel very happy and increased the job satisfaction” (如果做到或學到，他們會很喜悅，增加工作滿足感); “they would well cope with the colleagues and work harder in daily operation” (他們會很主動地幫手，在工作上配合同事) (Interview 6, Interview 8, Interview 14, Interview 15, Interview 18). 
“Even they were unhappy and no mood to work on that day, they would still try their best to control their emotion if customers were here”; “they never lose temper in front of customers” (就算當日學員心情唔好, 都從未有在客人面前發過脾氣) (Interview 8, Interview 14, Interview 18). 
According to Interview 16 and Interview 18, even they fired one mentee recently due to the poor performance and skip work without reason all the time, the mentee now is still keep contacting them and say goodbye to them when left.
“Even I fired her, she still said goodbye to me” (就算我抄了她，她走時都同我打招呼) (Interview 16); “after she left Fullness hair salons, she was still keep contacting me and hope could go church together with me” (就算她走了，她都很主動的聯絡我，希望可以一起返教會); “in future, she hoped she could work in Fullness hair salons again” (將來，她仍希望可以回來豐盛做返學徒) (Interview 18).

Furthermore, mentees also mentioned that some of their bad habits changed after joining the mentoring program. 

“In the past, I would lose temper very easily, but now, I never did that especially in front of customers” (以前很容易發脾氣，現在好了很多，尤其在客人面前) (Interview 1, Interview 10, Interview 11). “I was a heavy smoker and used to speak foul language, but I never smoke and speak foul languages insides Fullness hair salons” (我知道在髮廊內是不能吸煙，甚至講粗口都唔可以，故我係唔會在髮廊內做這些事的) (Interview 11); “the mentoring program increased much of my self-confident and communication skills” (學徒訓練計劃增加了我的信心及學到溝通技巧) (Interview 9). 

However, mentees such as Interview 1 and Interview 9 admitted that they had not enough confidence when they deal with customers individually.

“I did not have enough confidence when deal with customer by myself” (自己唔夠信心單獨去應付客人); “I did not know the needs of customers”; “I did not know what exactly the customer wants?” (唔知道客人的需要); (唔知道他們究竟想要些什麼﹖) (Interview 1, Interview 10). 
Mentors also mentioned that mentees were not enough confidence when they worked with customers.
“They were not enough confidence” (他們唔夠信心); “they did not think they could perform well” (他們覺得自己唔得，唔可以做得好) (Interview 8, Interview 13, Interview 14, Interview 15).
5.10) Christian’s Belief in Mentoring Program

All mentors were Christians in Fullness hair salons and they are recruited from different hair salons outside. And 4 mentees were belief in god, the others mentees were non-Christians. Fullness hair salons had a church gathering every 2 weeks on Thursday night, all of the mentors and mentees are requested to join the gathering, but not all of them would join it, it was not a compulsory gathering. Christians’ beliefs help mentors much in accepting and taking care of mentees.  
“Christian belief helped me much in helping mentees” (Interview 15) (宗教幫了我很多); “Christians beliefs gave me lot of supports and strengths” (宗教幫了我很多，支持我及給我能量) (Interview 8); “I could not help mentees if god did not help me before” (如果神沒有幫我，我今日都幫唔到啲學徒) (Interview 15); “I was full of energy and patience to help those youths because god loved me” (神愛我及令我更有耐性及能量去幫那些孩子) (Interview 16, Interview 18); “we could establish a Fullness Christian Church” (希望可以成立豐盛教會，屬於自己的教會) (Interview 18). 
Moreover, 4 mentees were influenced by Christians’ beliefs after joining the mentoring program.
“I would not lose temper so easily as the past” (唔會好似以前這麼衝動) (Interview 10); “bible changed my bad temper after I read it” (看聖經後，改變了我的火爆性格) (Interview 2); “I had willing to pay more attention in learning” (肯比心機學嘢) (Interview 5); “I had willing to talk more about myself more” (我現在願意多了講及自己嘢) (Interview 5); “I developed a positive attitudes towards my work and my life (對我工作及人生產生正面的影響) (Interview 5); “changed my attitudes towards work and family” (改變我對家庭及工作的看法) (Interview 3). 
However, 5 mentees did not get influence in changing their bad attitudes or behaviour by Christian’ beliefs. 
“I hated to listen something related to god” (我最討厭就是聽他們講耶穌); “I did not believe in god at all, and it did not produce any influences on me” (我根本就唔相信神，對我完全無改變) (Interview 11); “they requested all of us should attend the church gathering, so I went there, but I did not get  influences from there (他們要求我地要返教會，但我唔覺得宗教對我有什麼的影響，只是應他們的要求參加)(Interview 9); “I would not attend the church gathering, I had no interest in religion at all” (我無返教會，我對宗教完全無興趣) (Interview 1); “I did not have any changes after I became a Christian” (成為基督徒對我無什麼的轉變) (Interview 7).  
A good role model (working attitudes) of mentors influenced mentees a lot instead of believing of religion.
“I would learn from the good working attitudes of mentors and my past experience rather than from Christians’ belief” (我會受師傅的影響多過宗教的影響) (Interview 12); “I wanted to learn from mentors regarding their good understanding toward the needs of customers instead of attending church gathering” (我想學習師傅對客人的了解，多過參加宗教活動) (Interview 1). 
6) Problems of the Existing Mentoring Program
6.1) Problem of Mentees’ Disciplines
Mentees’ self disciplines was still a big problem in the mentoring program. Mentors complained the most unacceptable behaviour was mentees skip work suddenly without prior notice.

“They should follow the shop rules and regulations, and they could not skip work suddenly” (他們要跟髮廊的店規，唔可以突然間唔返工); “when they could not back from work, they should inform the centre-in-charges” (他們唔返工，就要同負責人講); “they should have the sense of responsibility, could not absent from work suddenly as they preferred” (他們要有責任感，唔可以話唔返工就唔返工，要有交待，唔可以唔喜歡就唔返工) (Interview 8, Interview 16, Interview 18). 
Moreover, some mentees such as Interview 10 and 11 were quite emotional at work. 

“They were very emotional in sometimes” (有時他們會很情緒化); “they refused to talk with others” (拒絕與別人講嘢); “had very bad attitudes at work” (工作態度會好差) (Interview 6, Interview 8, Interview 18); “their working performance was affected by their emotion on that day” (他們的工作表現很多時都是看他們當天的心情) (Interview 6).

Interview 2, Interview 5, Interview 7, Interview 10 and Interview 11 did not think they should bear any responsibilities as a mentee. There was only few mentees known about their roles and responsibilities as a mentee in Fullness hair salons.  

“We did not need to take any responsibilities in here”(學徒在這裡係無責任要負的)(Interview 10, Interview 11); “I did not know what I should do as a mentee” (我唔知道學徒有什麼責任要負)(Interview 5, interview 7); “I only came here to learn, no reasonability should take at all” (只知道來這裡學嘢，無什麼責任要負) (Interview 2); “I only wanted could get graduate as soon as possible” (我只想快些畢業) (Interview 11); “I did not know what  the rules and regulations in here, no one told me before” (我唔知道這裡有什麼的規則，之前無人同我講過) (Interview 11).
Last but not least, the poor disciplines of mentees would affect the daily operation and the work distribution in salons.  

Sometimes, when they felt unhappy or no mood to work, they would skip work again without prior notice (心情唔好就唔返工，唔會預早通知公司) (Interview 6, Interview 13, Interview 14); “absent without prior notice of mentees would affect seriously the daily operation in salons” (他們唔返工，又唔會同公司講，對公司日常的運作很有影響) (Interview 6, Interview 8, Interview 14, Interview 16, Interview 18); “when I asked them why they absent from work, they replied me that no one told them they should inform us about their absence” (有時唔返工又唔通知，問他/她點解唔返工唔通知我地，他/她說唔知道要通知我地，無人同他們講過) (Interview 6, Interview 8, Interview 13, Interview 14).
6.2) Lacked of Learning Motivation

Mentees learning motivation and learning progress is lagged far behind from satisfaction and it was complained by mentors. 
“Their learning progress was really far from satisfaction”（他們的學習進度很慢）(Interview 6), “most of they are lacked of learning motivation”; “they were no motivation at work, they did not know what they want” (他們唔知道自己想要什麼); “they were no ambition at work” ; “they were very lazy in learning and lack of motivation to work hard” (很懶散，學習缺乏主動性，沒有動機) (學習進度落後，因懶散，缺乏主動性，熱誠很差) (Interview 6, Interview 8, Interview 13, Interview 14); “they never practiced wig head by themselves automatically without the instructions and under the supervision of mentors” (唔會主動學習，要叫才肯做或練習假公仔頭) (Interview 6, Interview 8, Interview 13, Interview 14).
Moreover, according to mentors, mentees were never demand themselves to do better in learning. 

“They would only do the minimal level of their work and never demand themselves to do better”(當交了功課就算，不會再要求自己做好啲) (Interview 6, Interview 18); “they did not have any expectations to themselves, they only wanted to satisfy the request of mentors” (對自己無要求，但求交了功課就算) (Interview 6, Interview 13, Interview 14); “they should demand themselves more” (他們應該對自己有要求) (Interview 6). 
“It was really difficult for them to work hard without mentors instruction” (他們係唔會自動自覺的，次次都要師傅開聲，他們才會肯去練習) (Interview 6, Interview 8, Interview 14, Interview 16, Interview 18), “they would spend a lot of time chatting with others but unwilling to practice wig head when no supervision from mentors” (他們會花很多時間去吹水，唔會主動去練假公仔頭，如果沒有師傅的監察) (Interview 6, Interview 8, Interview 14, Interview 15); “wig head practices were voluntary-based, no mentor would force mentees to practice the wig head” (係自願的，師傅係唔會迫學徒練頭) (Interview 10).
6.3) Lacked of Shared Culture (Ba) (場)
Based on the mentors’ and mentees’ interviews, they were seldom to discuss or share the hairstyling knowledge and skills in the existing setting of Fullness hair salons. Knowledge and skills sharing were uncommon in hair salons business practice. 
“Only very few mentors would do the knowledge sharing” (師傅間很少交流，只有很少數的師傅會分享) (Interview 8) ; “knowledge sharing in salons business was not common”; (知識分享在髮廊這一行是唔流行的) (Interview 14, Interview 18); “I tried to demonstrate what I have learnt from outside, but it tried once only” (試過從外面學返來的技巧, 在髮廊內同師傅及學徒分享，但只嘗試過一次) (Interview 8); “the shared culture and shared context in salons was not a common practice” (分享知識文化係髮廊這一行係唔流行的) (Interview 4, Interview 8, Interview 14).
Tacit knowledge of individual mentor was difficult to transmit to mentees through explicit knowledge. Knowledge sharing culture in Fullness hair salons was very uncommon and no shared context (Ba) to share the knowledge in salons business. 

“Every mentor had their own tacit knowledge and unwilling to share it among others” (個個師傅都有自己的必殺技，唔係可以隨便與人分享，未必願意分享) (Interview 4); “some mentors were really selfish and they were unwilling to share about their tacit knowledge in hairstyling with others” (有些師傅很自私，唔會想同自己的技巧與別人分享) (Interview 18). 

The learning share culture among mentees was uncommon as well, mentees were seldom to share the hairstyling knowledge and skills among mentees.
“They never share or discuss what they have learnt among mentees” (他們唔會同其他學徒一起分享學到的嘢) (Interview 8); “they would only do chatting in their leisure time, never share about the skills and knowledge” (他們只會在空閒時間吹水，唔會分享學習的嘢的) (Interview 4, Interview 6).

6.4) Problem of Different Teaching Methods
The different teaching methods of mentors also complained by mentees since it made them felt so confused in learning. Mentors would teach very differently according to their different experience and feeling towards hairstyling. It made mentees felt so confused in learning from different mentors.  

“Each mentor would teach different theories and skills” (個個講的理論都唔同) (Interview 2); “different mentors would teach very differently” (個個師傅教的又唔同) (Interview 1, Interview 9, Interview 12); “I feel really confused about what they said, everyone could come and teach me”; “mentors would teach very differently according to their own skills and knowledge” (人人都可以過來教，但個個講的嘢又唔同); (他們教的手勢又唔同，很容易感到混亂) (Interview 1，Interview 10, Interview 11); “they gave me so much pressure since I did not know which version was suit me most” (人人教的都唔同，唔知道什麼才適合我，覺得很有壓力) (Interview 9).

“I could learn and understand the hairstyling skills, even mentors taught me many times already” (有時師傅教了我很多次髮型上的技巧，自己都覺得唔明); “I needed to learn by myself because I did not know what they were talking about” (要靠自己想，因我唔明白他們講緊什麼); (要再自己諗，但又唔知道做得對不對) (Interview 9、Interview 10). 
Moreover, the teaching attitudes and teaching methods of mentors are criticized by mentees.
“In many times, mentors commented my work in front of many customers and other mentees, I felt so embarrassed and under huge pressure” (他們經常會在客人及其他學徒面前當眾話你做得唔好，令你覺得很尷尬) (Interview 9, Interview 10, Interview 11); “I got huge pressure from mentors all the time”; “when I did something wrong, mentors would blame me in front of many people and everyone would look at you” (當你做錯了什麼事時，師傅會當眾話你，人人都會望著你，令我有很大的壓力) (Interview 1，Interview 7, Interview 11); “I hoped mentors could teach mentees individually instead of group teaching, group teaching gave so many pressures to me” (希望可以個別教，因全班一起教，令我很有壓力) (Interview 10).

Interview 11 and Interview 12 also complained that some mentors are lacked of patience when teaching mentees.

“They made me very unhappy and lose motivation to learn due to their bad attitudes” (有些師傅的態度不是很好，很惡，令我無心機學) (Interview 11); “they lacked of patience when teaching us” (他們教我地時很無耐性).

Furthermore, some mentors would only teach and give chances to those “good” mentees and it is criticized by mentees. 
“I did not think I got enough chances to practice and learn from mentors, they would only choose those “good” mentees to learn” (有些師傅只會找熟的學徒做嘢，根本無機會跟他/她學嘢) (Interview 10, Interview 11); “I did not have enough chances to practice and learn from mentors since so  many mentees worked in the salons” (唔夠機會實習，因有太多學徒在髮廊) (Interview 7). 

Moreover, the teaching qualification of hairstylists should be improved, according to the opinions from mentors and centre-in-charges.
“Hairstylists recruited from outside are lacked of professional knowledge and skills” (外面請回來的師傅質素及資格很參差) (Interview 8, Interview 13, Interview 14, Interview 15); some mentors would late to work and they could not act a good model to mentees (師傅自己都遲到，自己都不能以身作則) (點樣可以做學徒的榜樣); “not all mentors were well qualified to teach mentees, they were very impatience” (唔係個個師傅都夠資格，有些師傅很無耐性教學徒) (Interview 16, Interview 18); “we were still looking for better mentors, some of the existing mentors were not well qualified” (有些師傅唔夠資格，要再找些更好的師傅)(Interview 16, Interview 18). 
6.5) No Formal Award and Punishment System

In the existing mentoring program, there was no formal award and punishment system. Bonus system introduced in Fullness hair salons before, if mentee is performed well in attendance, work attitudes, and keep good relationship with colleagues within a month, he or she would get HK$500 dollars as bonus at the end of the month. Mentees welcomed about this bonus system, unfortunately, this bonus system only run a short period of time in Fullness hair salons.  

“All the mentors would give score to mentees and assess their performance in order to decide which mentee could get the monthly bonus” (每月由師傅投票選出表現好的學徒，會給他/她500 元作為鼓勵) (Interview 6); “it was a monthly bonus and it would give some encouragement to good performance mentees” (這是一個按月的獎勵計劃，如學徒表現得好，可以給學徒一些的鼓勵作用) (Interview 4, Interview 8). 

Last but not least, mentors realized that they should pay more attention, patience and positive feedbacks to mentees in order to enhance their learning motivation. However, there was no formal award system in Fullness mentoring program. 
“We needed to pay more patient and love to them, and we should aware our attitudes as well” (要給予多些耐性給他們，自己的態度亦要好) (Interview 18); “we should give them positive feedbacks instead of blaming them when they did something wrong” (唔可以只說他們做得唔好); (平日要對他們有多些正面的鼓勵，要有適當的讚賞) (Interview 6, Interview 8, Interview 13). 
Sometimes, mentors would buy small gifts to mentees in order to give them some positive encouragement when they performed well. Unfortunately, there was no formal award system in the mentoring program. 
“I would buy some snacks to them and paid the bill during tea time”. (我會請他們食tea, 或請他們吃一啲小食); “I would buy small gifts to them, gave them some positive encouragement”(間中我會主動買些小禮物給他們，以給他們一些正面的鼓勵) (Interview 8, Interview 13, Interview 14, Interview 17). 

In the existing mentoring program, there was no formal punishment system when mentees did something wrong and inappropriate.
“Even they did something wrong, no punishment would be placed on them at all” (對他們係完全無處分的，就算他們做錯了); “they would not get any punishment even they did something wrong” (他們唔會得到什麼的懲罰，就算真的做錯了事) (Interview 6, Interview 8, Interview 13, Interview 14); “we would only give them verbal warning and expect they could perform better later” (只有口頭警告，希望他/她以後可以做得好些) (Interview 16); “when mentees did something wrong, centre-in-charges would discuss with them and give warnings to them (if necessary), but no punishment would be placed on them at all” (負責人會同他/她講返做錯了什麼事，只會有口頭警告，唔會有什麼懲罰的) (Interview 6). 
Moreover, mentees did not know they would get punish if they did something wrong, no person told them before about the punishment system. 
“No body told me what I should get when I did something wrong” (Interview 1, Interview 3, Interview 7); “even I did something wrong, no punishment will be placed at all” (這裡是無懲罰的) (Interview 11). 

6.6) Lacked of Formal Assessment System 

Until now, only one mentor, Interview 8, tried set up some goals with mentees in order to enhance their learning motivation, unfortunately, he had no time to do the follow up and the mentees did not follow the goals at the end. No mentors would set goals with mentees about their learning progress and mentees are lacked of goals in learning. 
According to the interviews’ findings, there was no formal documentation and evaluation to assess the performance of mentees. There is lacked of formal assessment system. 
“There was no clear document to mention about the formal assessment system and　promotion path”; “I did not know about the award and punishment system, and I had no ideas about the promotion and study path” (唔太清楚有關學徒的評估、獎罰、進升及進修的情況) (Interview 6, Interview 8, Interview 14); “only centre-in-charge would tell mentees about the award and punishment system, promotion and study path” (只會由機構負責人講給學徒知道有關獎罰，進升及進修的情況). 
Mentors only knew there would be some records about mentees’ learning progress, working performance and working attitudes, they were not responsible to do the mentees’ assessment. 

“Centre-in-charge would do the assessment and keep the record, I knew very little about the assessment” (我知道的只有很少，只知道是由機構負責人向學徒做評估) (Interview 6); “all the follow up work would do by centre-in-charge and he would discuss the problems regarding work and learning progress with mentees privately” (負責人會在私底下同個學徒講返他/她學習或工作上的問題) (Interview 8).

From Interview 6, Interview 8, Interview 14, Interview 15, centre-in-charge would keep record of the performance of mentees, but there was not in a systematic way. Mentees did not know clearly about how they would be assessed by mentors and what the assessment standards were. Fullness hair salons had one simple evaluation form, it would mark the attendance, work attitudes, hospitality, learning motivation of mentees, but not all mentees and even mentors knew about this assessment form.   
“Only centre-in-charges would keep the record and we did not know how they done the assessment” (機構負責人會keep 這些records， 但係唔清楚是如何做評估的); “mentees did not know about the standards of assessment” (學徒都不太清楚這些的評估報告的標準) (Interview 4, Interview 6). 
Even mentors did not know about the assessment and the assessment criteria of mentees.  
“I did not know about the assessment criteria, I only knew centre-in-charges would do assessment sometimes with mentees” (唔知道機構負責人會點做評估，只知道會做) (Interview 4, Interview 13); “centre-in-charges would arrange meeting with mentees if the performance of mentees were not satisfaction”; “I did not know how to do the follow up after the assessment” (但會點樣跟進，就唔太清楚); “only the centre-in-charges would meet the mentees and did the assessment” (機構負責人會見學徒，同他們做評估) ; (Interview 4, Interview 6, Interview 8, Interview 15). 
There was no clear learning path and career path for mentees to follow, all mentees did not know the learning paths of the mentoring program. No formal award and punishment system and regular review producers of assessing the performance and learning progress of mentees. Even mentors did not know clearly about the mentees assessment and the assessment criteria. 
6.7) No Formal Channel to Express Opinions
Furthermore, there was no formal channel for mentors and mentees to express opinions and complaints. Mentees and mentors expressed their opinions through discussion with mentors and centre-in-charges only, there were no other channel for them to express opinions and complaints. 
“We had no formal channel to express our opinion and complaints”; “we could only share our opinions directly to centre-in-charges or mentors” (我地只可以同師傅講意見及不滿); (無其他正式的渠道給我們表達意見); (只可以同機構負責人講) (Interview 2, Interview 3, Interview 6, Interview 7; Interview 8, Interview 15).   
Based on Interview 4, now there was no formal channel for mentees and mentors to express opinion or even complaints.

“We were dared not to make complaints to centre-in-charges since he was a dictator” (無人可以講，只可以同負責人講, 但他很獨裁，唔聽人意見) (Interview 4, Interview 11); “I did not know which formal channel could express my opinions” (我唔知道有什麼渠道可以表達我的意見) (Interview 10, Interview 11). 
7) Recommendations
According to the above problems in the existing hairstyling mentoring program of Fullness hair salons, this research study would like provide some recommendations and suggest a new direction to the mentoring program. 

7.1) Mentees’ Training Handbook in Chinese
In order to create the knowledge management/creation in the Fullness hair salons, and improve the transmission of the individual tacit knowledge from mentors to mentees in the mentoring program, mentees’ training handbook and mentors’ teaching handbook are highly recommended. 

In addition, mentees’ training handbook and mentors’ teaching handbook could provide practical guidance to mentees and mentors as well. Mentors’ tacit knowledge could transfer to mentees through standardize and systematic handbooks, it could convert the knowledge from mentors to mentees. Knowledge conversions in the mentoring program of Fullness hair salons were promoted. 

This mentees’ training handbook should write in Chinese in order to let all the mentees understand clearly about the contents. According to Interview 6, mentees’ training handbook is urgently needed in the mentoring program. 

“We should establish a Fullness hair salon school with clear rules and regulations” (最好是好似間學校般); “Every school had it own rules and regulations and all students should follow the rules and regulations” (每間學校都有校規); “they should know what they could do and they could not do in salons” (學生應該知道什麼可以做，什麼唔可以做的); “they had no rules to follow in salons” (好似無王管咁); “too lenient to mentees here, no rules for them to follow at all” (學員太放鬆，沒有守則給他們跟隨).
7.1.1) Core Values and Mentees’ Responsibilities
Without a systematic mentees’ training handbook, mentees in salons did not know what they should do or what they should not do. Mentees should know their own roles, responsibilities and the expectations as a mentee in Fullness hair salons. 
Mentees’ training handbook should state clear about the vision and core values of Fullness hair salons. It should cover the basic roles and responsibilities as a mentee. Learning attitudes, work attitudes, shop rules and regulations in Fullness hair salons should include in the mentees’ training handbook. Normal practice of Fullness hair salons as the working hours of mentees every week; the subsidy and holidays compensation to mentees after the overtime work; mentees should inform the centre-in-charges if they could not back to work; penalty or punishment should place if mentees did something wrong. 
Regarding mentees’ roles and responsibilities, mentees should back work on time daily; could not skip work suddenly without prior notice; should not speak foul language in salons; could not smoke insides salons; should provide assistance and support to mentors at work; should work hard to learn and work in salons; should practice wig head by themselves everyday; should follow the instructions from mentors and could not challenge the authority of mentors and centre-in-charges;.

7.1.2) Concrete Individual Learning Plans  
Mentees’ training handbook should include the concrete timetables of learning contents, what they would learn and do in the first week orientation, 3 weeks probation and the following month’s trainings. During the orientation week, centre-in-charges should introduce the work nature and working environment to mentees. 
Mentees’ roles and responsibilities, shops rules and regulations should introduce during the orientation week and 3 weeks probation. After the 3 weeks probation, all mentees could get familiar with all the colleagues, knowing more about the salons work culture and daily operation. 
Mentees’ training handbook should write down the concrete learning contents of the 18 months mentoring program. It should include the length of the mentoring program and what mentees could receive, learn and get after the 18 months mentoring program. The first week was orientation week; the second week would learn hair-washing; 3 weeks probation; 2 to 3 months of learning hair treatment and how to cope with customers; 6 months to 12 months for hair tinting, color treatment, ion hair straight and permanent, and follows one or two mentor learning professional hairstyling skills in the remaining 6 months. Individual learning progress should be made known to mentees, get feedbacks from mentors regularly and mentees should know about the assessment criteria clearly. 
7.1.3) Formal Assessment System with Clear Standards
An assessment form should attach in the mentees’ training handbook and all mentees should be made known about the assessment standards and criteria. Moreover, mentees training handbook should include mentees self-assessment form and they could write down individual weekly logs and monthly plans, and these plans will be assessed by mentors every month and assessed by centre-in-charges on every 3 months. Mentees performance could be assessed through the weekly log and monthly plans. 
All mentees should write down an individual weekly logs and monthly plans on the self-assessment form in the training handbook. Mentors should help mentees to develop the weekly logs and monthly plans and these plans should adjust from time to time according to the actual performance of mentees. Mentors should review the individual plan monthly in order to assess the learning progress and working performance and give feedbacks to mentees individually. 
If the mentees perform well and meet the monthly goals, they could get extra bonus or certificates as an award. In order to enhance mentees motivation, mentors should fit every mentee individual needs to design the weekly logs and monthly plans. 
On every 3 months, the individual plan should assess by centre-in-charges, consultation meetings should be held between mentors before giving feedbacks to mentees. After 6 months training, mentee should attend the examination held by centre-in-charges and technician. After the examination, mentee should get a half year report with feedback from centre-in-charges, technicians and mentors. At the end of the mentoring program, all mentees should get 18 monthly written feedbacks from mentors and 6 written feedbacks from centre-in-charges and 3 examinations would be held with mentee within 18 mentoring training program. All of these are played as important assessment indictors of mentees’ performance and learning progress in the mentoring program. 

7.1.4) Career and Study path
Moreover, all mentees should understand the career and study path in Fullness hair salons. When mentees performed well and work hard, they could get bonus monthly and raise salary accordingly in every half year after the examinations. In order to increase mentees’ learning motivation, they could give chance to study outside as an award and extra bonus will grant as well. Mentees should know their career and promotion path in Fullness hair salons in order to enhance their learning motivation.
7.1.5) Clear Award System
The mentees’ training handbook should introduce the monthly bonus and excellent working award on every 3 months in order to increase mentees’ learning motivation. When mentees performed well, they could get bonus, certificates, and chances to attend lessons or trainings outside. Salary increment would consider about the feedbacks from mentors and centre-in-charges as well after the assessment meetings on every half year.

7.1.6) Clear Punishment System

Mentees’ training handbook should state the punishment system clearly, mentees should know about what they could do or could not do in the salons; mentees should listen the instructions from mentors; they could not skip work suddenly and without prior notice; could not back to work late and go early without the approval from centre-in-charges; should practice wig head weekly by themselves; should work hard and pay attention to customers’ needs.
If mentees failed to follow the mentors’ instructions or violated the rules stated in mentees training handbook, centre-in-charges should give them an oral warning, if mentees refused to change their behaviour and attitudes, centre-in-charges should issue a written warning letter; centre-in-charges could fire the mentee if he or she ignored the written warning at the end. All the punishment should state clear in the mentees’ training handbook. 

7.1.7) Mentors’ Assessment Program
The mentors’ performance should be assessed by mentees on every 3 months through the mentors’ assessment form attached in the handbook. After the assessment, mentors could get feedback from centre-in-charges on every 6 months. If mentors performed well, they should get salary increment and get promotion in order to enhance their work motivation in Fullness hair salons. Last but not least, the assessment criteria towards mentors should state clear in the mentees’ training handbook. 
7.1.8) Formal Complaint Channel
The training handbook should include the formal complaints form for mentees to express their feeling, opinions and complaints. The complaints form should pass to the board of the directors of Fullness Christian Vocational Training Centre directly and all the opinion will treat as anonymous. Development of a formal complaint channel was really important for the mentoring program. 
7.1.9) Additional Learning Opportunities

Mentess should attend courses such as temper/anger management, time management, financial management, life management, communication skills and interpersonal skills from time to time in order to change their “bad” habits and develop positive attitudes towards life and work. Additional learning opportunities should be provided to mentees regularly and the timetables should write down in the mentees’ training handbook as well. 
7.2) Mentors’ Teaching Handbook in Chinese
7.2.1) Vision and Core values 
Mentors’ teaching handbook is urgently needed as well for the mentoring training. Through the mentors’ teaching handbook, all mentors should understand about their roles and responsibilities, and mentors should follow the teaching schedules and do assessment towards mentees regularly. With the aid of mentors’ teaching handbook, the tacit knowledge of hairstyling should standardize and systematic in the handbook and it could convey the tacit knowledge to explicit knowledge through the teaching handbook. The tacit knowledge/teaching summary of mentors could transmit not only to mentees, but also to Fullness hair salons as a whole. 
Mentors’ teaching handbook should include aims and core values of Fullness hair salons. Core values such as dignity and respect, care and trust, holistic development of a person, one team one dream, quality of service and customer satisfaction. The mentors’ teaching handbook should write in Chinese in order to let all the mentors understand the contents insides the handbook. 
7.2.2) Mentors’ Roles and Responsibilities
Moreover, mentors’ teaching handbook should cover the roles and responsibilities as a mentor in Fullness hair salons. Act as a good role model to mentees; beware of self behaviours and wording used daily; working and teaching attitudes; team spirit; accumulates and creates the shared culture (Ba). The mentors’ teaching handbook should write in Chinese in order to guarantee all the mentors are well known about the contents.  
7.2.3) Authority of Mentors and Centre-in-charges
Mentors’ teaching handbook should state clear the authority distribution in Fullness hair salons. If any emergency happens, who should make the final decision? And who has the right to settle the problems? Who need to inform and involve?  The authority distribution among mentors and centre-in-charges should state clear in the mentors’ teaching handbook.  
7.2.4) Concrete Teaching Timetables and Teaching Contents
Mentors teaching handbook should include the concrete teaching timetables and teaching contents as mentioned in the mentees’ training handbook. During the 18 months of hairstyling mentoring program, training handbook should state clear the teaching schedules and the concrete contents of the mentoring program. All mentors should follow the teaching schedule and contents written in handbook. 
Mentors’ tacit knowledge/teaching summary should write down in the handbook in order to promote the knowledge transmission in the Fullness hair salons. The tacit knowledge of individual mentors would become an organizations’ knowledge base gradually through the development of mentors’ teaching handbooks.   
7.2.5) Systemic and Formal Assessment System 

A systematic and formal assessment system should establish in order to assess mentees performance from time to time. Formal assessment system as mentees’ weekly logs; monthly assessment meeting with mentees and review mentees’ monthly plans; 3 months assessment meeting with centre-in-charges in order to keep the learning progress of mentees. Moreover, meetings between mentors, mentees and centre-in-charges should be held on every 6 months after the examination. 
7.2.6) Clear Award and Punishment System

A clear award and punishment system should include in the mentors’ teaching handbook. It should state clear the award and punishment system and the assessment criteria of assessing mentees. What award mentees would get if they performed well and what punishment they would suffer if they violated the rules and regulations, all of these should state clear insides the mentees’ training handbook. All mentors should know the award and punishment system clearly.  
7.2.7) Mentors’ Assessment System

The mentors’ teaching handbook should include the performance pledge and mentors performance will be assessed by mentees and centre-in-charges on every 3 months and 6 months respectively. After the assessments, mentors could get feedback from centre-in-charges on every 6 months. If mentors performed well, they should get salary increment and get promotion in order to enhance their motivation to work in Fullness hair salons. Last but not least, the assessment criteria towards mentors should state clear in the mentors’ teaching handbook as well. 
7.2.8) Equipping Mentors with Professional Knowledge 

According to the mentors’ feedbacks, most of them are lacked of professional training in teaching and handling mentees. 
“I did not know how to communicate with mentees” ; “I did not have any professional knowledge and skills to work with them” ; “I felt lacked of support and emotional support from company, no backup and support to mentors at all” (對師傅無支援); (缺乏對邊青的認識，更唔識點樣同邊青相處及溝通); (髮廊缺乏對師傅的支援); (我沒有與邊青相處的專業知識) (Interview 6, Interview 8, Interview 13, Interview 14). 

Moreover, only centre-in-charges knew about the background of mentees, most of the mentors did not know much about that. 
“I did not know the background of my mentees, only centre-in-charges knew that” (唔知道學徒的背景，只有主管知道他們的背景，我只知道他們是邊青); “I did not know about their family relationship and social network and maybe I offense them or make them unhappy by mistakes” (我對他們的背景完全唔知，同他們相處時，又唔知會唔會講錯嘢，得罪了他們，令他們唔開心) (Interview 13, Interview 6).
Mentors teaching handbook should cover the backgrounds knowledge and characteristics of youth at risk and suggest communication and interpersonal techniques to mentors when the worked with mentees. Mentors’ teaching handbook should state clear the attitudes and work attitudes of being a mentor when they worked with mentees.  
Furthermore, mentors in Fullness hair salons were not only taking care and teaching mentees, but also maintaining the salons business, it created great pressure to mentors. Fullness hair salons should invite some university professors of provides counseling, communication and interpersonal skills training, pressure management to mentors in order to help and equip professional knowledge and release the great pressure from work. 

7.2.9) Formal Complaint Channel
Mentees teaching handbook should provide formal channel for mentors to give opinions and complaints to the mentoring program or even to the Fullness hair salons. A complaints form should attach in the mentors’ teaching handbook. Mentors could give feedbacks to the Board of the directors of the Fullness Christian Vocational Training Centre anonymous and directly. 
7.3) Create Shared Context in Fullness Hair Salons (Ba) (場)
Creation of Ba (場) (a shared context) in the Fullness hair salons mentoring program is essential. Knowledge management/creation in the hairstyling mentoring program could not run smoothly if Ba is lacked in the Fullness hair salons. In the existing setting of Fullness hair salons did not facilitate the knowledge transmission and sharing of hairstyling.
“We were no fix time and place to share our knowledge and skills”; “mentor was very self-centered” (每個師傅都很自我) (Interview 8); “they were unwilling to share their own tacit knowledge” (未必願意與別人分享自己的技巧) (Interview 4)﹔“not all mentors were willing to teach mentees faithfully” (唔係個個師傅都願意毫無保留地教) (Interview 18). 
In order to create the Ba in the mentoring program of Fullness hair salons, mentors teaching handbook should collect the teaching main points from different mentor regarding hairstyling skills and knowledge and compile into the mentors teaching handbook as appendices (combination of knowledge, from explicit to explicit knowledge).  
Hairstyling knowledge and skill should translate into teaching notes and summary, and these teaching notes will become valuable assets and extend the knowledge base of Fullness hair salons. No matter mentees and even mentors could share the tacit knowledge from the handbook since the knowledge is transformed into explicit through the combination.  Mentees could learn the explicit knowledge through the Ba and internalize it into own tacit knowledge in hairstyling knowledge and extend the knowledge base of Fullness hair salons. 
Creation of Ba in the mentoring program through subsides; talks, demonstrations, shows, competitions; junior mentees program; mentees’ exchange program; re-organization model night; development of intranet and the informal gathering, mentors’ tacit knowledge could transfer to mentees through the Ba in the hairstyling mentoring program. 

7.3.1) Subsidies to Create Shared Context (Ba)

Fullness hair salon could provide subsidies to mentors and mentees of enhancing their working motivation. When mentors and mentees perform well, they could apply the subsidies from Fullness hair salons. They could use the subsidies to attend courses/training related to hairstyling outside or buy relative books, VCDs, DVDs, videos. Mentors and even mentees could arrange a lesson/talks to share what they have learnt from outside among Fullness hair salons colleagues. 
7.3.2) Talks, Demonstrations, Shows and Competitions 
In order to create the share culture in Fullness hair salons, some talks on hairstyling, demonstrations, shows, and competitions should introduce in the salons. Mentors and mentees could cooperate and create the share culture through regular hairstyling talks, seminars, demonstrations, shows, competitions. It could invite famous hairstylists from outside demonstrating or providing training; invite hair products company to introduce the new hair products; arrange monthly discussion among mentors and mentees of different topics and the latest development of hairstyling; mentors could arrange a lecture demonstrating their tacit knowledge and skills in hairstyling on every month; mentors could invite mentees to join the demonstration as an assistant in order to create the Ba (shared context) in Fullness hair salons. 
After talks, demonstrations, shows, competitions, all mentors and mentees could arrange a sharing forum and discuss what they have learnt and reflected after the talks, demonstrations, shows, and competitions. 

7.3.3) Junior Mentees Program 
Moreover, it could provide opportunities to senior mentees of teaching junior mentees about the basic techniques such as hair washing, serving customer, hair treatment. On the one hand, it could increase the sense of responsibility and confidence of senior mentees, on the other hands, it could create the share culture in salons. Technicians should assess the performance of senior and junior mentees in order to guarantee the mentoring training qualification.
7.3.4) Mentees’ Exchange Program
Fullness hair salons could develop an exchange program with other famous salons. Well performed mentees could get the chance to study and work in other famous salons in order to enhance their self-confident and increase their working experience. Mentees could work in different salons and learn the hairstyling knowledge and skills from outside. When they back to Fullness hair salons, they could share what they learnt from outside and created the Ba and share culture in Fullness hair salons. 

7.3.5) Re-organization of Model Night

In order to facilitate the creation of Ba, the re-organization of model night is highly recommended to implement in Fullness hair salons. The existing model night was complained by mentees
“I felt great pressure from model night, we should find model by myself but actually it was very difficult to me”. (Model night令我有很大壓力，因要自己找model，而model係好難找到的) (Interview 11).
In order to reduce the worries and pressure from mentees, models could arrange by mentors or mentees, not compulsory arranged by mentees. Before the model night, mentors should practice the hairstyling skills with mentees, do rehearsal with them and provide professional advice to their hair design. 
Mentees could invite friends, existing clients, mentors or even Board of directors of Fullness Christian Vocational Training Centre to act as a model. The shared culture, the knowledge and skills transmission culture through the shared context (Ba) could develop step by step in Fullness hair salons.  

7.3.6) Intranet Development in Fullness Hair Salons
In addition, Fullness hair salons should develop the intranet and introduce of notebooks in Fullness hair salons. Mentors’ teaching handbook and mentees’ training handbook should upload on the intranet and all mentors and mentees could check it anytime when they free from work in the notebook. 
New hair products information, products company website, key notes/ points/teaching summary extracted from mentors, video demonstrations of mentors or outside professional hairstylists could upload on the intranet. Moreover, mentors could upload some CDs, DVDs and videos related to hairstyling through the intranet. 
Furthermore, mentors and mentees could use the anonymous opinions/ complaints form which attached in the handbooks, or through the intranet to reflect opinions to upstairs. All the colleagues in Fullness hair salons could express opinion or complaints through the intranet.  
7.3.7) Informal Gathering

Fullness hair salons should arrange more informal gathering such as Birthday Party, Christmas Party, Lunar New Year Party and annual local tour or Macau trip for mentors and mentees in order to facilitate their “mentoring” relationship. These informal gathering could enhance the sense of belongings, also it helped mentors to understand more about the mentees backgrounds and personality. 
Mentors and mentees could give opinions or made complaints through these informal gathering as well. Through the informal gathering, it hoped could enhance the social networking of mentees and helped them to reintegrate into society in future. Based on the above recommendations, the shared context of Ba could develop accordingly and it should help much in hairstyling knowledge transmission of the mentoring program in Fullness hair salons.
7.4) Introduction of Parallel-mentor System
Apart from the weekly logs, monthly plan and regular meeting among mentees, mentors and centre-in-charges, a parallel-mentor system and examination system should introduce in the mentoring program as well. Regarding the training quality of mentoring program, the parallel-mentor system is introduced in order to assess the performance of mentees regularly. A technician was recruited from outside in helping mentors to train up mentees. All of the basic hairstyle knowledge and skills such as wash hair, hair treatment and hair coloring should teach by technician. The teaching qualification improved and introduced the shared culture in Fullness hair salons as well. 
“In order to enhance the mentors quality, we recruited Interview 17 as our technician, all of the basic knowledge and skills would teach by Interview 17” (為提升訓練的質素, 引入 technician, 所有基本功會由Interview 17 來教) (Interview 16, Interview 18, Interview 17).

All basis skills such as hair washing, hair tinting, hair treatment, colors treatment should teach by technician at the first 6 to 9 months. After these basic trainings, mentee should choose 2 existing mentors under mentees’ interest and talents, and develop professional skills in the following 9 months. The parallel-mentor system on the one hand, mentors could support each others and design suitable individual plans to mentees, on the other hands, mentees could get feedbacks from the 2 mentors in checking about the learning progress and assessing mentees’ performance fairly. 
7.5) Examination System

As recommended by Interview 16, Interview 17 and Interview 18, an examination system would introduce in the mentoring program shortly in order to assess the performance of mentees regularly. The examination should hold on every 6 months. 
Centre-in-charges and the technician would assess the performance of mentees through examination. The examination would assess not only the hairstyling skills and knowledge, but also assess the daily working and learning attitudes and the comments from different mentors and customers. If mentees passed the examination, they could get 7 to 10% salary increments as results. It is hoped that the parallel-mentor system and examination system could enhance the learning motivation of mentees and ensure the training quality through the new establishment of formal assessment systems in the mentoring program of Fullness hair salons. 
8) Limitations of SECI Model of Knowledge Management/Creation 
According to the knowledge conversion of SECI process, socialization, externalization, combination and internalization process were the main components of transmitting knowledge from tacit knowledge to explicit knowledge. However, SECI process did not mention about how to make assessment of the knowledge management/creation, it only focused about how to transmit tacit knowledge to explicit knowledge from individual level to an organization level. 
Therefore, in this research study, it would highly recommend to include the formal assessment system in the mentoring program in order to enrich the SECI process in knowledge management/ creation of Fullness hair salons. With the introduction of a formal assessment system, the effectiveness of the knowledge management/creation in the mentoring program could be assessed regularly. 
Elements of the formal assessment system such as mentees’ weekly logs and monthly plans; monthly meeting between mentors and mentees (monthly assessment); 3 months assessment meeting with centre-in-charges (3 months assessment); 6 months assessment meeting between centre-in-charges, mentors and mentees (half-year assessment); the parallel-mentor system and the examination system. 
With the introduction of the formal assessment system, the effectiveness of the knowledge management/ creation in the mentoring program could be assessed regularly and the progress of knowledge management/creation in the Fullness hair salons should be checked in a more easy way.  

9) Conclusion
In conclusion, the Fullness Christian Vocational Training Centre conducted a quite well mentoring program in hairstyling. With the help of Christian love, the mentoring program helped many youth at risk to reintegrate into the society through the vocational training and created new social capital to the society. In order to further improve the training quality of mentoring program, Fullness hair salons should pay more attention to the following issues. 
Mentees’ training handbook and mentors’ teaching handbook should introduce in the mentoring program of Fullness hair salons. The problem of mentees’ disciplines; lacked of learning motivation; lacked of shared culture (Ba); problem of different teaching methods; no formal assessment system; no formal award and punishment and no formal channel to express opinions should be improved by the mentees’ training handbook and mentors’ teaching handbook.   

Moreover, Fullness hair salons should create the shared context of Ba through the introduction of subsidies; the talks, demonstrations, shows and competitions; the junior mentees program; the mentees’ exchange program; the re-organization model night; development of intranet and informal gathering. With the creation of Ba, tacit knowledge of mentors could transmit smoothly to mentees and finally, it could extend the knowledge base of Fullness hair salons through the knowledge conversion of SECI process. 
Last but not least, the introduction of formal assessment system should not be neglected in the mentoring program. With the introduction of the formal assessment system, the learning progress of individual mentee and the effectiveness of the knowledge management/creation in Fullness hair salons should assess regularly and easily in the mentoring program of Fullness hair salons. 
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11) Appendices

11.1) Mentors’ Interview Questions
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師傅(Mentors)訪問內容
訪問大綱﹕
師傅職責

· 你在豐盛職業訓練中心髮廊做了師傅多久?

· 你認為什麼是「師傅」﹖你對「師傅」有沒有清楚的定義/概念﹖那些定義/概念又是什麼﹖

· 你了解作為師傅的責任嗎﹖那些責任是什麼﹖

· 憑你的經驗所得，學徒需要學多少時間才能學滿師呢﹖(真正的髮型師)

· 你期望學徒從你身上學到什麼東西﹖(如﹕知識/技巧/人生道理/工作態度等)

· 身為師傅的你，你對自己有什麼要求﹖

· 你對學徒又有什麼的期望﹖

知識/技巧傳授模式

· 你曾教過幾多位學徒?現在有幾多位學徒跟你學習﹖

· 請分享一下你平日教學徒的步驟是如何的﹖(如﹕洗髮、頭髮護理、染髮技巧、電髮技巧等)

· 你覺得在教授學徒時，有什麼技巧是需要特別注意﹖(如﹕態度/言語/行為上)

· 你是否能很清楚地列出/示範你所教授的知識/技巧﹖

· 學徒有沒有足夠機會實習你所教授的知識/技巧﹖

· 你有沒有將教授學徒的重點做成記錄/筆記﹖

· 你如何判斷學徒已掌握了你所教的知識及技巧﹖

溝通模式/技巧
· 你與學徒每星期平均有多少時間(分鐘/小時)傾計﹖

· 你們傾計的形式是怎樣的﹖(個人/小組)

· 你們有沒有指定的傾計時間及特定的傾計內容﹖

· 你們傾計的內容多會談及什麼﹖

· 學徒平日與你傾計時，他/她的態度如何﹖

學徒日常情況
· 可否分享一下現在你教學徒的情況﹖(學習進度/工作態度/待客之道/同事關係等)

· 學徒學了多久才達到現在的進度﹖(洗髮/頭髮護理/染髮技巧/電髮技巧等)

· 你覺得他/她的學習/工作態度如何(準時/投入工作/認真工作等)﹖

師徒關係
· 你覺得學徒信任你嗎﹖

· 他/她願意與你分享心事/感受嗎﹖

· 你能很快知道學徒情緒的變化嗎﹖你是如何知道的﹖

· 你覺得他/她在情緒管理方面，有沒有什麼的轉變呢﹖

· 工作時間以外，學徒會主動接觸你及與你傾計嗎﹖

· 你會點形容你與學徒之間的關係﹖

· 你認為你能令學徒有行為/價值觀的轉變嗎﹖(如﹕工作態度/自信心/社交技巧等)﹖他/她有什麼的轉變﹖

· 你覺得你是位稱職的師傅嗎﹖為什麼﹖

學徒賞罰制度
· 你們對學徒的學習進度/工作表現/態度有沒有很清楚的記錄﹖

· 如學徒表現理想，你們有沒有清晰的賞勵制度﹖這些制度是什麼﹖

· 如學徒表現不理想，你們有沒有清晰的懲罰制度﹖這些制度是什麼﹖

· 學徒又是否清楚知道這些賞罰制度呢﹖

· 師傅間平日有沒有定時舉行會議，討論學徒的問題或困難﹖

· 學徒是否清楚知道他們的進升及進修機會﹖

· 學徒有沒有正式的途徑可以表達意見及不滿﹖

· 你們有否與學徒進行定期的評估會議，了解他們的學習情況及對他們提出建議﹖

學徒個人成長

· 你了解學徒與家人的關係嗎﹖他們的關係如何﹖

· 你了解學徒平日與什麼朋友交往嗎﹖多與什麼朋友交住﹖

· 自參加此計劃後，學徒的自信心有沒有增加﹖

· 在參加計劃後，你覺得學徒對工作的定義有沒有轉變﹖

· 你覺得他/她的工作態度有什麼的轉變﹖(如﹕準時、投入工作、認真工作等)

· 你對學徒在情緒方面的管理，有什麼的看法﹖他/她有沒有進步﹖

知識/技巧傳遞制度

· 師傅之間平日有沒有定期開會，進行經驗分享﹖(如﹕教學徒知識/技巧/分享感受)﹖
· 你們之間有沒有清楚的記錄制度，記錄師傅間之經驗分享(困難/問題/成果等)﹖

· 教授學徒之心得在師傅間是如何傳遞的﹖傳遞當中有有沒有困難﹖

· 師傅有沒有定期的出外進修﹖

· 師傅有沒有正式/非正式接觸過輔導/調解課程/訓練﹖

宗教

· 平日你們的傾計內容會否涉及宗教﹖

· 你們有沒有定期的宗教聚會/活動﹖

· 信仰上對你作為師傅有沒有幫助﹖

· 你覺得宗教信仰對學徒有什麼的幫助﹖

· 你覺得宗教信仰對學徒行為及價值觀上有什麼影響﹖

訓練計劃的期望

· 你覺得現在的訓練計劃做得好唔好﹖

· 你覺得現在的訓練計劃有什麼需要改善的地方?

· 你覺得現在的訓練計劃可以令到學徒在行為/價值上有所轉變嗎﹖

· 如有，是什麼方面的轉變﹖(如﹕工作態度/家人關係/對自己的看法/責任感/自信心等)

· 你對訓練計劃將來的發展，有什麼的建議﹖

· 學徒在計劃中學到的知識/技巧，對他/她日後找工有什麼幫助﹖
11.2) Mentees’ Interview Questions
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學徒(Mentees)訪問內容
訪問大綱﹕
學徒職責

· 你在豐盛職業訓練中心髮廊做了多久?

· 你認為什麼是「學徒」﹖你對「學徒」有沒有清楚的定義/概念﹖那些定義/概念又是什麼﹖

· 你了解作為學徒的責任嗎﹖那些責任是什麼﹖

· 你期望師傅身上學到什麼東西﹖(如﹕知識/技巧/人生道理/工作態度等)

· 身為學徒的你，你對自己有什麼期望﹖

· 你對師傅又有什麼的期望﹖

知識/技巧傳授模式

· 你曾跟過幾多位師傅學習? 

· 平日你是如何跟師傅學習做頭髮的﹖(如﹕洗髮、頭髮護理、染髮技巧、電髮技巧等)

· 師傅教你的步驟是如何的﹖

· 你清楚明白師傅平日對做頭髮的講解及示範嗎﹖

· 你有沒有足夠機會實習師傅平日所教授的技巧﹖

· 你覺得師傅點樣教你，你會較容易吸收﹖師傅有什麼技巧是需要注意的(如﹕態度/言語/行為上)

· 師傅是否能很清楚地說出做頭髮的重點﹖

· 師傅有沒有將重點做成記錄/筆記給你們﹖

· 師傅如何判斷你已掌握了他/她所教授的知識/技巧﹖

溝通模式/技巧
· 你與師傅每星期平均有多少時間(分鐘/小時)傾計﹖

· 你們傾計的形式是怎樣的﹖(個人/小組)

· 你們有沒有指定的傾計時間及特定的傾計內容﹖

· 你們傾計的內容多會談及什麼﹖

· 師傅平日與你傾計時，他/她的態度如何﹖

日常工作情況
· 可否分享一下你平日工作的情況﹖(如﹕返工時間/與客人相處/同事間相處/學習進度等)

· 你覺得自己的學習進度/情況如何﹖ (如﹕洗髮/頭髮護理/染髮技巧/電髮技巧等) 

· 你學了多久才達到現在的進度﹖

· 你覺得自己的學習/工作態度如何﹖ (準時/投入工作/認真工作等) 

師徒關係

· 你信任你的師傅嗎﹖

· 你願意與他/她分享心事/感受嗎﹖

· 師傅有沒有留意你平日情緒/行為的轉變﹖

· 工作時間以外，師傅會主動接觸你及與你傾計嗎﹖

· 師傅了解你與家人的關係嗎﹖他/她會主動問及嗎﹖

· 師傅了解你平日與什麼朋友交往嗎﹖
· 師傅能成為你的榜樣嗎﹖

· 你會點形容你與師傅之間的關係﹖

· 你覺得身為學徒，有什麼的責任﹖
賞罰制度
· 平日你的學習進度/工作表現/態度有沒有很清楚的記錄﹖

· 如你表現理想，師傅會點賞勵你們﹖有沒有清晰的制度﹖

· 如你表現不理想，師傅會點懲罰你們﹖有沒有什麼明確的制度﹖

· 師傅間平日有沒有定時與你們會議，討論你們的學習情況及困難﹖及對你們提出建議﹖

· 你們有沒有任何形式的進升/進修機會﹖

· 你們有沒有正式的途徑可以表達意見及不滿﹖

· 學徒間會否定時一起討論/分享問題及困難﹖ 

個人成長
· 自參加此計劃後，你覺得自己有行為及價值上有什麼轉變﹖

· 自信心及責任感有沒有增加﹖可以分享一下嗎﹖

· 與別人的關係如何﹖(如﹕朋友/同事/客人/家人等)

· 在參加計劃後，你覺得自己的對工作的定義有什麼的不同﹖

· 你對自己在情緒方面的管理，有什麼的看法﹖

· 你覺得自己的工作態度有什麼的轉變﹖

宗教

· 平日你們的傾計內容會否涉及宗教﹖

· 你們有沒有定期的宗教聚會/活動﹖

· 你覺得宗教信仰對你的行為及價值觀上有什麼影響﹖

訓練計劃的期望

· 你覺得現在的訓練計劃做得好唔好﹖

· 你覺得現在的訓練計劃有什麼需要改善的地方?

· 你覺得現在的訓練計劃可以令到你在行為/價值上有轉變嗎﹖

· 如有，是什麼方面的轉變﹖(如﹕工作態度/家人關係/對自己的看法/責任感/自信心等)

· 你對訓練計劃將來的發展，有什麼的建議﹖

· 你在計劃中學到的知識/技巧，對你日後找工有幫助嗎﹖有什麼的幫助﹖
11.3) Centre-in-charges’ Interview Questions
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機構負責人(Centre-in-charge)訪問內容
訪問大綱﹕
機構負責人的職責
· 你的職責/工作是什麼﹖

· 你期望學徒能從訓練計劃中學到什麼東西﹖(如﹕知識/技巧/人生道理/工作態度等)

· 你對師傅又有什麼的期望﹖

· 訓練一個學徒，大約需要多久才能完成﹖
· 豐盛升職的架構是如何﹖
學徒來源及職責

· 如何收取學徒﹖從什麼途徑收取學徒﹖ (轉介/見工的程序/聘用的條件)

· 學徒的職責/工作範圍是什麼﹖有沒有清楚的文件列出職責及工作範圍﹖

· 對學徒的品格/行為要求，有沒有明確文件列出來﹖

· 訓練學徒的步驟是怎樣的﹖有沒有清楚的訓練程序﹖
· 有否對學徒進行介紹機構/講解職責/職前訓練﹖

· 有否文件上記錄評估學徒的進度﹖ 

· 如何進行跟進學徒進度的工作﹖(有沒有定期評估及進行會議)

· 對學徒的訓練有否清楚的文件記錄﹖
· 有無清晰的訓練學徒大鋼/計劃/課程﹖
· 你覺得豐盛對學徒在工作及學習上的支援是否足夠﹖
聘請師傅的渠道 

· 從什麼途徑聘請師傅 (見工的程序/聘用的條件)

· 師傅的職責/工作是什麼﹖有沒有清楚的文件列出職責及工作範圍﹖

· 對師傅的品格/行為要求，有沒有明確文件列出來﹖
· 師傅間有沒有統一的訓練學徒步驟/流程﹖

· 有否對師傅進行介紹機構/講解職責/職前訓練課程/程序/教導如何與邊青相處技巧)
· 你覺得豐盛對師傅在工作及訓練學徒上的支援是否足夠﹖
賞罰制度
· 有沒有清楚的文件列出學徒進升機會及發展

· 學徒的薪俸是如何決定的﹖
· 平日學徒的進度/工作表現/態度有沒有很清楚的記錄﹖

· 如學徒表現理想，師傅會點賞勵你們﹖有沒有清晰的制度﹖

· 如學徒表現不理想，師傅會點懲罰你們﹖有沒有什麼明確的制度﹖

· 師傅間平日有沒有定時與學徒及師傅開會，討論學習情況及困難﹖及對學徒提出建議﹖

· 學徒/師傅間會否定時一起討論/分享問題及困難﹖ 

· 學徒/師傅如有意見, 有什麼渠道給他們反映意見﹖

· 如有不滿，之後的跟進的工作如何﹖
知識/技巧傳授模式

· 從你的觀察，平日學徒是如何跟師傅學習做頭髮的﹖(如﹕洗髮、頭髮護理、染髮技巧、電髮技巧等)

· 通常的步驟是如何的﹖

· 從你的觀察，你覺得學徒是否明白師傅平日的講解及示範﹖師傅能否清楚地說出做頭髮的重點﹖

· 有沒有足夠機會給學徒實習師傅所教授的技巧﹖

· 你覺得師傅點樣教，才會較容易被學徒吸收﹖

· 師傅有什麼技巧是需要注意的(如﹕態度/言語/行為上)

· 師傅有沒有將重點做成記錄/筆記/影帶給學徒﹖

· 師傅如何判斷學徒已掌握了他/她所教授的知識/技巧﹖(從師傅的判斷及觀察/客人的反應/學徒自信心等)
學徒平日的工作情況
· 可否分享一下你平日觀察學徒工作的情況﹖(如﹕與客人相處/同事間相處/學習進度等)

· 你覺得學徒的學習進度/情況如何﹖ (如﹕洗髮/頭髮護理/染髮技巧/電髮技巧等) 

· 你覺得學徒的學習/工作態度如何﹖ (準時/投入/認真工作等) 
· 學徒與客人的相處如何﹖

師徒關係

· 從你的觀察，師徒關係是如何的﹖

· 學徒願意與師傅分享心事/感受嗎﹖

· 師傅有沒有留意到學徒平日情緒/行為的轉變﹖

· 工作時間以外，師傅會主動接觸學徒嗎﹖

· 師傅了解學徒與家人的關係嗎﹖師傅會主動問及嗎﹖

· 師傅了解學徒平日與什麼朋友交往嗎﹖
· 師傅能成為學徒的榜樣嗎﹖

學徒之成長
· 你覺得學徒在行為及價值上有什麼轉變﹖

· 學徒的自信心及責任感有沒有增加﹖可以分享一下嗎﹖

· 學徒與別人的關係如何﹖(如﹕朋友/同事/客人/家人等)

· 在參加計劃後，你覺得學徒對工作的定義/態度有沒有轉變﹖

· 學徒對自己在情緒方面的管理，你有什麼的看法﹖

· 你覺得宗教信仰對學徒的行為及價值觀上有什麼影響﹖

訓練計劃的期望

· 你覺得現在的訓練計劃做得好唔好﹖好/唔好的地方在那裡﹖

· 你覺得現在的訓練計劃有什麼需要改善的地方?

· 你覺得現在的訓練計劃可以令到學徒在行為/價值上有轉變嗎﹖

· 如有，是什麼方面的轉變﹖(如﹕工作態度/家人關係/對自己的看法/責任感/自信心等)

· 你對訓練計劃將來的發展，有什麼的建議﹖

· 你在計劃中學到的知識/技巧，對學徒日後找工有幫助嗎﹖有什麼的幫助﹖(髮型技巧/待人接物/人際關係/個人品格/行為/價值改變等)
· 學徒在豐盛完成了訓練後，他/她的出路是如何﹖
· 整體而言，你覺得訓練計劃是否達到豐盛幫青少年的目標﹖
From
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