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EXEGUTIVE SUMMARY

Although there has been an increased interest from academics
on the topic of women in executive positions, a good proportion
of the research focuses on justifying the need to have more
women through financial (e.g. bottom line) and non-financial
(e.g. corporate social responsibility reporting) reasonings.
However, the ethical considerations of the question seem to
have been side-lined and could bring a new perspective to the
current vision centred around neoliberal arguments.
Considering the plethora of ethics theories, the focus was
narrowed down to the feminist stakeholder theory as it gives a
female perspective on a business ethics theory designed solely
by men in a business world made for men. Based on this, the

research was set out to explore the following research question:

How can feminist stakeholder theory help women gain access to

executive boards in the lodging industry?

To explore this topic, semi-structure e-interviews were
conducted with eleven women holding executive positions and
general management positions in the Netherlands. The
interviews were carried out based on an interview guide
designed from the main proposition formulated around the
feminist stakeholder theory principles.

Proposition 1: When an organisation is interwoven with its
stakeholders, this will help women gain access to executive
boards.

Proposition 2: When the changing external environment is seen
as an opportunity for creativity, this will help women gain
access to executive boards.

Proposition 3: When the management style of the organisation is
focused on collective action and communication, this will help
women gain access to executive boards.

Proposition 4: When the strategy is formulated with solidarity
in mind, this will help women gain access to executive boards.
Proposition 5: When the hierarchy is decentralised and focused
on empowerment, this will help women gain access to executive
boards.




Upon completion, the interviews were transcribed and analysed
through a thematic approach, making deductive findings appear
regarding the relevance of having open communication,
collaboration with all stakeholders, radical empowerment and
embracing personal changes. Some emergent inductive findings
emerged due to the lack of research on the topic from this
perspective. The main elements in this regard were the lack of
transparency in Dutch lodging companies in their board
compositions, making awareness and accountability challenges.
Furthermore, motherhood appeared as a key defining moment in
women's careers from their company’s side and from a societal
side with judgement of full-time working mothers. This
constituted only one of the barriers which women encountered,
with others focused around the lack of trust in competencies, of
flexibility in work methods and of support and having to adapt
to maladjusted rules. Therefore, this is how in theory the
feminist stakeholder theory can provide an adequate framework
since the four elements could provide an environment of open
communication, psychological safety and flexibility in business
processes and work methods to embrace personal changes
employees go through and help them combine it. Based on this,
a framework was created to represent the interrelations between
the different concepts and how it can benefit a wide array of
stakeholders, especially women.

To translate this into a practical solution and integrate a
design-based research approach, co-creation sessions were
conducted with BR-ND People, the placement company, and its
relevant stakeholders. From the different insights, it was
decided that a playbook would be created to benefit the
community. It was designed in a self-explanatory and easy to
implement way with worksheets and links but also the
background explanation for each chapter. The four chapters
outlined are creating awareness, hiring policies, revising
reporting lines and creating brave spaces. BR-ND People
evaluated the playbook and its added value as a team, and it was
further built upon through a reflection of the whole design-
based research process to identify how it can be further

improved.




GLOUOSSARY

Executive Board:

Top management who “is responsible for attaining the company's
objectives, its strategy and policy and the ensuing results” (de Jong,
Delong, Mertens and Wasley, 2005, p.480)

Lodging Industry:

“provider of accommodations and other amenities for travelers and
other desiring customers.” (Ottenbacher, Harrington and Parsa., 2009,
p.276)

Feminist Stakeholder Theory:

A theory of business ethics where corporations create “value for an
entire network of stakeholders by working to develop effective forms of
cooperation, decentralizing power and authority, and building
consensus among stakeholders through communication to generate
strategic direction” (Wicks et al., 1994, p.493).
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INTRODUCTION
The proportion of women in executive positions has grown over the years, but is still low with
16,9% of women holding board positions worldwide (Deloitte, 2019). In the Netherlands, the
two-tier board system where executive board and non-executive board are two separate entities
is predominantly used (Luckerath-Rovers, 2015). When looking at executive board members
in the Netherlands, only 12,4% of positions are held by women (Statista, 2019). To ensure a
common understanding of executive board, it is defined as top management who is
“responsible for attaining the company's objectives, its strategy and policy and the ensuing

results” (de Jong, DeJong, Mertens and Wasley, 2005, p.480).

As it stands, decisions are being made by a cohesive group prone to groupthink. This term is
defined as “failure of board members to consider alternatives to the dominant view when
making decisions” (Kamalnath, 2017, p.85). As such, the overrepresentation of men on boards
could impede on the board’s role of monitoring (Kamalnath, 2017) and of making decisions
with women in mind. Furthermore, having women hold these high-profile positions would
create strong role models for young women, especially considering the importance of gender-

matching in having impactful role models (Lockwood, 2006).

The imbalance could be understood in a male dominated industry. However, within the Dutch
lodging industry, defined as the “provider of accommodations and other amenities for
travellers and other desiring customers.” (Ottenbacher, Harrington and Parsa, 2009, p.276),
women make up 54,7% of the workforce (Arbeidsmonitor, 2018). In the Netherlands, women
occupy 10,7% of executive board positions in the trade and hospitality industry (Statista, 2020).
From figure 1, where the difference between tourism and hospitality industry is displayed, the
overlap of lodging within the two suggests the same underrepresentation can be expected. As

such, women appear to be confined to precarious jobs within the industry.
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Figure 1: Relationship Between Travel, Tourism and Hospitality Industry (Pizam, 2009, p.183)

Governments and supranational entities recognise the need to tackle this problem. The United
Nations have gender equality on the agenda with sustainable development goal 5: Gender
Equality. As such, they highlight the ethical need to end gender discrimination by identifying
it as a basic human right (UNSDG, 2020). The Dutch government placed a special focus on
getting more women in senior positions (Government of the Netherlands, 2018). Yet, within
the 2021 Target Law implemented by the Dutch government, quotas are only applicable for
supervisory boards of publicly traded companies (Lickerath-Rovers, 2020). For executive
boards, the comply or explain principle applies, meaning companies need to explain if they do
not have 30% of women on boards (Luckerath-Rovers, 2015). Despite this, progress has been
slow in the Netherlands and the numbers are still far from 30% (Emons, 2019). This threshold
has been identified as the critical mass (Dahlerup, 2006; Joecks, Pull and Vetter, 2013; Yarram
and Adapa, 2021), after which women have an impact on board dynamics and decision making
(Joecks et al., 2013). With the global pandemic, the gap to be bridged seems even greater as
more women are downshifting their careers or leaving the workforce (ILO, 2020). With already
a record number of 76% of women employed part-time in the Netherlands (Government of the
Netherlands, 2018), COVID19 and its consequent lay-offs could set the country back in

achieving gender equality.



Another approach is needed since legal obligations were rejected by the Dutch parliament for
executive boards (Lickerath-Rovers, 2020), and the numbers show a need for improvement.
The predominant one is motivating businesses by emphasising financial (bottom line) and non-
financial (e.g. CSR reporting) benefits of having more women on boards (Nguyen, Ntim and
Malagila, 2020). This far, these arguments at the service of neoliberalism (Cullen and Murphy,
2017) have dominated the debate, but some academics are starting to prone an in-depth look
into the ethical question. This is the case of Risse (2019) who asks for a reconsideration of

gender equality as a respect of human rights and equity as final objective.

Therefore, it would be interesting to examine it from business ethics stakeholder theory,
specifically through feminist stakeholder theory. The stakeholder theory is one of the
prominent theories in business ethics but has some shortcomings as it was elaborated solely by
men (Burton and Dunn, 1996). Therefore, a feminist approach overcomes the number of
limitations it poses (Wicks, Gilbert and Freeman, 1994). Through this feminist stakeholder
theory, corporations create “value for an entire network of stakeholders by working to develop
effective forms of cooperation, decentralizing power and authority, and building consensus
among stakeholders through communication to generate strategic direction” (Wicks et al.,
1994, p.493). This view is interesting and relevant for the question of women in executive
positions in the lodging industry as over 50% of the employees are women and nearly two
thirds of travellers are women (Harris, 2018). They give meaning and definition to the
corporation yet are not getting access to executive positions. This leads us to the research

question:

How can feminist stakeholder theory help women gain access to executive boards in the

lodging industry?



Considering the inexistent research through this prism, hopefully this will provide a framework
for practitioners, industry bodies, educational institutes and governments. By expanding
current perspectives on women on executive boards, this research aims to give a first
impression of what an ethical perspective could look like and create a holistic framework.
Another mean of dissemination is having the findings published in a journal to accentuate the credibility.
The stakeholders have been identified as they are involved in the decision-making process of the industry.
This can raise awareness on the problem at hand and create sustainable change. Academics can pick up
on this research and explore it in different cultures or industries and see if the findings still hold. Members
of educational entities will be invited to the presentation of the research to understand the problems the
industry currently faces, and act upon the findings. Finally, professional women would also be interested

in the outcomes of the research to ensure they can tackle the problems they will encounter.



LITERATURE REVIEW

Effects of More Women on Executive Boards

Scholars studying corporate governance have increasingly studied the topic of women on
executive boards (Nguyen et al., 2020; Kirsch, 2018). This is in line with governmental and
supranational bodies’ focus on gender diversity through the multiplication of measures to
increase the number of women in leadership positions (Lickerath-Rovers, 2015; Matsa and
Miller, 2013; Kirsch 2018). One of the main topics studied is the effects of having more women
on executive boards, with focus on financial (e.g. bottom line) and non-financial (e.g. CSR)

results of increased board diversity.

The evidence regarding financial performance is contradicting, as shown in Nguyen et al.’s
(2020) systematic literature review. Some report a negative impact like Jeong and Harrison
(2016) through a meta-analysis of 146 primary studies. Others found a positive impact like
Reguera Alvarado, Fuentes Ruiz and Laffarga Briones (2015), looking at 125 non-financial
firms in the Madrid Stock Exchange. To balance the different echoes, more academics leave it
to circumstances such as Carter, D’Souza, Simkins and Simpson (2010), and Joecks et al.
(2013) who pinpoint 30% of women on the board as the tipping point between negative and
positive impact on financial performance. The latest evidence points towards positive
performances, once the critical threshold of 30% of women has been crossed, despite the

dissonance between academics (Nguyen et al., 2020).

Non-financial results create a consensus among academics regarding the positive relation,
when there is an increase of women on the executive boards. Indeed, none of the articles
reviewed by Nguyen et al. (2020) looking at the relation of the two portrayed a negative
relation. This is in line with the literature on CSR reporting and women present on boards
(Yarram and Adapa, 2021; Ben-Amar, Change and Mcllkeny, 2017; Liao, Lin and Zhang,

2018). Once again, the 30% threshold is found in Yarram and Adapa’s (2021) work, where



CSR reporting improves significantly when women represent 30% or more of the board. Ben-
Amar et al. (2017) support similar findings, adding that there is an increase in voluntary
reporting and transparency. Liao et al. (2018) also found more gender diversity led to better
connections, fair representation of all stakeholders, and better CSR reporting. Both for financial
and non-financial performance, there is an array of quantitative studies. Looking at both
combined, the overall effect of having more women seems positive, yet they remain
underrepresented due to persisting barriers.

Barriers for Women to Get to Executive Positions

The question of barriers still hindering women’s access to executive board position has been
of interest to academics (Risman, 2004; Segovia-Pérez Figueroa-Domecq, Fuentes-Moraleda
and Mufioz-Mazén, 2019; Chizema, Kamuriwo and Shinozawa, 2015). Risman (2004) created
a framework of gender as a social construct, recognising gender as deeply connected to society
and cultural expectations. This conceptual framework regroups barriers at three levels:
individual, interactional, and institutional (Risman, 2004). It was built upon by Segovia-Pérez
et al. (2019) in the context of Spanish hospitality. By interviewing 30 executive women, they
adapted the original framework to fit the specific context of hospitality, and the Spanish culture.
The initial findings were confirmed, but the intersectional level including gender roles and

work-life balance were identified as another barrier.

However, academics recognise the cultural specificity of gender inequality, and need to adapt
frameworks and concepts to fit each context (Segovia-Pérez et al., 2019; Chizema et al., 2015;
Nguyen et al., 2020). Chizema et al. (2015) studied 45 countries and assessed the impact of
economic, political and religion institutions and how they affected women on boards. From
this analysis, it is evident that country specific context is paramount when considering women

in executive positions (Chizema et al., 2015).



The Lodging Industry in this Context

Regarding women on executive boards in the lodging industry research is limited. There is
research regarding boards of directors in the hospitality industry at large (including restaurants,
hotels and airlines) but focusing mainly on the size, the composition in term of inside and
outside directors or on the board involvement (Ozdemir, 2020). Across the Atlantic some
studies have explored the barriers and effects of more women in executive positions in the
specific context of the lodging industry (Song, Yoon and Kang, 2020; Blayney and Highway,
2013). Within their research, Song et al. (2020) support that having more gender diversity leads
to new perspectives, more harmony, better monitoring of top management and overall improve
the strategic decisions being made in the boardroom. Blayney and Highway (2013) explored
both the benefits of having more women in executive corporate positions and identified the

main barriers and recommendations to overcome them.

However, in Europe, the research is still limited. Segovia-Pérez et al.’s (2019) research bridges
a gap in the literature, by looking at women in executive positions in the Spanish hospitality
industry. It would be useful to build on this knowledge and gain more qualitative insights on
the topic. In the Dutch context specifically, a male perspective on the matter has been explored
by Emons (2019), through semi-structured interviews to understand the barriers women face
in gaining access to executive positions. This offers valuable insights from the ones currently
holding positions of power (Emons, 2019), but there is a lack of research in the women’s

perspective on the matter in the Netherlands.



Regarding ethics, as was clearly portrayed from Myung’s (2018) systematic literature review
between 2006 and 2015, the research is once again restricted. This study portrayed that only
62 of the articles had been focusing on ethics, leaving unexplored areas in this domain.
Regarding gender inequality, the focus so far has been on the differences regarding ethical
decision making (Yaman and Gurel, 2006; Calvert, Martin, Beck and Lin, 2008; Chan, Jamilah
and Rusinah, 2012, Becker and Gao, 2010; Mattila and Choi, 2010). Although gender is one
of the most used variables when it comes to ethics, “board gender diversity is still an emerging
area of increased attention” (Chen, Ni and Tong, 2016, p.618). Furthermore, to the best of our
knowledge, no research this far has focused on the ethical reasoning behind having more

women in executive positions. Nguyen et al. (2020) write:

“If women are going to be appointed to corporate boards on a long-term
sustainable basis, then, arguably there ought to be an overarching rationale
or theoretical reason”

(Nguyen et al., 2020, p.2)

Although this line of thought resonates with the corporate world, we would like to challenge
this, and argue that there is an ethical reasoning behind it. This has already been put forward
by Risse (2019), who articulates a need to recentre the debate, frameworks and tools around
morality and ethics. Therefore, to have a holistic view on the matter, the question of ethics

ought to be explored.



Feminist Stakeholder Theory: The Missing Puzzle Piece?

One of the key business ethics theories was coined by Freeman (1984) with the stakeholder
theory. However, it has been re-examined by scholars denouncing that it had solely been
elaborated by men and was not holistic enough. To counter the pitfalls, the feminist theory was
included. First defined by Wicks et al., (1994), it was further built upon by seeing humans as
inherently relational. Therefore, this theory is one of the few business ethics theories embracing
this human characteristic (Burton and Dunn, 1996). This research will focus on the five key
elements brought forward by Wicks et al. (1994) to adapt the stakeholder theory into feminist
stakeholder theory (table 1). Although the main elements of the feminist stakeholder theory

were coined 25 years ago, they have been elaborated by scholars, whilst preserving their

essence.

Principle

Masculinist

Feminist

Relationship between the
company and its stakeholders

Corporations are
autonomous entities

Corporations are a web of
relations among
stakeholders

Changing external
environment: friend or foe?

Corporations should enact
and control their external
environment

Corporations need to thrive
in chaos of environments
changing

Management style of the
company

Competition and conflict
as terms to describe
management of a firm

Communication and
collective action

How to formulate the
company’s Strategy

Objective way of thinking
and generating strategy

Strategy as solidarity

Hierarchy within the
company

Power and authority
should be structured in strict
hierarchies

Radical decentralisation
and empowerment

Table 1: From Masculinist to Feminist Elements of the Stakeholder Theory (Wicks et al., 1994)




Relationship between the organisation and its stakeholders is the first key theme tackled
by Wicks et al. (1994). The distinction lies with the fact that on the one hand corporations are
separate from their stakeholders and free-standing, and on the other as interdependent with all
its stakeholders. This is in line with the feminist corporate governance body of literature
identifying stakeholder relationship as a web of care giving, care receiving and obligations
within relationships (Machold, Ahmed and Farquhar, 2008). Within this same study, the
authors recommend future research be carried out specifically regarding boards of directors in

this light to examine governance through a different lens.

Proposition 1: When an organisation is interwoven with its stakeholders, this will
help women gain access to executive boards.

The perception of the changing environment is one of the key constructs of business
as it is seen in the stakeholder theory. The contrast here lies in seeing the changing environment
as a foe or a friend; as a threat or as an opportunity. Within the highly competitive hotel
industry, being creative is key, and this creativity is only possible when management can cope
with uncertainty (Darvishmotevali, Altinay and Kdseoglu, 2020). As such, the feminist
stakeholder theory can be a strength, instead of trying to control the external environment to
limit chaos in the industry. Ideally, a lodging company would benefit from taking on the
feminist perspective, but the question remains as to whether this is currently being embraced

or not.

Proposition 2: When the changing external environment is seen as an opportunity
for creativity, this will help women gain access to executive boards.




The management style of the organisation varies here between one focused on the use
of business language within the company to manage employees. In the masculinist perspective,
the terminology is focused around competition and conflict, in a very individualistic vision of
the company. Instead, in the feminist perspective, it is much more focused on the

communication and collective action (Wicks et al., 1994).

Proposition 3: When the management style of the organisation is focused on
collective action and communication, this will help women gain access to
executive boards.

The process of formulating the strategy of the organisation was traditionally viewed
as an objective thought process, in line with Porter’s idea that economic tools should be used
to evaluate attractive or unattractive industries (Porter, 2008). Another key theory in this same
line is the resource-based view, making the most out of any internal running of an organisation
(Barney, 1991). However, these theories ignore the fact that humans are emotional and social
beings. As such, cultural analysts from the 1980s have explored the importance of
understanding each other’s cultures to then create cohesive ways of acting. The main theory in
line with this is behavioural strategy, defined as bringing “realistic assumptions about human
cognition, emotions and social behaviour to the strategic management of organisations”

(Powell, Lovallo and Fox, 2011, p.1380).

Proposition 4: When the strategy is formulated with solidarity in mind, this will
help women gain access to executive boards.




The hierarchy within the organisation is the final concept, in line with the evolution
of companies since 1990s. Indeed, an increasing number of companies are opting for
decentralised organisations, with empowerment of employees and less rigid structures. It has
been said that, “the defining characteristic of the organisational structure of hotels is a strong
hierarchy” (Celik and Erkus-Oztirk, 2016, p.438). With the aftermath of the COVID-19
pandemic, decentralised organisations, seen as more humane, may be an advantage in the hotel

industry, traditionally much more vertical (Filimonau, Derqui and Matute, 2020).

Proposition 5: When the hierarchy is decentralised and focused on empowerment,
this will help women gain access to executive boards.




METHODOLOGY

Data Collection
The methodology was designed through the E-Interview research framework (figure 2) as

explained by Salmons (2014).
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Figure 2: The E-Interview Research Framework for Understand E-Interview Research (Salmons, 2014, p.4)

This study aimed to explore how feminist stakeholder theory could affect the number of women
in executive positions in the lodging industry. A qualitative approach was chosen because
Nguyen et al. (2020) highlighted the lack of this type of research (only 27 of the 642 articles).
Furthermore, it will give more insights on underlying reasoning and examples to help create a
better understanding of the situation. The interview was chosen as data collection method. To
ensure that the purpose and design are aligned, the interview guide (Appendix 1) was designed

in line with the propositions and the elements characteristics of the feminist stakeholder theory.

Due to COVID-19, the fluctuating restrictions and the disease’s associated risks, online

interviewing was judged a safer option for both participants and researcher. Then, the research



was carried out across the Netherlands, therefore with the geographical dispersion, data
collection was easier through internet interviewing, especially since the quality of the results

collected are comparable to face-to-face interviews (Bolderston, 2012).

In this context, the researcher took the role of gardener in that the “interviewer uses questions
to plant a seed and then cultivates the growth of ideas and shared perceptions through extended
dialogue with participants” (Salmons, 2011, p.19). This is key to identify possible researcher
biases in terms of limitations and minimise them and consider ethical considerations. It built
rapport with (Archibald et al., 2019) the interviewee through active listening skills (Xiao, Zhou,
Chen, Yang and Chi, 2020). In line with the researcher’s gardener role, the semi-structured
interview approach was chosen as it has both structure and flexibility (Salmons, 2014). To
make them resemble face-to-face interview most, the synchronous method was chosen,
meaning the interview “takes place in real time using venues such as video-conferencing,
instant messaging or internet chat rooms” (Bolderston, 2012, p.73). To do this,
videoconferencing was chosen and the platform itself was Zoom. This software was chosen for
its ease of use and interactivity to build rapport with the participants (Archibald, Ambagstheer,
Casey and Lawless, 2019). For three of the respondents Microsoft Teams was used due to

personal preference, and a fourth was conducted over the phone.

The research was conducted in the Dutch context for different reasons. Firstly, because of the
cultural nature of the Netherlands, as it is a feminine culture with high indulgence, meaning
that there is an accent put on leisure time, enjoying life, and having a work/life balance where
all are included (Hostede, 2020). Yet, the Netherlands is far behind the progressive
Scandinavian countries but also countries with traditionally high levels of masculinity such as
France, Germany or Italy (World Economic Forum, 2020). The population of interest was
women in executive boards of Dutch lodging companies. However, after some preliminary

research, it was found that this population is very limited, with few women occupying these



positions. Therefore, the population was expanded to women holding or who have held

positions in management teams of Dutch hotels.

For this research, non-probability sampling was chosen, and specifically judgement sampling.
This method enables a “choice of subjects who are most advantageously placed or in the best
position to provide the information required” (Sekaran and Bougie, 2016, p.248) due to the
specificity of the research. In this case, it would be the most meaningful way of investigating,
as the ones who can provide insights are women currently sitting on executive boards, who
have been sitting on boards or women in management team member positions. From the

adapted population, a total of 11 women were interviewed.
Data Analysis

The first step to qualitative data analysis was the transcription of the interviews (Bailey, 2008).
To make the reading of the transcriptions easier, they have not been transcribed verbatim.
Although this method would ensure rigor, quality, veracity of the interviews since every word
is written, it can also be chaotic (Halcomb and Davidson, 2006; Poland, 1995). However, to
ensure a consistent transcription and analysis, specific steps were taken (Appendix 2). Once all
transcriptions were completed, a thematic analysis was done through NVivo by first becoming
familiar with the content of the interviews and coding them individually. This created the initial
coding, which was then regrouped into themes on the software, making the elements of the
propositions emerge as main themes, as well as some inductive findings. Figure 3 offers a full
overview of the initial codes and the final theme. A second reading was conducted to ensure
no elements had been overlooked in the interviews and the quotes were then displayed in table

format (Sekaran and Bougie, 2016).
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Addressing Ethical Issues

As the research was collecting personal data, an informed consent form was issued for ethical
data management (Salmons, 2014) (Appendix 3). These gave transparency regarding the
treatment of the information, anonymity and collected the participants preference for role
disclosure. Anonymity was ensured by using codes, previously established, and removing
identifiers which could trace the identity of the participants (Bolderston, 2012). The generalised
elements to keep anonymity were names, places, occupation to ensure the data would still be
relevant for the research. However, complete anonymity can be unachievable, since the people
involved in the research process knew who the participants were, and external readers closely
tied to the field may be able to recognise people through specific references (Saunders,
Kitzinger and Kitzinger, 2015). Considering this, sensitive information was treated with
integrity to respect the interviewees. In line with this, all interviewees were provided with the
transcript of their interview to review. Any element which they wished to omit was removed
from the transcript and all changes mentioned were made before analysis (Hagens, Dobrow
and Chafe, 2009). The transcripts of the anonymous interviews were then all stored via the

Hotelschool the Hague research centre (appendix 4).



FINDINGS
To collate the findings, pertinent quotes were selected but full transcripts can be found in

appendix 5, with a summary table of the codes in appendix 6.

Proposition 1: When an organisation is interwoven with its stakeholders, this will help
women gain access to executive boards.

The relationship between the organisation and its stakeholders in the feminist stakeholder
theory is based on collaboration and a web of interrelated entities. This appears to be the most
used approach among the participant; seven of the eleven participants mentioned this idea of
cooperation, talking about “close” (J) relationships and it being “easier to help each other” (A).
This transcends having business relationship with stakeholders, as is said by two management
team members “we help each other, even in competition” (G) and “we were working together
with a lot of competitors and also with the public services and the province” (C). The
interlinkages and dependences were clear for those respondents, mentioning the desire to create

“win-win situations” (F).

Likewise, two other notions emerged from interviews with executive board members, the first
one was wanting relations to be “based on our values” (K) and that it is important to be
“sharing a vision ”. The second notion is the idea of having “partnership in the long-term” (1)
and focusing on creating “a long-term partnership instead of being on the penny” (I). These

two ideas show the web of relations with an extra depth of long-lasting and common principles.

However, some companies still maintained the idea of companies being autonomous, as is
portrayed by one owner stating she had “no relationship with competitors” (D) and that “/ don 't
work with suppliers”. This shows the detached nature between the owner and the other entities
within the web of relations a company is tied to. In a similar fashion, one management team
member recalls “They would not really reach out to the partners that were alongside so kind

of like an independent individual” (F).



A key element was also looking at the importance given to the internal stakeholders and
fostering a close relationship. Both executive board members and management team members
mentioned “we re very protective of each other” (E), “Because you know that all those people,
they have to pay their mortgage, or they have to pay the rent, and sometimes they have a
family ” (G) or even “to also see people see them as they are, that was very important for me
to remember. (F) However, it seemed that these were elements women brought themselves to

the company, and something they valued in their job.

Having said this, it is also important to note that the pandemic may be a catalyst for change in
this aspect as one participant noted that “we are all in deep trouble, we should be very close to
each other and as open as possible” (A). The troubles the lodging industry is currently facing

are bringing out the necessity to have a genuine web of relations with all stakeholders.

Proposition 2: When the changing external environment is seen as an opportunity for
creativity, this will help women gain access to executive boards.

In the feminist stakeholder theory, the changes in external environments should be embraced
as the only constant to ensure creativity and pleasant relationship with all. Interestingly,
participants shared instances where change was not embraced or acknowledged by the hotel
they were in, leading sometimes to leaving the industry. One management team member
explains this in the context of having children: “we just pretend that there's nothing happening,
but there's everything that is happening, everything is changed” (F) The denial of change is
directly harmful for the employees and pushes them out of the industry. This attitude may have
prevented her from continuing to grow in her career. Likewise, another respondent explained
her first experiences in the industry when wanting to change the badge from “trainee” to
“stagiaire” to avoid misunderstandings from French-speaking guests: “Can you please change
it and have stagiaire /...] And the HR manager that was really very cross at me, and he said,

No, I'm not going to change. But in the afternoon, all the female trainees had to go to the HR



office and all their badges were changed.” (G) In this example, the general manager stepped
in to make things change, but initially the first response was that there would be no change.
The respondent also shared examples where she faced the same challenges when wanting to
become head steward and when wanting to go abroad for her internship based on sex. From
these two examples the lack of adaptation to change could prevent career growth. A couple of
executive board members however shared the idea that change is part of the strategy and of the
way the company operates, stating that “we have to be very flexible to change and adapt to
circumstances if they ask us to” (J) or that “every year we make a risk analysis and we use it to
see if we have to change our way of working” (H). However, most other respondents also
mentioned reacting in a timely way to external changes in the environment, making internal

changes seem to have the biggest impact.

Proposition 3: When the management style of the organisation is focused on collective action
and communication, this will help women gain access to executive boards.

Most of the respondents who were part of executive boards mentioned the ideas of
communication, collaboration and creating trust internally. One of them mentioned this idea
that “I think I trust all my people but they do ask for approval” (B) and another brought forward
that “what is most important is that you have an environment within your company, within your
team, where there is trust and a feeling of safety ” (K). Looking at external stakeholders, one
owner also mentioned the importance of building trust through constant communication “you

have to have trust in your environment” (J) with banks, suppliers and competitors.

Management team members of women who had left the industry depicted different scenes,
where it is more about control and competition so if you could not match the requirements
someone else could do the job. One example of this was explained as “He said, | need you to
commit to me whenever | need you. He said, and that means 24/7. So if | need you at 8pm, you

need to be at 8pm. If I need you at 1am to do stuff, you need to be at 1am.” (F). This example



is not based on collaboration and undermines the trust and human interaction. The interviewee
described this interaction was “shocking”. Others did recognise the need to be more
collaborative and created that “I changed that the other way around to also involve people more
in all the parts of the processes and I think with great success ” (C) making them more involved
in the collective action. It seems that through rigidity of the industry and the control in the
management style women are being pushed out of the industry. On the contrary, when there is

communication, collaboration and trust women have stayed and were able to progress.

Proposition 4: When the strategy is formulated with solidarity in mind, this will help women
gain access to executive boards.

A common finding from all interviews was that strategy remained a theoretical process
regardless of whether employees were included or consulted. This is shown in the goal-
orientation some respondents depicted “we have to look at our competitors, and our financial
situation, where we would like to grow” (H) or in the processes described “we'll make a yearly
sales and marketing plan and that's based on the strategy” (A) or “the mother company says
what their vision and strategy is for the coming years, and then it narrows down” (G). The

process is clearly designed, considering the threats and opportunities in objective ways.

However, the approaches varied slightly. In certain instances, they were described as “top-
down exercise” (G) “it was shareholders together with the board set the high level steering
direction” (K) making the process more objective and rational. Others mentioned the fact that
it was a process left for hotel managers as mentioned by “the strategy is being thought of by
ourselves in the hotel” (A). Others tried to involve the teams within the process in a more
bottom-up process, sharing that “every department ends with their strategy and we put it all
together into one strategy ” (C) or also mentioning “we do it together” (J) and that the aim is
that the “team should contribute to that to really be a part of it” (K). The intentions to have

more involvement of internal stakeholders is evident, but still mainly focusing on objectives



and facts. It is already a more inclusive and human approach, but no interviewee mentioned
that strategy goes beyond the facts and considers a variety of stakeholders and their different
impressions of the situation. One struggle mentioned was that “l realize it's always hard,
because people in the hostels are more operational” (H) and not what the executive was
searching for in their input. Although different inputs are sought, they are expected to still be
within the frame of objective higher-level strategy building. In all these approaches to creating
strategy there were no striking differences. For all, different levels of engagement were used

but with no evident impact on accessibility to boards.

Proposition 5: When the hierarchy is decentralised and focused on empowerment, this will
help women gain access to executive boards.

Most respondents, on the topic of hierarchy, described flat hierarchy with a wish to empower
different levels of the organisation. Indeed, respondents described their company as “they are
quite flat” (D) or saying “we tried to make it flat” (C). However, what is most interesting to

look at is how elements of decentralisation are put into practice given specific examples.

Actually, many women holding positions in executive boards mentioned the idea of delegating
and interdependence as a way of getting to where they were. Indeed, one of them said “And so
| think all the judgments which are there, but then you'll have to work 24 hours and you have
to be available. /...] you can delegate you can empower others” (I). Likewise, another
executive board member shared that in her past company “she was the second female board
members. So for her because we were so complimentary, /.../ But that also gave me an
enormous flexibility in working hours, because she fully accepted it.” (K). We can see in those
two examples elements of empowerment, delegation and interdependence. On the contrary,
certain women who left the industry or are on management team level mentioned managers

saying “vou are part of the executive team, you cannot work less hours, because that would



give a wrong impression of your position” (F). It would then appear that this company did not

apply decentralisation and therefore no interdependence and empowerment principles.

These elements of radical empowerment and decentralisation can be linked to the topic of
motherhood which naturally emerged through inductive analysis in the interviews. One
management team member mentioned that having a child led her to think “I cannot make it
happen. But there was not even the discussion on how” (G) showing the lack of options
discussed to make it work. Women who are holding executive positions also then understood
the need for it and ensured that it was available for other women after them “7 said okay, then
you work one day home” (). They recognised that “a lot of women struggle, if they want to
grow in a consistent career and also have a family” (J). We see a gap between companies
making arrangements through radical empowerment and those who are not. Two of the three
management team members interviewed changed career path because of not being able to
combine being a mother and their position and mentioned the rigidity and lack of

communication with their employer.

This notion of empowerment appears to be linked to the idea of adapting to a changing
environment and changing stakeholders. When there is flexibility and interdependence thanks
to decentralisation and empowerment women flourish. However, when there is no flexibility

and when the company is too rigid there is a loss of female talent.



Transparency

One of the inductive findings which emerged was the lack of transparency within the industry.
Indeed, the process of finding the board composition was ad hoc, there are no databases and

most companies do not disclose it, leaving one to question the reason behind it.
Barriers

Finally, it appears that the barriers women face are multiple. However, some talked about the
advantages of being a woman as “people like to have more diversity” (D). They felt no barriers,
“on the contrary” (E). But the majority did mention that barriers persisted. There were
mentions that “you are not taken seriously” (J) and that they felt they had to “prove yourself
more” (J) or again that you must “stand up for you” (G). This reflects a certain distrust in the
capabilities and skills women have, but could also portray an underlying gender norm that men
feel they are superior to women. Interestingly, one owner also mentioned that she “trust[s]
women more” (E). Others also pointed to the fact that it was a question of being “too shy” (J)

“too modest” (B), “not placing themselves in the spotlight” (C).

Although it was never pointed out as a clear barrier, the fact of having children also emerged
as a turning point for certain women and could be a hurdle in career growth. The barriers are
multiple, and the blames are also different. Indeed, some women argued that it was “women
themselves” (C), whilst others pointed to the organisations needing to make more efforts, the
social constructs of childcare specific to the Dutch culture or also the judgement from others
of being a full-time working mother. This aspect emerged as a very important cultural elements
with “As a mother, you cannot work full-zime” (1), “do you work five times? So then you will
not have time for your children.” (A). The judgement appeared to be strong, and one other
interviewee mentioned “l saw harassment, | felt harassment” (I) so some very dark and

impactful aggressions remain at both societal and company level.



Helpful elements

During the research, some elements emerged as paramount in helping women progress in their
career. Some of them gave varying opinions, such as the question of quotas, brought up
spontaneously, but many women mentioned “But we should be careful, we should be elected
because of our qualities and not because we are a woman.” (D) or “the quotas, that the
governments are putting, I’'ve never been a fan of that, I don’t think that works. I think it should
come naturally ” (K). There was however a recurring idea that it should be about hiring the best
person, and four women specifically mentioned having the “best candidate”, “best person”.

Important factors to progress were organisation of time, especially for working mothers, and
getting support, whether it be personal or professional. For the former, interviewees mentioned
“So if you wanted me to work in the evening, that'd be fine. But then | would want to be off in
the afternoon, so that I would still be able to see them.” (F) or “Combining a family with young
children with a very demanding job, you have to organise it well” (G). Most respondents
brought this up within the interview as a key component to being a working mother. Then
regarding the support, some mentioned family “I had my parents, especially my mother, she
was always supportive. So they did babysitting for a day a week or so” (K) or professional “bit

by bit | went up also, because there was a leader who was keen on me and trusted me. ” (I).



DISCUSSION
From the findings, most of the barriers described by the women interviewed were like the ones

already revealed in the study by Segovia-Pérez et al. (2019). Indeed, most of the respondents
put forward the idea of not being taken seriously, or having to prove yourself and standing up
for yourself. From our analysis of the elements it also reflects a lack of trust regarding skills of
colleagues. This encompasses then other elements retrieved from the interviews such as the
fact that some women interviewed also shared that they trusted women more. Another women
also mentioned that she experienced harassment. This indicates it could be more a failure in

creating a company culture which fosters psychological safety and trust.

Moreover, another factor which emerged as a barrier at the individual level was that women
were perhaps too modest, too shy in comparison to men who are more boisterous or outspoken
in general. In this sense, women need to adapt to a more aggressive leadership style to succeed,
in line with Segovia-Pérez et al. (2019). However, some new barriers emerged, which are
country specific. This type of new barrier was expected since Risman (2004) and Chizema et
al. (2015) pointed out the deep connection between gender as a social construct and cultural
expectations. The recurrent culture-specific barriers were the judgement of full-time working

mothers from the rest of society, but also the lack of support in the governmental aid in general.

Surprisingly, women who had not had children said that they did not feel they faced any form
of barrier and saw being a woman as an advantage in the career progression. In Segovia-Pérez
et al. (2019) research, the respondents were unanimous that there were barriers at different
levels. For women who had had children, the lack of flexibility, of discussing options and not
having role models to looks to also consisted barriers. Looking at the literature on the matter
of work-life balance, it is consistent with Obrenovic, Jianguo, Khudaykulov and Khan’s (2020)

study on the work-family conflict on psychological safety. Indeed, this study reveals that by



limiting work-family conflict, psychological safety can be increased, which then positively

affects employee performance.

When looking at what women mentioned as helpful in their career progress, it appeared that it
was not a question of formal actions or policy actions, but a question of support,
communication and being able to organise your time. There could be more done from
employers to be creative and encourage women to stay, but at the moment it is just the idea
that if you do not fit the ‘ideal worker’ type centred around masculine norms then you are not

fit for executive board (Costa, Breda, Bakas, Durdo, Carvalho and Cacador, 2017).

Finally, an emerging finding which was surprising was the lack of transparency in the Dutch
lodging industry. The numbers and board compositions were very hard to come by, and even
after extensive research there is still uncertainty as to whether or not a complete overview was
created. Without this clarity it is hard to paint an accurate picture of the situation and drive
change. There is a global need for more disclosure on governance matters, and more
transparency, which the Dutch lodging industry should also follow as it ensures accountability

(Markarian, Parbonetti and Previts, 2007).

The way business is being conducted right now in the Dutch lodging industry has been designed
as a rigid work environment solely rewarding constant availability, having a strong attitude and
preserving the status quo designed by a group of men. This has led to talented women being
pushed out from the career path which could have brought them to become an executive
director. Considering these elements, the lack of transparency and the ineffectiveness of the
comply or explain principle (Luckerath-Rovers, 2020), this explains the slow to no progress,
and the deadlock situation we now face in terms of progress for gender equality. From the
barriers identified (lack of trust, no flexibility in work, no desire for change), the lodging

industry has been designed by men without desire to change the rules of how business is run to



be more inclusive. From this problem, it would fit the definition of individual/organisation
relationship according to the socialist feminism/gendered organisation with “Organizations as
‘inequality regimes’ reproducing and exploiting inequalities ” (Grosser and Moon, 2019, p.37).
Considering this, the solution to combat these problems would not be policy changes but the
“focus on changing organizations. Identify how organizational processes are gendered,
produced and reproduced ” (Grosser and Moon, 2019, p.37). The judgement may be harsh, as
part of this also includes the idea of organisations being “inequality regimes” (Acker, 2006,
p.443), but the reality is that looking at the figures and the distribution, the lodging industry
currently maintains a strong gender inequality system. This is where our findings bring a new
perspective to the debate and suggest there needs to be a paradigm change in the way business
is done in the lodging industry. From our research, one such paradigm change could come from
some of the pillars of the feminist stakeholder theory. Indeed, the four elements of collaboration
between stakeholders, management focused on communication, embracing change and radical
empowerment appeared to be highly relevant to overcome the main barriers the interviewees

mentioned.

Our findings on the fact that collaboration with stakeholders contributed to having more women
in executive boards was in line with what was expected. They also build on from Machold et
al. (2008), who argued for a new governance model based on this web of care between firm
relationships. Our research highlights that many women also made sure to care for internal
stakeholders, and that was important to them but not necessarily always there. However, we
can make a link between the collaboration with internal stakeholders and the management style

as many codes overlapped between the two in terms of collaboration and communication.

Regarding the management style within the company, most women described their own style
as being about cooperation and communication, which is in line with the findings from Liao et

al. (2018). Indeed, they reported more communication and transparency when women joined



boards. However, women on executive boards also described their boards as being very open
and willing to have discussions, which was rarely the case for others who did not discuss their
options or there was simply no room for discussion. This is in line with the literature from
Segovia-Pérez et al (2019), describing the management style as very aggressive, but it also
shows that focusing on communication and collaboration opens opportunities for women in
their career progression. It gives them an opportunity to be heard, and together with the
organisation find a working method that fits both parties and enables women to grow instead

of taking the male counterpart, who does not bare children for instance, as the standard.

In line with the literature as well was the idea that embracing change was beneficial and builds
creativity (Darvishmotevali et al., 2020). Mostly the respondents described reacting to changes
in the external environment and not trying to control it. However, internally, women who left
felt that there was a desire to control changes in emotions and needs after having had children.
For executive board members, management was flexible in their work methods and in the
organisation without judgement as they built their careers. To facilitate women’s access to
boards, embracing change also needs to be done internally, and this would also facilitate having
more communication when change is expected. Furthermore, the combination of embracing
change and the management style focused on communication could lead to more voluntary

transparency of the gender balance numbers at management and executive level.

Surprisingly, when it came to the hierarchy, all interviewees described their organisation as
flat, unlike the predictions made. However, the notion of empowerment and decentralisation is
yet to be completely embraced. As expected, executive board members were part of companies
which seemed to have more decentralisation and empowerment. This feeds into the notion of
creating flexibility, but for it to be present, there is a need for trust and open communication

(Jena, Bhattacharyya and Pradhan, 2019).



A surprising finding however was that the strategy formulation was not drastically different
between respondents and they were all focusing on the rational and objective approach to
strategy. There was no real consideration of the behavioural strategy by anyone, as was initially
expected (Powell et al., 2011). However, it must be noted that upon reflection, it may have
been that the question was not asked in the right way to get the most relevant answers for it. It
would have benefited from having follow-up question to understand the content of the strategy
as well, not just the process. Had this been done, the findings may have been different, as the

current ones are more inferring and interpreting the answers given.

To answer the research questions “How can feminist stakeholder theory help women gain
access to executive boards in the lodging industry”, four of the elements identified by the
feminist reading of the stakeholder theory by Wicks et al. (1994) could provide an adequate
framework for a paradigm change in the way business is conducted in the lodging industry.
Indeed, it needs to create trust and support from within and implement more care for its
stakeholders to attract talent and retain them. This is one of the fundamentals in the hospitality
industry for guests, but could also be turned inwards. Furthermore, it seems to be the most
fitting approach to the socialist feminism/gender organisation reading of the issues at hand
(Grosser and Moon, 2019). These could be deciding factors in bridging the gap between women

who were forced to leave the industry and the ones who made it to the top positions.

Considering the devastating effects of COVID19, the lodging industry cannot afford to lose
talent to the fact that organisations perpetuate inequality in the way they are run. The key
principles to implement are transparency, radical empowerment, management based on
communication, embracing internal change and collaboration. In the lodging industry this will

create an environment of interdependence, flexibility, trust and psychological safety (Frazier,



Fainschmidt, Klinger, Pezeshkan and Vracheva, 2017). For there to be a real change, lodging
companies would benefit from a culture and paradigm change especially since all the elements
are strongly interrelated and feed off each other to make the environment work as a whole.
Creating this virtuous cycle would not only benefit women, but any person who wishes to
combine their work and family life yet still progress in their career to gain access to executive

positions.

Theoretical Implications

As a result of this research, a framework is proposed to consider how the feminist stakeholder
theory tackles the main barriers and issues women have experienced and how it could be of
theoretical use for organisations and for the industry at large to create a paradigm change
(figure 4). From Wicks et al (1994)’s initial model, four of the five pillars appeared as most
relevant and were further detailed, and the emergent finding of the lack of transparency was
also added as a key element to making changes in the industry.

Increased collaboration between Embracing personal changes as Radical empowerment for work Management style focused on
internal stakeholders Ry integral element flexibility and organisation of time fostering open communication

Transparency
in the gender
balance

Creativity and flexibility Psychological safety
in working methods and trust in and outside
and business processes the organisation numbers

Reconsideration of our reference points
in the lodging industry and creating a
paradigm change that benefits more

stakeholders, especially women,

Figure 4: The Role of the Feminist Stakeholder Theory in Creating a Paradigm Change



Limitations and Future Research

Despite the precautions and thorough approach to designing the research limitations were
identified. In terms of sampling, no sample frame is available, therefore coverage errors have
been committed, and more suitable candidates may have been missed, which could mean
valuable data is not collected (Sekaran and Bougie, 2016). It was found after data collection,
that some female executives had not been identified, and were left out of the population. This
impact the results, especially considering the small population size, as an additional insight
could change the outcomes. It would be interesting to conduct research on the underlying

reasons behind this lack of disclosure and transparency.

Then, it appeared that some literature may have been overlooked in the domain of the feminist
stakeholder theory and the different feminist visions of organisations (Grosser and Moon,
2019). It could be that these readings would have led to a different approach to the research,
based on the angle of feminism identified. As such, to gain a more holistic idea of the problem
at hand, the use of different methodologies such as case studies or structured observations may
be interesting to research. Furthermore, it appeared in hindsight that there were different
understandings of the term executive position, which may have led to different answers than
expected. This may be due to the language barrier since the interviews were all in English and
the interviewees were Dutch. Upon reconducting a similar research, it would be advised to give
a definition of the term at the beginning of the interview to ensure both interviewer and

interviewee have a common understanding.

Finally, the interpretation of the data is a subjective process, and errors in interpretation may
be made during the data analysis (Flick, 2014). As a woman with my own experiences, the
interpretation of certain experiences or descriptions may have been skewed, and should another

person undertake the analysis, the outcomes may be different.



Only women have been interviewed in this research, but it would be beneficial to conduct the
same with male executives to compare the answers and draw additional conclusions. It could
be that it is not just women who are being pushed out, but also men who do not fit the rigid

hospitality industry.

This research is one of the few combining business ethics theories with gender equality in
executive positions, so more research should be done combining these two elements. Likewise,
the number of journal articles relating ethics and the hospitality industry is limited to 62 articles
between 2006 and 2015 (Myung, 2018), so this domain is yet to be developed. Therefore, we
recommend further research looking at hospitality through an ethical perspective, and
specifically having qualitative research on the matter of gender equality to gain deeper

understanding.

The question of gender equality is context dependent, and factors in several variables such as
culture and norms. This research was conducted in a Dutch specific context, so it would be
enlightening to recreate it in other countries to gain more holistic insights. Furthermore, the
framework has been proposed through exploratory research and it would be worth testing it

through a quantitative approach.



Conclusion

The current study proposes a new outlook on how to help women gain access to executive
boards in the lodging industry. Based on the barriers identified, it appeared that the problem
resides in the running of the organisations, which perpetuates one single view, therefore
maintaining systems of inequality. To counter this, organisations should change their culture
internally to incorporate some of the pillars of the feminist stakeholder theory as defined by
Wicks et al. (1994) such as collaboration between all stakeholders, embracing internal change,
management focused on open communication and embracing radical empowerment. On top of
this, another factor which could be beneficial is disclosure and transparency on the current
numbers and board compositions. This calls for a deeply rooted culture change to ensure it
benefits everyone who currently does not fit the rigid requirements the lodging industry
imposes. The feminist stakeholder theory perspective goes beyond the question of financial or
non-financial gains and justifies the need to have more women by exposing the flaws of the
current system. There is a strong need to reconsider our reference points within the hospitality
industry, and challenge the status quo of forcing all workers, regardless of any difference to

adapt to one archetype or leave.



DESIGNING A PRACTICAL SOLUTION
This far, the focus has been placed on the theoretical implications of the research, however

translating it into a practical solution will make it more actionable for companies to change the
status quo. From the research, the barriers exposed fell within socialist feminism/gender
organisation reading, and that to tackle this problem the most adequate solution was changing
organisations and identifying where the processes are gendered. To put this into action,
organisations need to undergo an organisational transformation to rethink the current

organisational practices, and redesign them.

Considering that every organisation is unique, for an intervention to be effective it needs to be
relevant to that organisation specifically (Cummings and Worley, 2014). However, three
criteria need to be fulfilled for the intervention to be successful: valid information, knowledge
of outcomes and extent to which it enhances the organisation’s capacity for change. As such,
the first step is the measurement of the current proportions of women at all levels: non-
executive board, executive board, senior management team, middle management, and
operations. This will paint a clear picture of the situation and show the inequalities to become
aware. Then based on this, organisations should formulate where they wish to be. In terms of
capacity for change, this will already be tackled since one of the elements of the feminist

stakeholder theory is embracing change (Wicks et al., 1994).

However, from Acker (2006)’s analysis, most organisational equality projects have failed due
to the interest of the few privileged being compromised. Considering that they also hold the
positions of power, the change process is complicated. But with values in society shifting, and
an increased focused on the notions of fairness and equality, the environment is becoming more
welcoming to these ideas. As such, the four elements of the feminist stakeholder theory
elements could be the starting point to change management in terms of equality projects. The

findings showed that these could be key in increasing the number of women in the lodging



industry. The solution should present organisations with the focus points of what will yield the
best sustainable change to create equality. As such, based on the research it should include
creating a decentralised organisation, fostering a management style focused on communication
instead of control, having a web of care with all stakeholders (specifically internal) and

embracing all changes (especially personal ones).

This is an issue which is by no means limited to the lodging industry. Therefore, BR-ND
People, as a consultancy firm would be interested in providing tools to their clients to have
more inclusive boards. BR-ND People is a boutique brand culture consultancy firm based in
Amsterdam. It is part of the B Corp community, dedicated to using business as a force for good,
and the creator of the 23plusone friends community, with 53 practitioners using the 23plusone
method in their profession. Through collaborative processes, they support organisations with
brand and culture development and build happier organisations. The solution was designed for
their company, and a declaration of confidentiality was signed at the beginning to ensure the

gathering of company data was done in an ethical way (appendix 7).

As such, from the findings with industry professionals, and from the scientific literature, some
elements were already translated to possible changes companies could implement. To make it
more specific to BR-ND People, a panel discussion was organised to get additional insights on
the matter from the organisation’s perspective and their stakeholders (appendix 8). The panel
was composed of Kim Cramer (owner BR-ND People), Rumaizon Abdul Malik (representing
23plusone friends) and Veerle Donders (representing B Corp community). From this, it became
apparent some organisations also sought practical tools. Then, a few brainstorms were done
with BR-ND to get insights on their thoughts and expectations. From the different perspectives,
the solution which seemed most adequate was a playbook (appendix 9). Indeed, this fits the
needs perfectly since a playbook “helps business leaders set out a mission statement, with

specific goals and priorities, followed by deliberate tactics (the “plays”) to achieve them.”



(Cété, Eidelman and Fenn, 2020, p.4). Since this is a problem relative to governance, as an
intern it is not possible for me to directly influence it. However, | can raise awareness and
provide the tools to create a change within organisations. The playbook can be used by BR-
ND People, their licensed friends, their clients and the B Corp community. Not only is this
solution feasible regarding time, but it is also in line with the company culture of BR-ND
People, which focuses on knowledge sharing and spreading ideas of system change and
rethinking the models in our society. Considering the current hardships of the company, it is

also a cheap solution with an acceptable risk.

The playbook itself represents the change plan which clients, companies and partners can use
in their daily operations to attract and promote more women to get to the executive board
positions. BR-ND People is used to sharing thought pieces and white papers on their company
website and social media, and use Issuu for this. On the platform, the average read time was
8min45 so | focused on having easy to read content, and even by scanning it would be possible
to gain some understanding and create curiosity. They are also a company focused on being
edgy and fun, while maintaining the solid scientific background. As such, I chose a tone of
voice which matches these requirements and could integrate both elements. During our
brainstorm with Kim, and the first feedback moment with Michael, the main point was making

sure the playbook had a straight-forward actionable aspect to it.

To create it, elements of the 23plusone method were used to make it attractive in presentation
and in implementation process of the advice given. It considered all human drives must be
touched to make a product as attractive as possible, and therefore people will want to make use
of it. Therefore, the groups basic need, self-development, ambition, vitality, and attraction were
all incorporated (figure 5). The basic needs of caring, safety and connected are at the heart of
the playbook and the brave spaces facilitation. Then, for self-development it is tackled in the

understanding of individuality and recognising each other’s differences in the discussion



process to embrace change. The ambition element was in the accountability aspect to ensure
the company has recognition. Then, the vitality was integrated by highlighting that employees’
stress, which can be caused by lack of open conversations, can have very negative effects on
health and therefore performance. As such, one of the outcomes is increased overall health in
the company. Finally, the attraction elements were in the design, ensuring it was aesthetically
pleasing. Moreover, a chapter was written for 23plusone since it is a facilitator of open
communication and psychological safety. Furthermore, the housestyle of BR-ND People was

used, with the logo, the colours and the fonts to ensure a design consistency.

Figure 5: 24 Human Drives of 23Plusone (Cramer and Koene, 2010)



In terms of content, there are four elements: creating awareness, hiring process, rethinking
reporting lines and implementing brave spaces interventions. The first three elements emerged
based on the barriers and struggles mentioned in the interviews and in the panel discussion,
and their solutions were found in best practices (Mercer, 2020; Sodexo, 2021; Women
Empowerment Principles, 2021). Then, the idea of brave spaces emerged from a webinar on
diversity and inclusion for whistleblowing policies, in the search on how to make the culture
shift more tangible (Aaker, 2021). Through this, brave spaces are a steppingstone to
psychological safety, which is a very noble ideal, but out of reach for most companies since
every person has their own background and experiences (Arao and Clemens, 2013). However,
it does foster an open environment for sharing on a more personal level and is key in embracing
change since you cannot adapt and make the necessary changes if you do not know what people
are experiencing. Through the openness of the discussion and the ground rules established at
the beginning of the intervention, empathy should naturally be created as well (Wasserman and
Browne, 2021). This intervention tackles multiples aspects from the research: creating open
communication, embracing personal changes, and focusing on collaboration. It is in
combination with the changes in reporting lines to shift towards more empowered teams as the
two work in symbiosis to make the work environment more flexible and make teams feel closer

to one another.



IMPLEMENTING THE SOLUTION

The playbook was presented to BR-ND People and the implementation process was discussed.
The interventions have been based off the eight-step Kotter model to provide a guide which
can be executed without the presence of the researcher (Kotter, 2012). Then, since it is aimed
at their future clients, the B Corp Community and the 23plusone Friends, the implementation

processes varied per target group.

Future Clients

The playbook will be posted on the BR-ND People website so clients could ask about its usage,
as part of the brand culture and the current services offered. It can be used as a toolkit that
companies can use independently with no guidance, since it should be self-explanatory. This

is intended to benefit the wider community as an open access document.

Since it is part of the brand-led culture, gender inequality may be one of the outcomes following
internal audit of the companies wanting to improve their culture. This tool can then help BR-
ND People with clients in the types of culture changes they might need and how to facilitate it.
That depends on the company culture evaluated, and is not a one-size-fits-all but could be
helpful. It also fits the method of BR-ND People since they involve everyone in the company
in culture changes or strategy formulations. Furthermore, since BR-ND People is not
specialised in the operationalisation of the culture formulation, this playbook adds value to

their proposition.

B Corp Community

For the B Corp Community, it intended as a self-guiding document which can be used
independently. As such, it will simply be posted on the B Hive, their platform for knowledge
sharing, with the basic instructions in the description. The way the playbook has been written

should make it so that there would be no need for further directions so that the wider community



can benefit. Furthermore, the concepts of stakeholder capitalism are already engrained in the
B Corp ideology, so this playbook builds on from this. Considering that the B Corp community
is international, a note will also be made in the description that it is based on research carried
out in the Netherlands and would perhaps not be as relevant for other countries but could give
pointers. The intended outcomes are that this will help organisations take steps towards

becoming more inclusive through culture change but also put forward the 23plusone method.
23plusone Friends

The same idea applies to the 23plusone friends. Given the intercultural aspect, this playbook is
not guaranteed to be as relevant in South Africa or Malaysia, but could also just give some
ideas. Likewise, 23plusone friends can then use it should they wish with their own clients, as
HR and culture professionals or for coaches. Since they already use 23plusone as a method,

this is another way of diversifying its use.



EVALUATION
The primary measurement should be a before/after assessment once the playbook is put into

practice. Its first goal is to improve gender equality in executive positions, and it can only be
considered successful if that goal is reached. The playbook has been designed to be carried out
in a live setting, so until the government regulations in the Netherlands allow workers to go
back to the office, this is not directly implementable, but once it is this assessment would be
most appropriate. It is also easy for BR-ND People to carry out, and takes minimal time and

resources.

For the playbook itself, other means of assessment are necessary. Throughout the process, and
as per design-based research, different evaluation moments were put into place: formative and
summative assessments (Easterday, Lewis and Gerber, 2014). The formative assessments were
carried out twice before the summative assessment and the final product. They were conducted
verbally with my company coach with a review of the first prototype, leading to feedback to
implement and improve the product. From this, the playbook was made more practical with
tick boxes, more colours were integrated, the 23plusone method was further built upon as a
separate chapter and he expressed a need for more tangible ways of creating open
communication and embracing change. In the second, the new prototype was reviewed once
more to check those elements, see how the tick boxes were integrated, and he encouraged a
more reader-friendly way of implementing it, and the actionability of the brave spaces for the
open communication and change was also reviewed. Thanks to this process, it evolved and was
refined as a collaborative process between the researcher and the practitioner (Anderson and

Shattuck, 2012).

Then, the summative assessment was carried out. Considering that “design-based research
views a successful innovation as a joint product of the designed intervention and the context.”

(The Design-Based Research Collective, 2003, p.7), a list of criteria was built based on the



context of BR-ND People and of the desired outcome. For a full overview of the evaluation
criteria, please see appendix 10. Then, | created a survey via the platform Typeform, used by
BR-ND People, with a five-point likert scale to assess each of those criteria. The last question
was formulated as an open-ended question to enable any further remarks I may have
overlooked to be mentioned and ensure constant improvement of the product. From this,
Michael then also completed the client evaluation form (appendix 11) considering the different

reactions to the product and could assess the elements holistically.



PROCESS REFLECTION
Upon reflection regarding the design-based research approach, the ideal solution would have

been to implement the recommended interventions from the playbook and perform a
before/after assessment. However, given the time restrictions and the question of actionability

with budget considerations, the current solution offers a steppingstone to that solution.

Looking back on the elements relevant to dissemination, the framework was indeed created to
build on existing literature relating to the topic of ethics and gender in the context of the
hospitality industry. This was disseminated through a published journal article to be further
built upon. Furthermore, the research was disseminated with students from Hotelschool the
Hague also looking into the same topic, through the means of an online presentation and to
continue the research which has been started. Both the theoretical research and practical result
were presented, followed by a questions round to expand on any relevant topic. Reflecting on
the intention for it to be disseminated to professional women, this has been refined and seems
most applicable to professional women with children. However, the dissemination should not
simply target women, it should target men as well since gender equality is not just a woman’s
issue and for there to be a culture change, all genders need to be allies. Likewise, it should not
only offer girls role models, but it should also set the norm for young boys. To improve on this,
it would be useful to disseminate this to targeted organisations. For an overview of the

disseminations, please see appendix 12.

Looking at the deliverable created for BR-ND People, it adds value to their stakeholder groups
and themselves. The value it provides is first and foremost in terms of improvement of the
community and the business world, but there is also a potential for growing their credibility in
terms of their behavioural proposal. Based on the feedback received, the playbook could have
been further built upon by having a chapter explaining why it is important to have gender

diversity on boards. This will be adjusted and the revised playbook will be reuploaded. Should



any new elements appear in academia or the political realm, the toolkit should also be adapted

accordingly.

In terms of research topic, the relevance of exploring a new outlook on the way businesses is
conducted to bring about systemic change in terms of gender diversity in boards is clear. It
became more important while looking for potential interviewees for the research as problems
of accessibility to the data and to the board compositions were encountered. The limited
population, the mentions of harassment and the judgement highlighted the importance and
showed the real need for this research, especially in the Netherlands, considered to be
progressive. This cycle is only the beginning of the research process, and as per the design
based research principles, merely the beginning of a new cycle to bring us one step closer to

gender equality.
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APPENDICES

Appendix 1. Interview Guide

Research Question: How can feminist stakeholder theory help women gain access to
executive boards in the lodging industry?

Proposition 1: When an organisation is interwoven with its stakeholders, this will help women

gain access to executive boards.

Proposition 2: When the changing external environment is seen as an opportunity for

creativity, this will help women gain access to executive boards.

Proposition 3: When the management style of the organisation is focused on collective action

and communication, this will help women gain access to executive boards.

Proposition 4: When the strategy is formulated with solidarity in mind, this will help women

gain access to executive boards.

Proposition 5: When the hierarchy is decentralised and focused on empowerment, this will

help women gain access to executive boards

Introduction:

e Thank interviewee for making the time to take part in the interview
e Small presentation of myself
e Askifitis possible to record, in line with the consent form issued
e Start the recording
e Restate the consent to record the interview
e Explain the topic at hand
o The current state of research
o Focus on executive boards (within the two-tier board system)
o Feminist stakeholder theory
e Qutline the structure of the interview which should take about 40 minutes
o Barriers
o Experience in the board (if applicable)
(if not, experience in lodging industry)
o Vision on the stakeholder theory within the company
o Personal path



o Future perspectives



Topic

Questions for board members

Questions for non-board

members

Introduction

How long have you worked in the lodging industry?

Could you briefly explain your professional background?

Do you relate to the difficulties women have in climbing the career

ladder?

Barriers to

Executive Positions

Did you encounter any barriers in reaching the position you

currently hold?

Which barriers were they?

How did you overcome them?

Experience (adapt
slightly based on
interviewee’s
position)

What is the board composition?

How long have you been sitting on

this board?

Would you ever consider
taking up a position on an

executive board?

Are you or have you been on other

executive bhoards?

How do you see the evolution

of your career as it stands?

(if yes) Are there any notable

differences between those boards?

How do you perceive your

executive board?

How heard do you feel on the board

you sit on?

What are their strengths and

weaknesses?




Are there differences in
performance/participation in the
contribution of the other board

members?

What do you feel you bring to the
board in terms of skills and

competencies?

Feminist/Masculinist
Perspective on

Stakeholder Theory

Can you describe the relationship between your organisation and its

stakeholder?

How does your organisation respond to a changing external

environment?

Can you outline the management style of your organisation with

regards to decision-making and communication?

Can you outline how your company goes about formulating its

strategy?

Can you outline the hierarchy within the organisation?

Have you seen any evolution in any of these over the years?

Personal Path

(optional to answer)

Did you have to make any choices regarding your personal life to

get to where you are?

Did you receive personal support in your career path from friends,

family or partners?




How do you balance between your personal life and professional

life?

Future Perspective | Why do you think there are so few women currently holding

executive positions in corporate boards?

What changes do you think are needed to increase the number of

women in executive positions?

At which level is change most needed?

Round-off

e Are there any questions | have not asked which I should have asked?

e Would you like to come back to any point we mentioned previously?

e Can | improve anything from this interview?

e Thank you again for your time

e | will send you a transcript of the interview so that you can check if there are any
incoherence or elements you would like to revise



Appendix 2. Steps to Transcription and Analysis

1. Audio recording of the interview

2. Labelling of individual interview transcripts

Interviewee Code

Date

Time

Duration of interview

Platform

3.

Software assisted transcription
Review of transcription for accuracy of data and readability
Sending transcript to participant for review

Making necessary changes based on participant’s review

With the use of NVivo

1.

2.

Upload transcripts to the software
Create nodes based on literature review
Code based on these nodes

Regroup in themes

Analysis for emerging themes




Appendix 3 Informed Consent Form

INFORMATION ABOUT THE RESEARCH

The topic of research is Female Executives in the Dutch Lodging Industry: an Ethical
Perspective. Preliminary secondary research has revealed that most of the research this far
consists of financial (bottom-line) and non-financial (CSR Reporting) as basis of justifying
more women in executive positions. However, through this research, we are trying to find if
there is any ground for ethical reasoning. Considering the lack of research, the methodology
is based on grounded theory, meaning that from the interviews conducted a framework will
be devised which will confirm or infirm the ethical reasoning.

Furthermore, when analysing the lodging industry in the Netherlands, it appeared that the
number of women currently holding executive positions is very limited. The research will be
kept anonymous, but we do ask if you would or would not like your position to be revealed
within the results. We would like you to consider this question as it would be possible to trace
back based on positions who is being interviewed and we want to respect the fact that you
would want to preserve privacy and complete anonymity.

Finally, once the interview has been recorded and transcribed, the transcript will be sent to
you so that you can check the content of the interview and approve it. If there is anything
within the

transcript you do not recognise or would like to revise, you are free to let the researcher
know, and changes will be made in accordance.



INFORMED CONSENT FORM

I, , agree to be interviewed for the research on
female executives in the Dutch lodging industry, which is being produced by Diane
LereculeyPéran from Hotelschool the Hague.

| certify that | have been told of the confidentiality of information collected for this project
and the anonymity of my participation; that | have been given satisfactory answers to my
inquiries concerning project procedures and other matters; that | have been advised that | am
free to withdraw my consent and to discontinue participation in the project or activity at any
time without prejudice; and that I may choose to not answer any questions which I am not
comfortable with sharing information about.

| agree to participate in one electronically recorded interview for this project. | understand
that the results of this study may be published in an academic journal or book. | understand
that some people may have access to my data, and that my details may be kept for further
analysis (if applicable) for a maximum of 15 years after this research project has ended.

| understand that the interview material will be kept anonymous, but that parts of the
interview may be cited within the research. Considering the limited number of participants
and anticipated traceability, the interviewer would kindly ask whether positions may be used
within the citation.

] 1give consent to use my position to cite parts of the interview in the research

] | do not give consent to use my position to cite parts of the interview in the research

Signature of Interviewee Date

If you cannot obtain satisfactory answers to your questions or have comments or complaints
about your treatment in this study, contact Diane Lereculey-Péran at 671559@hotelschool.nl

I, the researcher, confirm that I have fully informed this participant about the above research
project. If any new information arises in the duration of the research project that could
potentially influence the participant’s consent, I will inform the research participant.




Signature of Researcher Date
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Appendix 5. Transcripts

Interview Code Interviewee A

Date 21° December 2020
Time 14:30

Duration of interview 30min

Platform Zoom

Interviewer: So | started the recording now. And so as | was saying in the current stage of
the research, there's a real lack in terms of the ethical perspective on maybe it's the right thing
to do. And I'm looking at specifically from a stakeholder theory angle and framework. And so
for this interview in terms of structure, it will last about half an hour to 40 minutes. And we'll
look at, for example, the barriers that still prevail or still prevailed for you, your own
experience within the nudging industry. Perhaps as well, some more insights on the
stakeholder theory within your own company your personal path, which I would like to
mention is also optional for you to answer. If you wish to not answer the question, did the
more personal questions that's also fine. And then the future perspectives that you might have
on where change can happen. Do you have any questions before we start the interview,
perhaps?

Interviewee A: No, that's perfect.

Interviewer: Well | guess maybe we can start with more of an introduction about yourself,
maybe how long you've been working in the lodging industry?

Interviewee A: Since 1982. So for a long time.
Interviewer: And maybe, could you briefly explain then your professional backgrounds?

Interviewee A: I've been attending the hotel management school in Maastricht in Holland,
and then afterwards | joined as a management trainee, and at the time they had a hotel in
Amsterdam and | stayed there until 1994 and | left as an executive assistant director. So | was
the second in charge. And then I thought, okay, when I can be the second, I can be the first as
well. And at the time | was offered a position as general manager in the Hotel A in
Amsterdam. And | took the job because I thought it was very good for me to have this. And
at the time 1 was a young lady with one child. So I thought it was quite okay for me to be
offered the job. And | was one of the few female general managers.

Interviewer: It's actually quite interesting. And you think, so for you, the management
training program, you did was that a decisive step that you took

Interviewee A: Could be because at the time | was offered to do almost everything in that
hotel I've fulfilled in 12 years, about 12 functions, 12 jobs. So | had an enormous chance to
see everything and do everything. And that hotel taught me a lot.



Interviewer: That's very interesting. And would you say then you can relate to the
difficulties we can often hear and read about in terms of women climbing the career ladder?

Interviewee A: | have some difficulties with that because | have never had difficulties. And |
think you can make the problems larger or smaller yourself. When | first started my first job
as executive assistant director, | was married and had one child. And then my general
manager said, “Oh, do you come back? Then you will have to come back full time.” And
luckily my husband said, “Oh, of course you do that. We will arrange it.” So, by being
flexible yourself, you offer the company flexibility as well, when you're too stiff and too
rigid, of course the other side is going to be stiff and rigid as well.

That's the past. And nowadays we are far more flexible in offering temporary labor jobs to
working mothers or working fathers who want to work for four days instead of five. But at
that time it was not really a possibility, but I've never had problems. | have never had
difficulties along the way, but that's maybe because | was flexible.

Interviewer: That makes sense. Also, because when | was doing my research, | saw that the
proportion of women who work part-time in the Netherlands is very high compared to the
average and other countries, for instance. So I'm guessing having a woman who's ready to
work full-time and really dedicated means in the end that you get the same.

Interviewee A: | must say that you'll have to see this in the perspective of childcare in
Holland. Like for instance, in France, that childcare is something taken care of by the state.
That is not the case in Holland. You will have to arrange that everything yourself. So that's
quite a difference also in Belgium and in the UK, I believe it's something childcare is
organized by the society. And in Holland, it's not, so that's a part of an explanation where
there's a difference.

Interviewer: Well | had a few questions that are about barriers, but from what I hear you
didn't really encounter any barriers in achieving the position you now hold.

Interviewee A: No, but you can ask me the questions. Maybe | know some answers.

Interviewer: Well that was basically more about like barriers in terms of if that were related
to you being a woman, but from what | hear is in the sense it was not the case for you.

Interviewee A: No

Interviewer: Well then since my research focuses more than on also on executive boards, for
instance, | was wondering if you maybe could enlighten me about for the executive board and
if you know the composition, if it's solely males or if it's also got a diversity, or if you see
more diversity in top management of hotels themselves.

Interviewee A: Oh, | see much more diversity, but for instance, now in my present company
| work for, the owner of the real estate. And there, | would say it's not half female, but it's a
40% something like that. But that's my guess. And when | look at my colleague general
managers of Hotel chain A in Holland, | would say it's 50, 50, it's maybe even 60 40.

Interviewer: For women, female. Wow.

Interviewee A: The present new general managers are more often female.



Interviewer: That's very interesting. And do you think that's because of Hotel chain A is not
Dutch but a French company, do you think that plays a role in, in the distribution?

Interviewee A: No, because it’s very multinational now, but we've had a standard some years
ago that it was mandatory for vacancies, higher vacancies, to also have female candidates.
And when a vacancy was not fulfilled or when there was no female candidates brought in,
they should look further until they found a female candidate. So that's not the case anymore,
but that has helped, | think.

And it's too easy to say. No, we can't find a woman. | mean, that's easy, too easy.

Interviewer: And in your own career path, where did you see the evolution of your own
career? You see yourself staying as GM, or would you also be interested in positions within
boards for instance?

Interviewee A: Oh, yes. | would like to.

Interviewer: What would you say are the current strengths and weaknesses are of your
current executive board?

Interviewee A: You mean the board in my hotel or the board of Hotel chain A? Well we had
eight management team members and two of them have left due to the Corona crisis and we
cannot open up the positions anymore because we are in a crisis now those two were male.
Then we have left, | think three. So now we're six and it's half male, half female. So it's equal.

Interviewer: And within the management from your board of directors towards you as GM
how do you see their communication for instance, how would you describe their
communication?

Interviewee A: Easy on a low level. We are not in our ivory tower or in our glass office. We
try to have a heavily on a lower level. We also, | also want short lines within the company,
especially now because we're in a crisis. We should not be far away, not literally but also not
in our ways of thinking, we should be close to one another.

Interviewer: So I’'m interested in what you were saying about the crisis? Because I've been
reading a lot about having maybe like flats or organizations within times of crisis and
everything. Do you think that's changed for you because of COVID-19?

Interviewee A: Yes, but in all crisis it would have changed, not because of COVID-19, but
because of our financial situation at the moment, because then you should be close to one
another and | just cannot afford to have too many staff members it's too costly, and having a
smaller organization, everything should be more liquid. You should be able to do things
faster, and then you should be close.

Interviewer: So it's also a matter of survival in this case. And | think we can move on to
more of the stakeholder theory that has been looking into specifically. So in opposition to
what used to be the traditional shareholder theory, kind of looking at other parties that are
involved within the company. And so | have a few questions in this regard, and | guess the
first one is how would you describe the relationship between your organization and your
stakeholders?



Interviewee A: It should be a close one. And with the stakeholders we could mean in this
case, our owners, the managing company, because our owner is A invest and the managing
company is Hotel chain A. So we should be very close with these two, but also a stakeholder
is the municipality, the neighborhood, the staff, the unions. And especially now because we
are all in deep trouble, we should be very close to each other and as open as possible.

Interviewer: So if | understand correctly, then it's more about not necessarily just managing
each other's expectations to get the best deal, but also about making sure that everyone is
helping each other out in, in their own area of expertise.

Interviewee A: And especially the municipality is lacking a lot of income because we do not
have tourists, so they do not have any tourist tax, so we can be like enemies, opposing each
other, but we have the same problem. So it's easier to help each other at the same for the
neighborhood when they think we are too noisy or whatever, we should never be defensive
because we need each other same for unions or owners, et cetera.

Interviewer: | guess that links back then to duty of care and caring for one another and,
especially within the situations that we now know. And so | guess this is very actual for us
right now in terms of changing external environments, because we've just been in constant
change for the last year, but how does your organization respond to a change in external
environments?

Interviewee A: Yes, it depends a bit who, and to what, because our owners are far away, the
managing company is far away. So in some situations they exit quickly and in others, they're
very slowly, but take, take, for instance. Now the COVID situation, our headquarters of Hotel
chain A is in London and the head office of our investor is Amsterdam, Brussels, or a bit all
over. The managing company had many people who are in furlough. So of course they cannot
react quickly because they are in furlough. They are not even in their offices. They have no
access to their mails because they are not allowed to work. So that's now slowly, but
normally we are very quickly in the modern world with the internet and zoom and Microsoft
teams, et cetera.

Interviewer: And would you say it's more of reacting to, and trying to make the best out of
the external environment? Or is it about trying to manage the risks within your environments
itself?

Interviewee A: I'll also take the COVID crisis now as an example being in furlough means
that only the top management in Paris is doing something and the rest is all in furlough. So
the top management is managing but that's, | think maximum 20, 30 people and the others are
all in furlough, so they are reacting.

Interviewer: Yep. So if we take this out of the, of, let's say COVID-19 context, you
mentioned for example, technology, when there was the huge increase in the use of
technology and the fast fast-paced change of the environment in that sense, would you say
that hotel A used it to differentiate itself or try and react and limit?

Interviewee A: No, the, the first differentiate it, | think it fastened the plans they already
have.

| think it gives them a chance and opportunity to react more quickly.



Interviewer: That makes sense. | have some questions about your communication style, but |
think we've already covered that in a previous question. In terms of strategy what would you
say the process of strategy creation is or could you maybe describe like the process that you
go through in terms of strategy?

Interviewee A: Well, normally the strategy is being thought of by ourselves in the hotel and
we'll make a yearly sales and marketing plan and that's based on the strategy. And that has to
be validated of course, by our owners and our managing company. But then this used to be
more like a possibility, a plan like, okay, this is the market situation. We have done this. We
could improve ourselves by doing that. Now, it's a very different situation. We have to see,
this is what the market has changed into. How can we take our share out of it by changing?
Because my hotel is a meeting and convention hotel, of course, how can you do meetings and
conventions at the moment? So we have to rethink our image and to come up with something
else to be able to survive. So it's a constant process. You have to adapt to reality and rethink
your strategy.

Interviewer: So strategy, as you used to know, it is being transformed and is being changed.
And in the future, it will probably also be something very different ones hopefully.

Interviewee A: Well, it will change again. And we know people who say we will get back to
the old normal, I don't believe so there will not be an old normal, there will be a new normal,
and we have to react quickly to that.

Interviewer: Alright. And the last question | had about this stick theme of stakeholder
theory, it was about hierarchy within the organization, but I think we touched upon it as well.
When you said that becoming a flatter also, because you've had to let a lot of stuff go and
also creating more transparent communication in that regard. So | also have few questions
about your personal paths to getting to where you are today. And so the first one is if you had
to make any choices regarding your personal life to get to where you are, but I think that's
also what you mentioned at the beginning. Your personal support, if | understood correctly
from your partner to also continue with your career.

Interviewee A: Yup.

Interviewer: So nowadays, would, would you say that still prevails, you're still able to have
a good balance between then your like your own personal life and professional life?

Interviewee A Yes. So there, of course in this business, there's always times in which it's
very, very busy when you have many events in your hotel. And then of course that prevails a
bit, but the balance is okay for me.

Interviewer: | guess for the last few minutes that we have, | also wanted to hear if you have
any future perspectives on the, the situation, because from what I hear, you've had your path
that hasn't been written with ambushes, or that you have had struggles that you felt were
linked to you being a woman or anything like that. But obviously there's maybe some women
who encounter more barriers. And | was wondering why you thought there were so few
women in the top positions within the lodging hospitality industry.

Interviewee A: Partly because of the childcare system and you have to arrange your own
childcare. There was no state childcare. So | had a nightmare at home because there was a, it
was difficult to do something else. And after a few years, at the time | had one daughter, she



went to a kindergarten and when the second daughter was born we brought her also to the
kindergarten, so then the problem was over. So that's, that's one thing. And also at that time
the word part-time work was not really existing. So it was either yes or no, there was nothing
in between. And when the part-time was possible, there were many companies who said,
okay, when you work, part-time, you cannot be a management team member or a head of
department. And that has changed happily because now you can be also managing or a
management team member when you're working four days instead of five. So that's a very
good change in that respect. And something else as well, but that’s something very Dutch, I
think. Ladies are gossiping amongst each other. Oh, do you work five times? So then you will
not have time for your children. But this is something | think you only see in Holland, | do
not hear this from English or French or Belgium colleagues in their countries. It's quite
normal. Which other difficulties? No, | don't think | see other difficulties.

Interviewer: Very good. A good overview. And so in these aspects, where do you think
change is most needed to increase that proportion of women?

Interviewee A: Like what they did with Hotel A, impose when there's a vacancy that there
should also be female candidates and when there's no female candidates, you have to look
further because of course they are there. And don't be too old-fashioned in the sense of, you
can only do this job when you have had that studies, there's more ways to go to the
destination. There's also, we've had a time when we were more looking for the person than
for the CV, because the person should fit the job and that might help women as well.

What else? Well, the digital equipment we now have will help women as well, because then
they can do things from their homes in the past. This was not really possible. So this might be
helpful for not only women, but also men working part-time and something, I do not know
whether it helps or not is a quota in Holland, they are discussing for years and years already,
where whether we should have a quote in for female board members yes. Or no, one half of
the country says, yes, we want it because it will help. And the other half says, | don't want it,
especially women because then I'm put into that company not because they want me, but
because they should have me. So I'm not sure whether this is a solution, but people,
especially female managers in the Scandinavian countries, they say in our country, this was a
solution and it has helped.

Interviewer: Maybe in the very short term, it will be hard to have the token women or to be
the token woman, but maybe it will bring about change in mentalities and also in approaches
afterwards and within the recruitment.

Interviewee A: But the thing we now have, which is now a very, very hot topic everywhere
in the world, 1 believe is diversity and inclusivity that will help as well, because it's not only
male, female, but it's also color of the skin, religion, sex, et cetera. So that might help, then it
takes away the pressure of the women. It's everything.

Interviewer: Well, | think that was the last of my questions that | had. But of course, maybe
you have any questions, questions that you think | maybe should have asked, and | have not
asked you in this topic.
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Interviewee B: Well maybe in the beginning you should know that I'm only working for this
position two months and before that | wasn't in the hospitality industry at all.

Interviewer: Well actually then that also kicks off the interview because | guess the first part
is maybe if you could give us a small introduction of yourself and your professional
background, perhaps.

Interviewee B: | started my work after | finished my economic study in Amsterdam and |
started at the a department store. And then | went to airline in-flight service there. | worked a
lot for in-flight service for the crew on board and for the whole product on board, so the F&B
and my target was the experienced or the satisfaction of the passengers and then | moved to
cargo and there | did several jobs and the last one was | was director of the customer service
organization of Europe. So we had for cargo. We had, well it’s getting less and less, but we
have 10 markets, like France, Italy and Germany.

So in every local position there, we had a customer service organization and | steered from
central point of view at the head office. And then I think it was just before Corona | was
asked to have an interview for this position | have now, and | always had the feeling, | have
to do something else. | want to do something where | can make more impact. So the airline of
course it's a very big company. And it was a really nice experience. | worked there 14 years.
But I always felt like, well, the airline is still flying and everybody's doing what they do.
Then a friend of mine came with this new position. It's also a new position, so I'm new in the
business, but also a new position.

And there's just this where I work now, hotel A is a family-owned company and there is the
owner or the family owner. And they have a board with a CEO and the CFO, and now there’s
also COO in it and that's what I'm doing now. So | started having the interviews and the talk
and it was really nice, but then Corona came, so it was put on hold then before Summer, they
said well we want to continue with the interviews and with the assessments. So | said, I'm
happy to do that also because of the situation of the airline company, of course. That
eventually worked out. So now | started half October officially, but in summertime | already
had my confirmation that | could start. So | went visiting all the hotels and the general
managers. So I'm already a bit around, but for me a lot is new also not.

Interviewer: That must be very exciting times for you as well.

Interviewee B: Yes, it is in these times. So changing a job and then it's a really exciting new
job. There's a lot of impact actually, and lots of people in the company. And I didn't do any
hotelschool or whatever. And all the people who work, almost all the people, they did. They
did like you did, they did hotelschool. So I really didn't do that. But maybe that was part of
with, maybe this comes later in your interview was part of the reason they choose me because
they want to have some fresh outside point of view.



Interviewer: So, from what I've understood, then you didn't really apply for that position.
They came.

Interviewee B: Yes. They came because I told a friend one time, | said, this year or coming
two years and my children getting older and | wanted to do something where | can have more
impact and a bit smaller company where the political issues are not as high and where the
hierarchical lines are short. And he remembered that and they discussed this position with the
board, he was their consultant. So he said, well, I know somebody, so there were a few more
candidates like me. So it's more like in a chit chat they came for me.

Interviewer: Well | have a few, I still have a few questions because about when we read in
literature, there's a lot about the barriers that women encounter and face in climbing the
career ladder. And you have obviously also within your career, and now today with your
COO position, climbed that career ladder, did you encounter any of those difficulties we
usually hear about?

Interviewee B: But not now, but because I’'m also in a COO position, and I'm in one, there
are two men and one woman, but in the airline company, yes, I did. | also did some
interviews for that at that time, because in the board of the airline company also diversity is a
sort of issue. And it’s a big problem now for Pieter Elbers and the AirFrance guy, because
there is no, there are some women, but it's always mostly men. And especially when | was in
the cargo business, at one point | was in the board and more as a sort of secretary but | was
the only woman.

Interviewer: All right. And how many other, how many people were sitting on that board?
Interviewee B: Oh, there were like ten.
Interviewer: Oh, wow. So it's not like it was just two.

Interviewee B: No, no, no. Maybe it's also related to the cargo business. It’s a bit of a man's
world, but there are also lots of women there, but I did feel some resistance. Always, if you,
as a woman, you have a bit of a step back if you understand what | mean?

Interviewer: And so in, obviously when you said now you've been recruited, you were kind
of selected for who you were. So | imagine for your current position, those barriers were not
as strong for you to get to this positions.

Interviewee B: But | think it even helped in this position because | know I still don't know
who to ask, but I know there was another candidate as far as | was and he was a guy and he
was also coming from hotel business. | was not. And I think because of the dynamics in the
board with the two guys there, and they're really different, then really looked at the teaming
and insights of the people. And I think it was in my benefit that | was a woman because the
balance was better.

Interviewer: And so within the board that you currently sit on, you feel like you have, you
feel very heard and they value your opinion.

Interviewee B: Yes.



Interviewer: And you mentioned that in the past board then with the cargo business it was
solely men. Do you see any difference in dynamics within the board you currently sit on and
the passport?

Interviewee B: | do see it. It was also the type of men of the cargo business. And | think that
is also in the passenger business, but it is more a man cave, really direct, sometimes it’s not
on the content, but more behaving like who’s in charge. It is different also, I think that men,
what happens there, | guess, is that they clone. So every time there was a vacancy for
somewhere high, then | could feel that the people who could choose to candidates, they really
prefer to candidates who looks like them. So it must've been the same types. Of course we did
sometimes do sort of the insights: roles, color, you know, that, all those things. And then you
also saw that it was almost the same colors every time.

Interviewer: So there was not very much diversity in way of thinking, I guess.

Interviewee B: No, no. And also a bit of resistance to hire somebody from outside the area,
so from, for example, cargo, there were also people wanted to make a step like I'm doing now
from engineering and maintenance to cargo or vice versa. And then they preferred to go safe.
And choose somebody from the area and maybe internally, it's better that you have your own
people first, but on the other hand sometimes I think it's good to take a risk to have some
more dynamics and outside view on things.

Interviewer: Definitely. Then you also coming from a different industry than just the lodging
industry, what do you feel you bring to the board then in terms of maybe skills or
competencies to the current board you sit on?

Interviewee B: Well, it's a bit of both. I think it's my view on things. Maybe | learned it from
the sort of corporate, but also really the skills, like what system we use and internal
communication system, like USPs, like loyalty program. In the airline company we are really
strong in that and where | am now, they don't have that at all. And you know, now maybe
from the hotel business is really, really strange actually. And I find it a shame, I think when
you want to attract customers or, or guests, you will have to do something like that. So that's
where | could come in. And then I can learn or talk about this, how we can do it. My
experience is more also in branding. | did a lot of marketing, so also there hotel A is going
through rough times also we had franchised hotels and there were about 60 hotels, and about
three years ago, they sold it again. So we are now only with 14 hotels back to the old roots.
So we have relaunched our branding and proposition. So there, | know a lot, so that's my
really factual experience.

And I think that I can help a bit in the dynamic in the board. | know the CFO is really like a
controller, finance guy. The CEO is a family guy he's really introvert and a bit quiet, but there
it helps that I ask some questions.

Interviewer: Perfect. Well I think, then | have quite a good idea then about like your current
experience and also your past experience. I'd like to move on to more of the stakeholder
theory, which I'm focusing on for my research. So they're kind of broader questions about the
way hotel A’s hotels are being run. And it's also a nice contrast as well, to see how maybe
other industries operates.



So | guess the first part is about, obviously stakeholders. And if you could maybe describe the
way the relationship is between your organization and its stakeholders.

Interviewee B: But you, you mean the internal stakeholders are also like competition or...

Interviewer: It can be both internal and external.

Interviewee B: Well, internal I think what | said the lines are short. And also | am the
manager of HR, marketing, sales revenue, procurement and quality. So almost everything
actually so it’s quite important, and all the GM's of the hotels also. So there is somebody also
who is director of operations and he’s also in my line, but he takes care of all the operational
stuff with the GM's. But | think it's very, especially now, in my beginning, it's very important
to see my stakeholders frequently because there are of course, you know hotels, but | go there
and with the new beginning, | think I tried to listen and know what they're doing. And
sometimes | try to steer but that is more on the marketing point of view or HR that from my
experience: what | have learned, how can | help? And for me the other stakeholders, like
more external there, I don't know the business at all. So sometimes there are people like also
from the hotel, or hotellotop that is so new for me that I just think okay. I just do my
introduction, try to listen to what they do. And I think it's important to maintain that also, and
| free up time for it.

Interviewer: So it was much more about having an active communication, making sure that
there's a common understanding, listening to one another?

Interviewee B: But internal because I'm also the manager, | try to find a sort of balance
between being a boss and being a sort of partner in crime, like a sparring partner.

Interviewer: Perfect. Then I guess that leads me to the next question, which I think you've
kind of answered already, which is about the hierarchy within the organization. So you've
mentioned a much more flat organization. So without many levels, you communicate directly
with the GM's of the hotels, I'm guessing.

Interviewee B: Yes, | do that. And actually not much more in the hotel with others because
that’s their responsibility. Of course, when I'm there, in the hotels especially in Amsterdam
where | live, | see the people more so I try to remember them and to know their names,
because I think that's really important. It's also what hotel A stands for: personal, open. So |
try to do that. And with the others, like marketing, there is somebody like the director of
marketing and then under there, there are more people, so | don't communicate much directly,
sometimes | do, but I do know them.

Interviewer: And in that same topic then in terms of decision-making, because you
mentioned that sometimes they make their decisions on their own how would you say then
the management style is in terms of decision-making within hotel A, and the management
style.

Interviewee B: They can give input on all kinds of things, but there was always a CFO and
that has been changed. He was also taking care of if you want to show money for I don’t
know... And now I had to approve a booklet for something for the quality manual. And



normally he takes a looks at it at every penny, like okay. Why is it a hundred there and not
eighty?

I'm less in control like that. | mean, I think | trust all my people but they do ask for approval
yes, that’s also within the system. And sometimes I want to know more. Sometimes because
I’m interested, sometimes I really trust that they did the right thing.

Interviewer: Great. And in terms of more of a strategy level, so | guess maybe more of a
board level, how would you describe the process of creating the strategy?

Interviewee B: Well that is really open here. | mean that was really different in the airline
company. So that's also why | wanted to make more impact here. If | have an idea or if |
think you really have to do it like this or that, or last week we were looking at a hotel which
was for sale, and then | don't have a really good feeling, and | can tell what I think, and they
listened to it and they agreed actually. So, it is open and | can support it. And actually the
CEO is now more looking at all the strategy of having more hotels in a future. So he's doing
more that, and he really says, you can do what you want actually, you don’t have to ask me
about it.

This is just an example. We are hiring a new GM in Maastricht. And we offered her a certain
salary, but it was too low. And then he said, you can decide yourself if you want to increase
that. So in the end I did it and there was a bit like, okay, could I have done this? You know,
but he said, it’s your turn. It is really open.

Interviewer: So already within the few months that you've been in the company, you already
have that well established trust. That's great. And I guess the last question about this stuff is
more on, how hotel A perceives a changing external environment. So in that sense, maybe not
necessarily just COVID, but we're obviously plunged into this at the moment, but if it's more
seeing it as having to control the external environment or just making the best out of
whatever happens and just finding the right decisions?

Interviewee B: They are really innovative also so they’re not really controlling. I think that's
really what I like. Also, we are really trying to make best out of it and looking for new things
they can do now. Having nice chefs in the hotels, also the restaurants are also closed here in
the hotels but you know they're really trying to make something out of it and not sitting back
waiting and said, okay, what can we do? But they're really trying to look from new selling
points. It's really, and also a time that we say, okay, well, it could be, we do other things if
you have more time to do so like cleaning, now for example the brand positioning a
proposition that we've launched which we said let's try to have it done before they open
again. And I think, I guess, especially in the beginning that everybody works as hard as they
ever did. But also that was the case for the airline company and especially for cargo because
cargo is really now hot, but the business was really going on there. So people work really
hard.

Interviewer: Well, it's really interesting. And you already touched upon maybe how it was
different in terms of hierarchy and everything. Is there any other big difference that strikes
you in in this essence?



Interviewee B: Well, lots of decisions, so | can say what | could say what | want, but in the
end politics could stop your whole ideas or whatever. And second I guess...I forgot. No, I
forgot. Sorry. No, maybe I’ll come back.

Interviewer: Of course. No problem. Then | guess we can move on to maybe more of your
personal path to get to where you are today. If there's any questions you don't want to answer,
that's also fine. So first of all, I would, it was more about if you had to make any choices
regarding your personal life to get to where you are today. | guess also more like climbing the
career ladder.

Interviewee B: Well | have children. So in the beginning, I didn't want to work full-time so
at the Hema it was even less it was like four days. And | left, I find sort of stupid now, but I,
till now I have a full-time contract, it’s the first time, and I always worked like 36 hours and
four days. But every time | was off on Wednesday, then if there are phone calls or urgent
matters, or | had to go to the office, | did do that. It was like I did a full-time job. So then |
wanted to have my freedom on Wednesday. It was not that | didn't work, but otherwise | felt

guilty.

So | always asked for that contract of less hours but in the end, you did do a job full-time. So
that's always what I find that women are always a bit of a “thief of their own wallet”. What I
mean is if you do the job you can also be flexible. And that it is important that you do the job
and that you achieve your goals as you have been asked. And if you do that, it shouldn't
matter how you do it. That is my point that sometimes in my past positions and where |
started (And it's also a reason why | left), it was sort of, you had to sit like always eight hours
or nine hours. And I don't like people if you leave sometimes at five, saying “Oh, you have
the afternoon off” the stupid joke. That's mostly I think with women, but that's also what I
think that sometimes women are a bit behind from men who are used to working full time but
I think women do it more efficiently sometimes. And even work harder maybe. | don't know
how they do it, but I think that's the sort of pre-judgment people have about us. So children
were a point that | wanted to be also at home, but | also wanted to make a career. And now in
the end when they're older, now | can do my full-time, but I want to have the freedom to be at
home at Wednesday and work. And then my new boss said perfectly fine, as long as you
make your KPIs and then it's fine with me and that was already from the start it was a feeling.
I thought “Okay. I'm flexible. I can do how I want it, as long as [ do it”.

Interviewer: And you don't feel like you're making a sacrifice on one side or another.

Interviewee B: And for the airline company that was kind of different. There was always a
sort of feeling or dynamics going around. It's I don't know, they would say oh you’re working
part-time? And I would say I’'m working 36 hours, is that part time anyway?

Interviewer: Definitely. And throughout your career path, did you receive support from
friends or family or partners to reach that career that you've achieved.

Interviewee B: And in the beginning my husband and | we split the caring of the children so
we changed a bit in sometimes in the times where | was less busy and | wanted to focus more
on home. And then | had sometimes had a position at cargo or in-flight where it was easy for



me. And now | have another position where | need to invest more. And at home they know
that and it’s okay.

Interviewer: Perfect. And so you've already touched upon it, maybe, the barriers that still
exist for women. But in your opinion, why do you think there are so few women currently
holding positions that you're currently in right now and top executives?

Interviewee B: | do think there are quite some but I think really they are too modest. They
are not really like shouting what they can do and that's what I mean. So we are always a bit in
the back. Also when there is a sort of conference or something, | don't see lots of women
always putting up their hands and asking questions, always the guys, we are a bit more sitting
back and trying to look at what's happening and analyzing more. And I think we always, we
are not that opportunistic, like guys. That's also something when | was in the airline company
| was one of like the top hundred women because diversity was a hot topic, they asked these
hundred women to join a sort of training or whatever to increase diversity.

And | didn't do that. And my manager asked why? | said, I think we have to really change in
the essence: how we hire people and how we do that and it's not, that it is our fault that this is
happening. So | find that it is stupid that | had to do a sort of training, but in the meantime,
the culture, it's not like that we have better chance after. Yes we are less opportunistic.

Interviewer: And so in that regard, what changes do you think we need to see in the future to
change that around, | guess one, you already mentioned that is changing company culture?

Interviewee B: And that's really difficult. We had big discussions about it because the airline
company said at one point, okay for every vacancy, we want three candidates and at least one
of the three should be a woman. And then we have a sort of last decision making but that is
every time. And that's also, | think you have to look for the best candidate. It shouldn't be a
woman or a man, that doesn’t matter, it should be the best candidate. But maybe to go to this
new culture, you maybe should start doing these kinds of things because otherwise it never
changes. | don't know if that's the right path to walk, but I guess you should in airline, you
should take some actions to start changing the culture and as soon as it's more integrated, then
it comes by itself.

I guess, for this company, it really should help for example that you have targets. That was
also at one point a guy who has a target, the highest manager of cargo that he hires at least |
don’t know... but when you hear this as a woman, then you really think it's stupid because
then you actually are really discriminating or whatever. So then, then we are sort of special or
sort of weak. And that's also not the case but I could also see, | changed my mind a bit about
it because of the airline, it was so tough, then I could see that some targets should be made to
help this improve.

Interviewer: It's a fine line between, no one wants to be the token woman or wants to be
there because of a quota, but maybe it's also where we need to start.

Interviewee B: Because then you get things like “Oh, you're hired now for this new, very
nice vacancy, oh, wow. It’s because you're a woman” and that’s also not what should be
done.



Interviewer: No, because you also have your skills and your competencies and you're still
just as capable as anyone else. It's a big question. I'm also, even everywhere, I've looked, you
hope to find one answer that would just solve everything, but obviously it's all too complex.
Well, I guess that's most of my interview then I'm wondering if maybe there's anything that I
could have improved for my interview and your questions that you feel maybe I should have
asked or any other,

Interviewee B: Well, I'm just really wondering, you said about lodging industry in Holland
there are very few women on board, right? But also because you have those big
multinationals, but being like NH hotels, | don't know. But there are some more, just more in
always like American or English. Do you see more differences in a UK, America, because |
can, | can imagine that's true. And that in Holland, it is actually quite better maybe?

Interviewer: Well, the thing is when | looked, cause I did look at, for example, Accor and
NH and everything, but since they're also for example, NH is Spanish, they have like a
different, different laws as well in terms of how their board composition should be in U S
boards as well. So in the US system, they have to have, they have a very strong parity where
they have they have to have 50, 50 or certain amounts. Whereas in the Dutch system,
although there were some laws that were being passed about non-executive boards, but also
for bigger companies in terms of smaller hotel chains and in executive boards, especially
there's no real law in place, it's more compliant explain, which is you have to either have like
I think it was 33% of women, or you have to explain it within your yearly reporting why you
don't have that parity or that proportion within your board.

Interviewee B: Okay. Very interesting. What | see now in Hotel A that it is now with me
quite in balance, but | see for the rest like the GM's for example. That is really like 50, 50.

Interviewer: That’s the thing. Cause at first I was thinking of also looking at GM's but then
when | talked with with Dr. Lombarts she also mentioned yes, within GMs, there's a very
strong parity is a, there's a lot of women who gets to GM positions, but then never cross that
line into executive boards. And it's really there that the cutoff is kind of being made at the
moment.

Interviewee B: | think it was in my favor actually that | was never a GM. And then you
always have like a stamp on your head, like you are more operational. And now | came in as
a, more of a corporate and visionaire, strategic who had also experienced business of
hospitality, but not too much in the operation. I think that helped me. I actually it's right.

Interviewer: That could definitely be it. Well thank you so much for your time. I don't know
if there's anything else you'd like to add for that.

Interviewee B: | tried to remember what | want to say about cargo, but maybe | email you
again, | forgot.

Interviewer: That's perfectly fine. And thank you so much again for your time. I'll also be
sending you once I've transcribed the interview itself, I'll send it to you so you can also
double check if there's any in coherences or anything that maybe I've misunderstood and
you'd like to review so that then you can check all of that.



Interviewee B: Okay. Thank you so much. And good luck with your study.

Interviewer: Thank you very much. Happy holidays. Bye-Bye
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Interviewer: All right. So I've just started the recording then. And so before the start, then
maybe | can shortly explain my research so far and also how the interview will look like and
its content. So I'm studying, especially the ethical perspective of women in executive
positions. So from a stakeholder theory point of view so I'll be asking you some questions
about your own experience within the lodging industry. Maybe some barriers you've
encountered throughout your career. Some questions, a bit broader on stakeholder theory and
how it relates to your own experience. There's also some questions about your own personal
path, which I leave up to you, whether you would like to answer or not. And then some future
perspectives on a change that we can see within the industry and where that change needs to
happen. Do you maybe have any questions for me before we started the interview?

Interviewee C: What is your nationality because you told me that you are living in France
and you're studying hotel management in The Hague.

Interviewer: In Amsterdam campus, though.
Interviewee C: Did you interview many other women already?

Interviewer: I've interviewed two women already and in total | have 12 interviews
scheduled, so there'll be a nice panel of insights.

Interviewee C: Okay. Well let’s get started and I'm just going to answer. One thing that’s
maybe for you to know. We sold, our company hotel conference center last year. So at this
moment I'm not working in the hotel industry.

Interviewer: All right. Perfect. Then maybe you can also tell me about your past experience.
Interviewee C: It was good experiences from the past, and it's quite a recent past.

Interviewer: Of course. But that's also absolutely fine. Then maybe, | guess then that's a
good place to start. Maybe you can tell me a bit about your own professional background,
how long you've worked in the lodging industry and so on and so forth.

Interviewee C: Well as a matter of fact, lodging industry was not my base. Well | studied
hotel management, in Maastricht. And after that, | ended up in the event industry. So events
and entertainment. That's basically my background and my husband did own a conference
center and right after the recession when things went a bit slow in lodging industry, and | was
doing another freelance jobs for big companies, he asked me to, to step in our own company
to broaden the client base and a perspective on how where the hotel could go to. So that's
when | stepped in and that was about eight years ago. And when already, | think for three




years or so, but then when it’s your own company that's different. So in the end I stayed and
was doing other freelance things beside that.

Interviewer: And so | guess, well, it's a little different since it was your husband owning the
company, but did you ever face any difficulties as a woman climbing, like making your way
within your career?

Interviewee C: Well, for me it was different because | didn't have to make a career in hotel
industry. We had a company and | stepped in and | joined a management, it was as easy as
that. And so there were no problems in getting a career. The only thing is that in groups for
networking or Utrecht, all the hotels in it, in the area of Utrecht were all joined with all the
hotel managers, owners, directors or CEOs, and, well, then it struck me. There are hardly any
women, but I think, wow, at most one third of them, were women for the whole new city and
area around Utrecht.

Interviewer: And why do you think that is, why do you think there's so few women? Is it
cultural or is it, where do you think that stems?

Interviewee C: I don't know, because | think there are more women now maybe as much as,
or more women studying and studying better when they do hotel management and after that...
I don't know. I think it's also, it's partly the women themselves because they, well, they don't
have to drive to be the CEO of a hotel. That's they want to have a broader perspective on
everything and they change more in jobs also. Because the men | met, they mostly, started as
a trainee and they then grew into the highest position quite fast, last couple of years, because
there was not enough staff to be found. So last couple of years before Covid, | saw men
getting in management of hotels, I thought they were not capable at all. And that's the
difference you see, when you see the difference of men running hotels or women, the women
who do it now, mostly they are capable of doing it. And men, it is well about 50% from my
point of view. So they get a chance easier, even though they don't have to prove their
competence. | think or their capability.

Interviewer: So the tests for women are stronger, people are a lot more critical than for
women before hiring them to be in those positions.

Interviewee C: But | think that's because a lot of men they have a quite dominant way of
doing things. And even when they don't know how to do it, they act like they do it. And that
works because people believe them and I think that men are believed too soon. There are not
many people who go into discussion when a man (a certain type of man but a bit of a
dominant man), and those men, they grow into careers very fast and it doesn't work in the
end, but then a lot of damage has been done.

Interviewer: And so I'm guessing then it would be more about being just as critical towards
men as people are towards women when hiring or promoting within the hotel industry.

Interviewee C: I think it's because women are not placing themselves in the spotlight as
many times as men and they're doing their things and they're doing their things well, well, the
girls who have the capability of having a career, but I think that's one of the things they think.
That when you're good, people see that your good and that, that should be the way to grow



into higher positions. But men they, they're not busy only doing things well, then they're also
busy with manifesting themselves,

Interviewer: Putting themselves out there.

Interviewee C: And I think that's the big difference and when not, especially men, see those
side-effects and focus on them when they have the possibility to give people great
opportunities.

Interviewer: That makes sense. Could you maybe give me a bit, a bit more insight into what
your daily position looks like when you were in the, in the lodging business

Interviewee C: Everything which was marketing communication and HRM.

Interviewer: And so that was at an overseeing level from more of an executive level. And
next to you, it was just your husband?

Interviewee C: We had 70 people of staff. So it was some middle sized hotel conference
centre. The two of us were running it and then we had a management team which was an
F&B manager with a couple of assistants, front office manager, housekeeping manager,
facility and surfaces.

Interviewer All right. And so you said during eight years you were managing that hotel, is
that correct? And before that it was just your husband, if I understand correctly?

Interviewee C: But then it was focusing on less different markets. So | broke that up. And so
in fact, we were doing conferences, we were doing events, business and public events we
were business hotel, and leisure hotel with product market combinations different on both
sides. And we also had 70 rooms, 14 conference rooms a grand café. So we did events also,
we had a restaurant and an outdoor terrain.

Interviewer: And so you brought in like, I guess, a different, you broadened the market, as
you said, what other skills maybe like soft skills and hard skills, did you bring when you
started working in the company?

Interviewee C: | think mostly my knowledge of the leisure markets and events. So that's
what | brought in the company and also when you talk about softer skills, I think the way to
approach employees to learn more from them and connect them with everything you're doing.

Interviewer: Perfect. Well, | guess that leads me very nicely onto the topic of stakeholder
theory. And my first question was actually about communication style within the hotel, how
you communicate. So maybe you can describe that a bit more what you just mentioned.

Interviewee C: Well that's what | started up also, more the internal communication, you have
the external communication and internal communication was sort of top-down and well, 1
changed that the other way around to also inform people more in all the parts of the processes
and | think with great success. So people were more involved with everything and they gave
me better ideas. They were more self-directive.

Interviewer: And so that's both in in decision-making communication. So in terms of
strategy, when you were formulating maybe the strategy for the year or the coming five years



how, how was the process of creating the strategy? Was it just you creating it with your
husband and, or was it also a very...

Interviewee C: Yes, | created the basics and then | asked the members of the MT to make
their part and | helped with, but because they were not used to doing it they found it very
difficult, so I had to help them, but then I also involved younger, more people on the work
floor in creating the part in their area. So it was done by not only the manager, but it's also to
people who have ideas. And so every department ends with their strategy and we put it all
together into one strategy.

Interviewer: So it's very, a very collaborative way of creating the strategy then. And would
you say your hierarchy within hotel was very tall hierarchy or was it more of a flat
organization?

Interviewee C: It was both. | think they were used to a top down and we tried to make it flat
and well that didn't come easy because some people were not used to it and other people
wanted to, and well, we tried to get it more to one point which worked in some departments
better than others.

Interviewer: So also based on if people are attached to their positions or attached to what
used to be the norm.

Interviewee C: There are departments where everybody has been working there for like 15
years and they are with five people and they like it the way it is, and it's very difficult to have
them all change and it also then that you wanted them and when they don't see the benefits,
so we didn’t force people on that ground.

Interviewer: And so we've talked a lot about internal stakeholders, your employees, your
management team. And so from what I'm hearing, it's a very collaborative culture and
relationship that you have. What about with your external stakeholders? Maybe? What was
the relationship with them?

Interviewee C: How do you mean?

Interviewer: Like competition, municipalities and suppliers as well. How would you
describe that relationship?

Interviewee C: As very good on all perspective because we worked a lot, we worked
together and with the competition the different levels in the area, in a broader area, leisure
different from business. And then with clients, everything worked well in a hotel, so we have
high occupancy on all levels. So then it's easy because we had a high satisfaction rate and
also so the clients were ambassadors as well. Ended up making marketing easier, of course.
And with the competition, we were all doing fairly good the last couple of years, so that's
easy also then. So when you're full you send it to another via different alliances of
cooperation in the area of Utrecht, we were working together with a lot of competitors and
also with the public services and the Province to attract people to the area. And then one time
they come to you and the other time they go to your competitor.

Interviewer: And so would you say that that changed when you started working in the
company? Was that already established before?



Interviewee C: Part of it was established part of it was what I did, because I always believe
in cooperation and working together on all levels with your competitors, well, all the
potential partners in the area you can make each other stronger because one is doing this and
the other that, and then you have nature in our case. So you create things and then it makes
everybody stronger.

Interviewer: Definitely. And so my last question regarding this this stakeholder theory is a
bit broader, but more about the changing environment changing external environment. So |
guess right now, the biggest change that we've seen is COVID, but when you were an owner,
maybe it was more about the change in technology or those kinds of external factors. How
would you say you responded to those changes in the external environments?

Interviewee C: Mostly it was environmental and everything that has to do with us being
sustainable because that's, well, I think you are obliged to, but it's also one of the things
people are looking more and more to when they search for accommodation or events room.
Well, we were located in the national park so I found it my duty and also governments, they
think you have to rise to a level that is quite high level to get your government's clients. So
it's critical from both sides. And | think we worked a lot on that and then when you work on
it, it's also important people know that you are being very sustainable. And so that was one of
the biggest challenges. And the other one last couple of years, | don't think sustainability was
a challenge, but that is what we liked doing and seeing how far we could come and going
quite far. And it's was very fulfilling. And the other side is personnel. That was the biggest
financial pool the last couple of years, hard to imagine that COVID that. But when we
stopped a company last year, well, I was most glad because | didn't have to look for good
personnel because that was a very big challenge.

Interviewer: |, before COVID in every report that we wrote, so one of the biggest threats
was indeed a talent management.

Interviewee C: And it was not only management. It's all levels. Also when you have the
people work as a side job because they go to school and in a hotel you have very low
educated people who do such work. So at a certain point I don't think there should have been
unemployment anymore in the Netherlands, because there were jobs everywhere that also
meant that people were forced to work who didn't want to work. And that became quite a
problem because people didn't show up or they came late, and you didn't even have a
possibility to correct them because if you did, they went to the neighbor and they acted the
same way, and then they left. And of course you tried to make something with those people
as well, which was a challenge, but it's, also very fulfilling when it works. And | think it
works in half of the cases but that made it, especially in the end, quite heavy because you
want to do everything perfect. And most of your staff want, they want it also, and it doesn't
work always because it's when you don't have to right personnel or employees.

Interviewer: That makes sense. And, well, that's a very nice overview of the elements that |
was looking at for the stakeholder theory. | guess the next part is more about your own
personal path. And as | mentioned since these are personal questions, if there's any question
you don't want to answer, then that's completely fine as well. So | guess the first one is about
whether you had to make any choices regarding your personal life and within your career and
to make your career, but I guess it's quite different for you since it wasn't about climbing up
the ladder?



Interviewee C: For me, it was a sidestep. So my career lies in event management, | used to
organize all events, all public events and was responsible for that job at Utrecht, the big
venue in the centre of the Netherlands and then | started my own company doing big festivals
and events and then there is the company I still own for interim management jobs for
companies who are mainly in entertainment and event industry. A lot marketing
communication. And that's also the way | stepped into our own company to do it as an
interim job to make communication and marketing better.

Interviewer: And do you feel like just in general, within the industry, within the lodging
industry, how compatible regarding working hours and holidays and everything, how
compatible is it between personal life and professional life?

Interviewee C: Well, you work a lot, especially when you have your own company, it's like
always there, but then on the other hand you’re used to it. So I never saw it as a problem or
something interfering, I was and he was used to it ever since he was a kid, because before we
were both managing companies, we are managing in bigger other organizations but that made
us also our own boss of our own time. In a way you are not. And in a way you are, SO you
have to set your priorities and, well, I think we succeeded in the end.

Interviewer: Perfect. and | think we already touched upon it at the beginning of the interview
in terms of why there are so few women in executive positions. And so I'm intrigued as well
as to see, to hear your perspective on, because you already mentioned when you were looking
around in your class, most of the people that were holding the higher positions were men.
Why, where do you think change is most needed? In the future, let's say to have more of a
balance in that, in that area. And is it needed?

Interviewee C: No, I think it's needed. But | think that the people who are the highest up they
should look more to capability, I think that well people on the top should look more to talent
and capability than only to the people who have the biggest mouth.

Interviewer: That's already a good step.

Interviewee C: | think that would help because then more talented women would have a
chance to rise in better jobs also.

Interviewer: Right. So then the change should be more at the recruitment level and the
promotion level.

Interviewee C: Yes.

Interviewer: Perfect, well I think that rounds off all the questions that | had, maybe you have
something that you'd like to add, or maybe a question that | haven't asked that you think
maybe | should ask during the interview.

Interviewee C: No, it's great. But what you're doing this for, for your study for hotel
management or also for the industry, is that

Interviewer: So it's, it's part of my so bachelor thesis and in essence afterwards | hope to
have interventions in order and make a framework based on this and for my defense, so when
I'll be presenting this, we have also a part that's about dissemination and involving the
industry and academics of that area in the findings or the research let's say Hopefully it
contributes in some way. We'll see.



Interviewee C: Well that's good because | think more women are needed because when they
are, when they're running a company that mostly you they're using more tools and looking
more to the more human part of the employees.

Interviewer: Exactly. That's also. One of the parts that I'm looking at is kind of the skillsets
and that would benefit from having more women. And also, | guess also from my
perspective, like as an international, | also always saw the Netherlands as very progressive
and a very like forward country. But then when | looked into the amount of women that were
holding such positions, | was quite baffled at the fact that there was very, very few women
who were, who achieved those top positions. So | think it's also very interesting from that
perspective.

Interviewee C: | think so too, because Netherlands as well is not very forward in that area,
not at all, it’s not only in lodging it’s in the whole management of all industries.

Interviewer: So I'll see. I still have a few interviews to go. So afterwards hopefully I'll find
some, some nice perspective and like holistic framework from it. So we'll see. Well, thank
you so much. I'll send you the once I've transcribed the interview, I'll send it to you as well.
So you can review it, see if maybe there's anything that I've misunderstood or misinterpreted.
And then, you can also check everything that's if she wants to review anything else, grant,
grant, thank you so much. Thank you. And happy holidays. Bye-Bye bye.
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Interviewer: All right, so I've just started recording. Like I said, then this is more of a
perspective from a stakeholder theory and looking at it as well from also feminist stakeholder
theory point of view. So I'll add a little bit more the interview itself, which should last about
half an hour to 40 minutes. And we'll look into your own experience within the lodging
industry, that may be the barriers that still prevail. As a more general questions as well, about
the stakeholder theory, and your own personal path, which is also optional to answer since it's
more of a personal stance, and also the future perspectives that you might have, where change
can happen within the industry. And before we start, maybe you have some more questions
for me about the research or about the interview?

Interviewee D: No, just Where do you come from?
Interviewer: I'm from France
Interviewee D: From France. Why did you choose hotelschool?

Interviewer: Mainly because of the ranking there? Because when we look at it from abroad,
usually the ones that we find are the Swiss schools, but obviously, it's not the same price tag
attached to education. And Hotelschool the Hague was still really well ranked. But obviously,
with a with a very much more affordable tuition.

Interviewee D: Okay. Did you do not have a really French accent?

Interviewer: No, because | have more of an international background. So it helps! And so
maybe before we start with more technical questions, maybe you can introduce yourself as
well. Maybe your background, your professional background in the industry.

Interviewee D: Okay. I will still something about my career, my study. | studied
management school in Groningen. So no education in hospitality. And | was in the detergent
business as Product Manager. Then | went to the travel industry and to the business of my
father. And | was on the other side of hotel industry, because we contracted hotels as operator
to sell them to our clients. So after we sold to a group, we kept our hotel in Gran Canaria, we
kept a piece of land in the south of Spain. And later on, we built a five star property on it.
And we bought two hotels in the Netherlands. So the last one in 2016, or 15? 16, | think, it’s
not important. Okay, so I'm not a real hotel manager. So I'm more the owner. | never acted as
hotel manager myself.

Interviewer: And so in terms of day to day, maybe you can describe it in your day to day job
as well as owner.

Interviewee D: My day-to-day job is what I’'m doing of course is together with the hotel
directors, we are making the strategies. And | am looking at the investments and approving
the investments or not approving the investments. And | also like to be completely involved
in the decoration of the hotel. Because for me, it's important, hotel managers they pass by and




they change, you know, in the end. We want to have hotels that we like ourselves with
character, quality and eye for detail. So | am involved in Strategy, investments, controlling,
of course and decoration.

Interviewer: Perfect. And you relate to maybe the difficulties that are often described for
women to climb the career ladder.

Interviewee D: | don't see them too much. But because | think during these times, you have
even an advantage as a woman to climb the career ladder. What is a little bit more difficult
maybe for women than for men that when they catch children, they're maybe a little bit more
involved with their own children than men are? So | see when | look at the children of my
husband, they managed very well. And it's changing. And also, the men involved, and some
of them working one day less, or at least are involved with the children as they are. So the
combination of a full job, and children is not always easy. But possible.

Interviewer: And so you within your own career, let's say, you didn't feel like you
encountered any particular barriers, within your profession.

Interviewee D: Not at all. | also have a lot of experience in supervisory boards. And in that
sense, you do have an advantage as a woman because people like to have more diversity. But
we should be careful, we should be elected because of our qualities and not because we are a
woman. But that's different. | didn't see them. | was always in a surrounding with less women
than men. But that was no problem at all.

Interviewer: So you are used to that kind of environment as well. And so currently, you said,
you were the owner, if | understand correctly, are you the sole owner? Or are there other
people.

Interviewee D: To be to be precise, my father, who has dementia is still the owner. But I'm
doing the business. So | am representing him.

Interviewer: Perfect. And so beneath the ownership level, I'm guessing you have also an
executive board? Or are you taking care of all the strategy yourself?

Interviewee D: All have our hotels have a director or a couple that are managing the hotels.
And in Spain, we work together with the hotel group A organization. One with a management
contract. And the other one was franchise contracts.

Interviewer: And, and so you mentioned that you were also within a supervisory boards.
And within those, you said that they look for a good representation of women within those
boards.

Interviewee D: It's not in a hotel business, it's more in the care and cure, but there they like
to have a more divers team which means also more women in the boards. So if you're a
woman, you're right, you have an advantage.

Interviewer: And you feel that, also, you bring something else to the table as a woman
sitting on boards, or how do you perceive that?

Interviewee D: How do | perceive that? I'm not sure about that? Because there are men with
women characteristics and women with men. So maybe we have a little bit more sense for the
human being, for the relations.



Interviewer: And also within the hotels, do you also feel like when you're making the
decisions and everything, do you also perceive that within your own hotels?

Interviewee D: What do | perceive?
Interviewer: That you perhaps have more of the human aspects within them.

Interviewee D: No, no, | don't feel that in my own hotels. In the Dutch hotels, we have two
people, couple, so men and women in both hotels, and | think even in those hotels, the men
are as well regarding relationships as the two women.

Interviewer: All right, that's interesting. And within your own communication style then
with the management team, how would you describe your management style in the
communication and in the, let's say, decision making with these hotel managers?

Interviewee D: Normally, | get their proposals, to get their ideas and to value their ideas.
And maybe the decision-making what we're doing is more or less together. I'm not pushing
my decisions to them. Normally we decide upon consensus. It is more or less like the Dutch
Polder-model

Interviewer: So more of like a collaboration between you and them

Interviewee D: For sure, of course, because they have to do the day to day business. And if
they are not convinced, and they don't feel that it's the right decision, it will not work.

Interviewer: Of course. And so that's for also daily operations. And I'm guessing when it
comes to strategy, is that also the same for strategy?

Interviewee D: Yes, for sure for strategy. For the day to day business I'm not involved. So
it's their job. Sometimes you see, | have some small tips, and they don't like that always. If |
see there is something wrong, but normally I don't, I'm not involved in day to day basis,
what's important for me is that | enjoy some relationship with the employees. Because as |
said before, as | expect them just to be there a couple of years, and after that, they should
know that at least for whom they're working.

Interviewer: And in that same regard, then would you say that the hierarchy within your
hotels, are they flatter organizations? Or are they tall organizations?

Interviewee D: I think they are quite flat. What | noticed in hotel, which there is normally it's
quite tall, quite hierarchical. But | think our hotels are not that hierarchical.

Interviewer: So you also have contacts, as you said, with workers who are more on the floor,
and not just...

Interviewee D: Yes, but that contact is not work related, it's more just building the
relationship.

Interviewer: That makes sense. And so that's within also the more the employees and the
internal stakeholders. And as you said, you also have hotels outside of the Netherlands. But
how would you? How would you say your relationship is with the external stakeholders? So
let's say suppliers, competition, even governments?



Interviewee D: | almost don't have them. No, I don't work with suppliers except sometimes
for decoration. The only supplier I think, if you can call it supplier is a hotel group A
organization, who's doing the management in the south of Spain and with whom we have a
franchise contract in Gran Canaria. That's the main stakeholder I think we have, we are not
financed by banks. Almost nothing. So there's no relationship with suppliers, that's what I
said. For competitors, no, | do not have direct relationship with competitors. Of course, | see
them in the Netherlands when they are around but that's it. Who else did you say?

Interviewer: Maybe like governments, municipalities?
Interviewee D: No, no, almost none.

Interviewer: And so the main external stakeholder then is hotel group A, and how would you
describe your relationship with hotel group A as franchise?

Interviewee D: It's a real good relationship. It's built on friendship from my father to the
CEO or the president of hotel group A organization who is also 82 or 84, my father's 92. So
it's a friendly and good relationship. Sharp when necessary. We have not always the same
goals, but most of the times we do have. So it is sharp and friendly.

Interviewer: Yep. So it was built as a friendship more than as a as just a partnership. It was
build as a partnership, but at the end both CEO’s had a lot of respect for each other and
became business friends.

Interviewee D: It was built a friendship, but now my father is not still in the business and
from the other side, it's getting more business partners like friends. Changing overtime. But
still the respect and the good relationship is there.

Interviewer: All right yes understandable. and over time is there any aspects when, for
example, you took over or became more of the owner? Did you see any real changes between
your dad's way of taking care of the business and your own? Leadership style, let's say?

Interviewee D: I think, what in a relationship with hotel group A here you mean?
Interviewer: Hotel group A or maybe in the way you also decide to run your own operations.

Interviewee D: There is a difference. But it's also different in time. Because when my father
worked, he expected from the workers to work 50 60 80 hours a week. | think that you cannot
ask that anymore. But everyone adored him. So he was a really very charismatic person. And
everyone did it very good. | am a little bit more business-like. He also was as well, but then,
maybe in a different way. He also thought the relation was also very important. So that's what
we do have the same. And he built up his own company. So that's, that's also different.

Interviewer: Yes of course. So that was more regarding, then your own experience and your
relationship with stakeholders. And within that same topic, there's also the question of
changing external environment, | guess. Now, the biggest change obviously, is with COVID-
19. But maybe in the past it was technology, sustainability, those topics? And how would you
say you respond to those changes in the external environments?

Interviewee D: Yes, of course, we do respond, we have to respond and we want to respond.
So in the Netherlands, with Green Key goals if you're talking about environmental issues,
also in hotels in Spain, we have the certificates for environment. Technology, we are not the



first I think we do follow. Because, you know, in the Netherlands, we are too small. And
sometimes hotel group A is too big for us. But of course, we are aware about it, and we
follow them. And we try to be as less as independent from the OTAs as possible.

Interviewer: Alright. And in that in that regard, with OTAsS, why those strategic choice from
your side?

Interviewee D: It’s a strategic choice, of course, because I'm not so against them as other
hoteliers are because in fact, the OTAs is the same as | was, in the past as a tour operator.
You'll get a commission from the from the work you do to sell. So that's not too bad. Because
of them, people know you and they buy you. And once you have the client in your house,
okay, you try to keep them, let them booking next time directly. So I think it's great and you
just pay if they book you don't pay in advance for advertising or whatever, so and you do not
know what's coming. So it's not too bad to pay commission for it. On the other hand, you
should not be too dependent. So what hotel group A is doing they have a very, very strong
website, and they do a lot of bookings for their own website also. So, of course, it's really
important. So what | try in Spain is a good mix between direct bookings, and tour operator
bookings.

Interviewer: So not being like you said too dependent on one or the other, just having a good
balance.

Interviewee D: And in Spain, not too dependent on one country and try to divide between
different countries. And in the Netherlands, we're on the eastern part of Holland. So 90% are
Dutch clients. So this year, we were lucky with that. In the south of Spain, we have 80%
Spanish clients. So this year, we were lucky with that. So and in Gran Canaria, we are doing
our renovation.

Interviewer: Also, strategic choice right now to be making the most of the situation

Interviewee D: Exactly. Otherwise, we would have done it in three years time. Now we
pushed it before. So it was a clever, clever decision, but it was a tough time because
preparation was as fast as possible with a lot of uncertainty. Faster than normal

Interviewer: And the decisions have to be made a lot faster, you don't have that decision
time.

Interviewee D: And from a distance, of course, you know, it was not possible. I did not want
to travel in the first half year for covid. So most of it was Zoom or Microsoft Teams or
whatever.

Interviewer: Especially like you said, you like having that overview, have it at your image as
well, and what you'd like to have within the hotels, as the owner.

Interviewee D: But the renovation we're doing now in Gran Canaria is almost pure technical
renovation.

Interviewer: Well, that gives me a nice overview then of your own experience. As | said, |
also have some more personal questions. So if there's any of them that you wish to not
answer, that's also completely fine. And the first one is more about if you have to make any,
any choices regarding your personal life, within your career progression? Maybe it's like
different as a family owned business. But what your personal experience was with it? Have



you had to make any choices regarding your personal life? To get to have your career
progression that you had?

Interviewee D: No, I did not have.

Interviewer: And you got support, then from your family friends, to be the responbsible for
the family business and to pursue your career?

Interviewee D: What's the question, exactly?
Interviewer: If you got the personal support within your family to...

Interviewee D: It was quite logical. Before | was in the board of our company. My sisters
were also working in the company but not in the board, and they didn't want to. And now we
have the hotel business. And it was quite natural that | was the one who took over the
business.. Now, they really value me now for what I'm doing and they have confidence in me.

Interviewer: And like you said that in terms of hospitality, hotels, it's obviously a very time
consuming business with long hours. And how compatible do you feel that is with personal
life? And if that ever was a question for you? Or if it just happened naturally?

Interviewee D: As | said before, I'm not in an operational part of the business. So | make a
lot of hours, I think, but | also have some supervisory boards, as well. What helps is | don't
have children. So that helps, that probably helps to work more. So it's different, if you have
children, maybe you have to make all the choices?

Interviewer: Of course. And so I think that leads us very nicely on to like, few, like the
perspective on the current and future states of women holding executive positions. And when
you look around you, you feel like, in top positions, there are not enough women, or how do
you perceive the current situation in that regard?

Interviewee D: My opinion, is that what is enough? What is enough? | don't know, | always
think that the best person should be in an executive position, whether it's a woman or a man,
it doesn't matter. It should be the best of course, I believe in a diversified team. But it's more
all the characteristics not only between men and women. | think as long as the women in the
Netherlands don't work four or five days a week, we will never get to the level that a
government is wanting. So we have a very luxurious position in the Netherlands, where most
of the women don't work four days or more. But that also means that you cannot have the
positions. Or maybe they don't even want what the government wants you to have.

Interviewer: That's very interesting, because it was indeed one of the | think that that | found
that shocked me most is the amount of women who work part time in the Netherlands is over
70%. And what we saw was a very progressive country with a lot of advancements in society.
And then when | saw that, and also the relationship with the amount of women in top
positions, it was quite impressive numbers that you saw. And so where do you think the
changes are most needed? And I guess one of them is more full time would help. Is there any
other changes that you think are necessary to have more women or to maybe not have more
women but give them more opportunities?

Interviewee D: | think the change is in the women themselves. | think that it is very
important that women are independent from men. If you look at the number of divorces there
are, and still there are women need to care for themselves. We are in an economic back



position, so it’s good I think that they feel they have to do their own business and earn their
own money. But you can also say, if people don’t want it, let it be, that’s their own choice, so
don’t press them. You can support and help them with a good care for their children, but
don’t press them to do what they don’t want. But I think it’s important to support them and
tell them that they should be independent. And if they do that and they are going to work 4
days or more, more women will come to executive positions. But it will take time because
first you need the women who are working more than 4 days a week. And maybe four days is
already not enough, but what |1 am always saying is that it would be best if the work week of
four days would be more common. For women and men. If four day work week is common
then it becomes normal that you are working one day less, so that would be the best I think to
get more women in executive positions

Interviewer: Since you also have some hotels in Spain, do you see any difference between
the two countries in terms of culture in that regard or is it similar?

Interviewee D: | think in Spain women work more. Yes, and in executive positions women
are there, but also not 50%, no

Interviewer: and do you think the bigger proportion is a cultural aspect, or where do you
think that difference is made?

Interviewee D: I think in Spain it’s necessary to work more because our economy is better
than in Spain. Women need to work that’s the difference. And it’s also that the grandparents
are looking more after the children, that’s more natural the family. They are looking after
each other, and that is more natural than in the Netherlands.

Interviewer: I think that’s most of the questions that I had. Maybe there is also something
you would like to add, something I didn’t ask.

Interviewee D: I think | mentioned what | think is important. If I think of something more, |
will write you an email. And | am looking forward to receiving your report at the end, and |
think you were a good interviewer in the end.
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Interviewer: And so | have just start the recording. And then maybe you can start with a
small introduction about yourself maybe your own career path, where you went to school,
just a little background about your own story.

Interviewee E: Okay, just quickly. I went to the Hotelschool in The Hague, and then went to
work in Antwerp for hotel B, and | think they don't exist anymore. And then went to Boston
to work in an exchange program Netherlands/ United States and that was in Boston for two
years and then came back to Brussels. And then eventually | moved to the Hotel A in 81. And
| worked there from 1981 until 2009, | think. So that's 28 years. Would you like to know
more?

Interviewer: And well, maybe you can tell us about the positions that you held?

Interviewee E: First, | was a management trainee obviously. In Brussels, | was coffee shop
manager and then assistant banqueting manager. And in Hotel A, | started this management
assistant kind of position, slash secretary type of thing. And moved up from assistant to the
manager and then assistant manager and eventually director.

Interviewer: So you've had basically most of your career in the in the lodging industry, then?
And in 2009 then you left the industry?

Interviewee E: No, then | worked for another two years in Amsterdam, in a training institute
until well, that's difficult. 2013, | think, a little bit longer than two years. And | quit
altogether.

Interviewer: So you have had quite a long running in the lodging industry?
Interviewee E: Yes, | worked for forty years.

Interviewer: And do you maybe relate to the difficulties we often hear about, for women
climbing up the career ladder? Did you also encounter that?

Interviewee E: Well, | was one of the first female general managers. And at the time we had
a small group of them. I'm not really sure, to be honest. It was kind of a novelty, which made
obviously a difference. I don't think they've taken me very seriously my male colleagues,
kind of just kind of okay, within the group. I'm not sure they thought about me behind my
back, of course, it was okay. I've never really had any problems with it. Maybe, you know
when | left Hotel A, | got a new job. Somebody from the Heineken the brewery and the guy
who wanted more female managers? But in the beginning, | don't really think so maybe they
didn't take me very seriously but eventually, I think they saw that | could do a job and was
one of them. It was okay. And even from my staff, | never had any problems.

Interviewer: | think it's better that way. And so you wouldn't say that you encountered any
barriers during your career?



Interviewee E: Not really, no. On the contrary, maybe.

Interviewer: So it was, it was such a new thing to have women in these positions such as
GM. It was maybe like an advantage, would you say?

Interviewee E: | would think it was a novelty. At that time, it was new. So they didn't really
think about it that much. And there were just a few, | think it was at the Hilton, she was, |
think, the first female General Manager in Holland. So it was a novelty and well, to like, kind
of used to it. And imagine that is more re for problem a bit later on saying the 80s or 90s or
beginning of this century. At the beginning no, it was just a natural thing,

Interviewer: And so you said that you eventually became director of hotel A?
Interviewee E: General Manager.
Interviewer: | guess then you had the executive board just above you?

Interviewee E: No, it is owned by Heineken. Somebody, one of the Heineken was in charge
of the hotel. So I met with him | think four times a year. And that was it. And made,
obviously, management reports every month, but I saw him think about four times a year,
spoke to him maybe six times a year. That's it. So there was no board of directors.

Interviewer: Right. And within your own management team, would you say there were also
a lot of females surrounding you, or were you very much on your own.

Interviewee E: We had a small management team of sales, accounting, an assistant or two
females one male, so we're a total of three females and one male. And then we had a bigger
management team. And then we have more, obviously, more men like the chef, maintenance
and another. The small management teams consist of four people.

Interviewer: Okay, of which three of women? Did you see any evolution of that over the
years? Or was it roughly this?

Interviewee E: Funnily enough, I think I always had more female top managers than male
managers, at least at a small management team, because I think I trust women more than
men, | think that's probably the reasons why. | think they do a better job. They give you more
than men.

Interviewer: It's actually very interesting. Maybe you can expand on that. Maybe how you
perceive that difference between men and women is?

Interviewee E: | always have the feeling that to first of all, what I just said is I trust women
more than I do men. And I think they are more involved and they're not out to do something
for themselves, but they work more as a group. And to be honest with you, I've always had
the feeling that I was right about that point. Even now, | think in the committees and the
things I do, I prefer to work with women. Not only women. And there are of course a few
men | like and respect very much but in principle, I'd rather work with women than men.

Interviewer: And so you also sit on other committees. Also relating to hospitality?

Interviewee E: | am in the board of directors for hotel B, which is a small conference hotel.
This is the only thing I do in hospitality industry now. I'm at development director of a
property in east of Holland consisting of 100 hectares of land with houses and farms and



farmers and wood and that kind of thing. So | work there for two days a week. And | have
some, and I'm also the project directors of a school for tailors. And I do chair two committees
for the Amsterdam golf club.

Interviewer: That's quite a busy schedule then I imagine! And so do you see perhaps any
difference for example, in the composition or the dynamics within the different boards, for
example, the one from the conference hotel or for the school?

Interviewee E: Well, funnily enough, the conference hotel we have a board of directors
consisting of four right now, we have one vacancy. There's one man and three females. I'm
the oldest, and there's chair person. And it's a male General Manager. And for some reason, it
doesn't work between the male General Manager and the one who runs the Executive Board
of Directors, the president. I think she's beginning of 30s, maybe. And she has a problem with
the male General Manager. One of the other female Board of Directors left because of this.
So it's kind of right now. It's an issue. And we were two older persons. And of course, myself
and my male colleague, who is, I think, also beginning 60s, we've decided to have
professionals work with this problem, see if it can be solved, because there is no trust
between the presidents of directors and the general manager. And that's because of well, male
female issue. Right?

Interviewer: So you think it's purely based on this discord like, that lies on the fact that
they're men and women, not personal?

Interviewee E: | don't know why either. To be honest with you. Again, I never had that
problem. And it's also how you act yourself, how you react, and how you do your work and
how you think about it. But | was really amazed. First time. They told me that it was a
problem. | was really amazed. | couldn't believe that it was still happening. And I couldn't
believe that these females couldn't solve it with this male colleague, which in principle, 1
mean, the female is higher in the hierarchy than the male person. So | mean, I didn't think it
was a real problem, but it persists a bit. And we don't want to lose either one of them. So we
need to get counselling there. But it's a funny problem in 2021. And I think that's probably
it's, to be honest with you, I think it's more the females that make a problem than a male
person. That’s maybe easy when you’re a bit older.

Interviewer: Maybe you can tell me a bit more about the board itself, maybe about your own
position within that board, what kind of skills you bring, what kind of competencies are in
that board.

Interviewee E: I'm the only person who has background in the industry, which is kind of
nice, actually. It's also I think, for the general manager is good. It's a small company, we have
3 million, we do about 3 million and a bit so it's not really complicated, but the revenues go
to a to the castle. It's an old castle near Oegstgeest So the money that we earn goes to the
castle to renovate and everything. We meet about, I think, six times a year, and sometimes in
between. We have a bit of a problem with the board of directors of the castle who need to
renovate the castle and need the money. And as always, you know, we want to have a new
restaurants and they want to have a new bridge restored, for instance, problem. So we spend a
lot of time on the maintenance and program for the coming years how to do that. And that is
solved now. We’re doing quite well, we used to start with, I think a revenue about not even
1,000,000, 800,000 I think. And now we’re making 3 million so it seems to be doing well.



But it's still complicated because it's small. And well, there's always the question, what to do
with the money? Where do we spend it? Because it's funny, and the funny thing is that we
have a we used to have four females and one female left, obviously, because of the problems
with the General Manager. Three females now and one male. And that goes very well. | think
| think that the male person on the board of directors is doing a good job. And he really sees
the potential in the young president of the board of directors who is a Russian girl, beginning
of 30s and that works well. And we're being very protective of each other. You know, it
works well. For the time being at least.

There is one who does the legal part, one is a personnel department. I'm the industry and
there's one communication expert.

Interviewer: Alright, so everyone has really that domain of expertise within that board. Well,
that's really super interesting information about the board, so thank you. And may | ask how
long you've been sitting on that board yourself?

Interviewee E: Oh, | think | need to go after eight years, | think I leave in 21 or 22. So six or
seven years now. So I've seen everything from the beginning. I guess it must be six years
now.

Interviewer: Okay, perfect. Well, that gives me a really nice overview of your own
experience within that board. | now | have a few questions about stakeholder theory, which
I'm focusing on for my research. So there's a few questions about that. If there's anything
that's not clear, just let me know. And | guess we've talked about this a little bit regarding the
other product director, but maybe a bit broader, can you describe the relationship that you
have with stakeholders in general, so it can be internal and external stakeholders.

Interviewee E: Well, we have somebody in the board of directors who is a communication
expert. So she's really focusing only on the stakeholders to keep them informed and keep
them with us. And it's difficult to see to my present work, you know, the two days in east of
Holland, | mean, it's difficult really to give all the stakeholders what they need, or what you
think they need. Because you're right in the middle of the whole thing, and they need to
communicate with the different groups, keep them informed, keep them up to date, talk to
them ask their opinion, sometimes. And it's difficult because you know everything, I think
that's always been a problem, how to work with stakeholders. But it's good to define them,
you know, define your stakeholders. And make sure you have a little calendar that says, okay,
every two months, | need to talk to this or that guy or woman. And it's difficult, because it's
always a bit. I mean, I'm going to talk to you, | want your advice, but I'm not sure if I'm going
to take your advice. That's a difficult point. Also, what do you do with it? Like, can you share
that's always a bit of a problem also. But you really have to think about and really make a
little list, you know, and review the list frequently, because stakeholders change, groups
change.

Interviewer: And | guess, depending on the moment you're in, for example, now with
COVID, your stakeholders also changed quite a lot in those periods.

Interviewee E: Exactly. | mean, a whole different problem. Well, there's so much to address.
| mean, at hotel B we're okay, we got the NOW thing, we're not paying rent at the moment,
we had a little fat on our bones. So we obviously have less staff than we used to have. And
that's one of our advantages is that we're not for profit, well, we are for profit, but for profit to



invest in the castle. So if we say one year we don't have money to the owners, or the people
we rent this far for, it's okay. You know, we just do don't do anything for a year. So we're
probably in a lucky position. But it's hard. It's hard. It's especially hard also for the GM
because he's kind alone in this situation. And that's difficult to follow the new rules what can
be done, | need you to make revenue, what can we cut on? That's something down to you.
Hotel A standalone also like hotel B. And so there's no head office that says you need to do
this or that or so you just need to do it yourself. And that's a different ballgame. Probably.

Interviewer: Definitely. And actually, that leads me to my next question, which is about the
hierarchy within hotel B. Is it like you said, you don't have like a top office and everything.
How would you describe the hierarchy within it?

Interviewee E: | think we don't really have one. No, it's always majority. And it really works
well. I don't know why, but it's really it depends obviously, on the group. The group says,
okay, we go for the majority, we trust each other. And if one of us says, No, we just go along
with it, because the others say, you know, majority thing. Well, nobody says, | really want
this or that. That makes it very open and more trust, we have a little quarrels sometimes. And
we need to do that too. Of course, it's part of it.

Interviewer: And in that same regard, because you said it's a very open environment. And so
I'm guessing as well, in terms of decision making and communication? How would you
describe that kind of management style that you have? Also, with a GM, for instance?

Interviewee E: Well, I'm always one for consensus, you know, and | need to talk, majority is
important. | think that everybody is behind decisions or routes or whatever. But sometimes,
you need to take a decision. And if you're the highest, you need to make a decision because
they always look at you, which is difficult, which | thought was difficult, especially at Hotel
A, with all the people that worked for us. For me. They always said, okay, you tell me what
to do, you know, and that's always difficult. But now, in the type of work I'm doing now, it's
more like group things. We discuss it. And obviously, I'm often the one that says we go this
or that way. And | take the consequences, too. So that's alright. I'm not afraid of angry
people, or whatever people say or mistakes. | make mistakes.

Interviewer: Human, I think it's just about accepting it. And in terms of strategy formulation,
is that your responsibility? Or is that more for the GM to take care of?

Interviewee E: It's the GM and then it's reviewed by us. And in principle, it's his job. So we
may help or suggest but it’s his job. And that's always difficult to what do you do? Or what
do you know, GM is the boss. So we have to support him but not overrule him.

Interviewer: Alright. Nice philosophy. Well, that rounds off the more stakeholder questions
| have. The next part is more about personal questions. So there's anything that you don't
wish to answer, that's completely fine by me. And we can just move on to the next part. And
so the first question is whether you have to make any choices within your personal life to get
the career you had.

Interviewee E: If | made choices, yes. The only choice which is not really a choice is the
question, did I want children or not, for me, wasn't really a choice, because | never wanted
children. So for me, it's not a problem. But I think it's the only issue that might have been a
problem.



Interviewer: That's usually the one that's come up the most to be honest.

Interviewee E: I'm sure it is. You know, but | never wanted them for me it was easy. And |
was always said, | really want a career. | really do want a career. So that was a choice. So it
has nothing to do with the children.

Interviewer: And in that regard, and did you always feel supported by people that
surrounded you like your family, your friends? Did you always feel that support for your
career?

Interviewee E: Yes. But also sometimes career always well, not always but usually that was
the most important thing, and sometimes for my social life it didn't always work. And people
don't understand. Some friends don't understand that your career would be above your
friends.

Interviewer: So, in terms of balance between personal and professional life, for you wasn't
very hard for others to understand it was?

Interviewee E: Yes, and | really never felt bad. | thought, well, I have a job, | work 80 hours
a week, so don't bother me, you know, I'll call you when | have time and not the other way
round. You know, especially friends that didn't work, or have different types of jobs. And |
know I cancelled sometimes the very last moment because something happened in the hotel. |
guess most of my friends understood that.

Interviewer: | have a few last questions, maybe your perspectives for the future in terms of
women in executive positions, or women gaining access to top positions? If you have any
thoughts on that?

Interviewee E: Well, you know, | was never worried. | am still not worried because | think
we're doing very well. I know the numbers don't show that. But still, I think we're, you see
the number of females in high positions, in the country and outside of the country, even with
a new vice president in the US, we're really doing good. I think the new generation of men
are different than the men who are 60, 70 | think we're doing good. It's a pity to hear that the
salaries are still unequal. And there's also always the issue of children. I think, for some
reason, well it's the most important problems in people, although you have a lot of women
that have four or five, look at Mrs. van Leyen in the European community. | mean, she has |
think six children, and so as long as you have help. And that's maybe something the
government should work a bit better childcare. But we'll get there and it's also the females
themselves. | mean, don't let you be put down, be upfront, keep up your head, hold up your
head and just go ahead on your way in the way you think it should be done. And don't let
older people tell you what to do. It's your life. Just do what you want to do. And if you make
enemies you make enemies, that's too bad. Just hold up your head and go on.

Interviewer: Perfect, very inspirational way of ending this.

Oh, that's kind of rounds of my interview. there anything maybe you think I can improve
from it? Anything? Any feedback from your side?

Interviewee E: No, | don't think I hope you have a good How many people do you
interview? Do you know already? | mean, yet the final number.

Interviewer: Right now I have 12. I've interviewed five so far.



Thank you so much for everything. I'll send you a transcript as well so you can check if
there's anything that I misinterpreted or anything of the sorts.

Interviewee E: Okay, good luck. I look forward to your transcript.

Interviewer: Thank you so much.
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Interviewer: Do you maybe have any questions for me before we start?
Interviewee F: No, I'll just let it roll. And then we'll see.

Interviewer:. I'll give you a bit of an outline, so kind of what we'll be talking about. And so
we'll talk about your own experience within the lodging industry. Maybe there were any
barriers that you experienced, your personal path as well, which is, since it's more personal
questions, if you don't wish to answer them, then that's fine as well. That's not a mandatory
part. | have a few guestions about the stakeholder theory. So there'll be some specific parts on
that theory. And then more about, like, your future outlook on what changes are needed and
how you see the future evolving?

Interviewee F: Okay. Related to this topic, obviously, right?

Interviewer: Yes, yes. Maybe we can start with a small introduction of yourself, and you can
share with us your own professional background and career.

Interviewee F: Okay. Um, well, I am an alumna of Hotelschool, the Hague. And | graduated
a long time ago. But | started immediately in the hotel industry. So | was really one of those, |
think, 20% people or 40%, people, I'm not sure who really focused on the hotel industry,
because I loved it from the beginning. And my first job was as a guest Relations Officer
working in Hong Kong in a five star property. | also did my internships there. And | was
really caught by the level of hospitality by, wanting to make the difference in guest
experience. But also connecting to colleagues, those were my main, let's say, the drivers of
why | wanted to be in the business, I really wanted to make that difference, making people
feel comfortable and happy in what they were doing.

I noticed, however, that after about | think about eight months or so being in guest relations,
it started to bore me, because | was always waiting for things to happen. So | was sitting in
standing in the lobby, and I had to be very proactive in, approaching guests and making sure
that they were comfortable. But I also wanted to have a job whereby | would be busy.
Because | have a lot of energy, and I like to be busy organizing. And I noticed that people
from the sales department were always running around. So I applied in Hong Kong for a
position in sales, and | became one of the sales managers, their sales executives. And so my
commitment to the commercial side of the hotel industry actually started, I think, within the
first year after | graduated, so I've always been into sales and marketing. | was PR manager
for a hotel, different hotel in Hong Kong, | moved to Taipei in Taiwan, became PR manager
at a local hotel there. And then | moved back to Amsterdam. And | worked for the Hotel A



for a long time, also in a position for sales. So | worked my way up to director of sales for
that hotel.

And, | found in those days, that to me, especially when I returned to the Netherlands. | mean,
in Asia, it's a little bit different. | think I experienced positive discrimination, because of my
background, and because maybe my race and maybe my | don't know, being a woman,
maybe in those days, for those positions. Returning to the Netherlands, | did not feel any type
of limitation in achieving my ambitions. absolutely zero in those days. | was about | was in
my 20s, when I returned to the Netherlands. | was uncommitted. So | was a very free bird,
and | felt that the world was my oyster and that | could achieve anything that | possibly
would want in the hospitality industry. Because | was really climbing the ladder and people
were also, | mean, they were knocking on my door and asking me if I wanted to work for
them, etc. In those days, also, my leadership skills started to develop and | was also given, my
first tasks as being of being a leader, leading a small team of three people.

And then | spent six years with Hotel A. And | decided to join a board. So | became a
department manager, led about nine people in a very marketing oriented job. And then | was
headhunted to work for Hotel B, which is what | did for seven years. But what happened
during my Hotel B time, and this is how things started shifting. And that's why I'm so
interested in this topic.

| worked for Hotel B and | started working in 1998, just to be specific in that, still with the
world at my feet, completely being able to achieve my own ambitions, but also still being
unbound. So, I mean, | had a partner, but I had no children. And myself, life was still at the
service of my employer. So basically, because | was so flexible, and I had been flexible
throughout my whole career, | never looked at the clock, | was always available.

It was easy to focus and to get my ambitions in place. A year later, however, | became a
mother of two girls, so | became the mother of a twin, a twin daughters. And for me, even
though I thought nothing would change, I thought I would go on pregnancy leave, because |
was pregnant. And I still worked the way | used to work, despite having a twin pregnancy.
And I thought, the minute my children are born, I will return after 16 weeks of maternity
leave, and things will be back the way they were.

No, but that wasn't the case, because | had changed. I had changed in that sense that | was
still as committed as | was, but | suddenly had two babies to look after. And that had an
impact on my time, on the time referral that | had, but also in my commitment also to them.
So at a certain stage, what happened was that my life had completely turned upside down.
But my employer still viewed me as the person with that same, time commitment, which was
often , 60 hours or 80 hours, whatever, you knew, you work weekends, you did stuff,
because our hotel industry is a 24/7 job. And also to, add to that, a position at Hotel B, | was
the director of sales and marketing, and | was a member of the executive team. And | was
also the first woman in an executive team for Hotel B in Europe to become a mother. So
we're talking like about 20, 22 years ago, or something like that.

In so in that sense, | remember also that at a certain stage, | asked to be able to balance my
life, better, my private life with my business life. So | said, Well, I'd like to see if | can work
one day less for me to be able to manage my life at home, so that | can be a better employee.
And the answer | received at that stage was, well, you are part of the executive team, you



cannot work less hours, because that would give a wrong impression of your position. So
stuff like that started happening. And, and that happened throughout. So the minute | became
a mother, things started changing, and not because of my career opportunities, but | was often
asked questions, if people saw that | had children on a CV, because | was | was headhunted
once as well. And the minute that I have children on my CV, | wasn't interesting anymore, as
| was less interesting to certain employers

Interviewer: Could you see that directly from their interaction or like, how they approached
you?

Interviewee F: Well, they would ask me questions such as so you have children? How do
you make the combination of being a mother and having a career where as they did not ask,
the father, or male candidates with a similar background.

| remember, | also, at a certain stage in my career, | decided to, | wanted to become an
independent because | wasn't able to make the combination between my private life at home,
and the commitments that my employer asked for me. So I decided | want to have my own
company, so that | can determine myself when I'm going to be often when I'm going to work
because my working ethics were not bound by nine to five | mean, | was willing to work in
the evening or in the weekends, etc. But | also wanted to secure time to be with my family.
So I didn't want to have an 80 hour work week, I still wanted to have the 40 Hour workweek,
or the 32 Hour workweek, but when it was reasonable to me so that I could still see my
children, you see what | mean? So if you wanted me to work in the evening, that'd be fine.
But then I would want to be off in the afternoon, so that | would still be able to see them. And
| wanted to manage my own time. So | was | had my own company for about four years.

And when | was doing a project, some other project emerged, and one of the people that
bought that commissioned that project, he saw me, | when | was coming for the interview, he
saw me come by bike, and on my bike, I had this children's seat on the bike. And he wasn't
going to be my boss. He was just the commissioner of the project. And he said to me, he
goes, so | see you have a child seat on your bike. That means you have children, I said, yes,
and he said, Are you going to manage that?

So it was something that kept reoccurring, and I'm talking about 15 years ago, or 10-15 years
ago, I'm not talking like 50 years ago, it's very recent. So, in that sense, | never experienced
differences, because you hear a lot that women do not get paid the same as men. Well, | never
experienced stuff like that. But | experienced a lot of pressure when | became a mother. And,
| found that extremely disturbing, extremely disturbing. And | found that my employers did
not pave the way to keep women on board, in particular leadership roles.

And I've also experienced situations from other women. And | believe, I did a I did a recent
defense with one of Dr. Brannon's students, Laura, I'm sure you've maybe you've read her
report as well?

Interviewer: | have not, but I will definitely ask him for it.

Interviewee F: You should, she had this topic called the queen bee syndrome, whereby
women can be extremely tough on other women in the situation. And that's situations that I've
experienced as well. In particular situations whereby women who are in leadership roles, they
feel this added pressure also from other women. And somewhere along the line, I think



certain things need to change other from the employer side, whereby you say, okay, women
who have young families should be maybe taken out of the process for a year, so that they
could focus on that family, but they should have the guaranteed to return after a year. Like
that first, very intense period of motherhood, whereby women are trying to juggle and trying
to balance this new life with that old life.

Or if they're given assistance, or by duality of jobs or something like that, because there's
nothing wrong with the brain, actually, in a lot of times, women are even more committed in
that sense, but because they can't make that balance, you're losing a lot of very good potential
employees as well, in that sense. So that was quite, | mean, | always went against it.

I must say that working for, because I've also worked for a national museum, and that was in
an environment of governance and government. And in governmental rules, there is more
space in a non commercial environment, there is more space to make that balance between
home and work.

Interviewer: Because you don't have that competition. pressure from your competitors?

Interviewee F: Yes but no, also, revenues. That's the big thing. And | mean, I can
understand it, from a perspective from the employer, don't get me wrong, but I think we
should approach it differently, because women are as eligible to work in certain positions as
men, and particularly in our business. But we are the ones who have the babies, right, | mean,
our bodies are built for that, it is part of life. So if in the first year of the child's existence,
there's always a virus, or there's always something happening, or there's always something
funky or whatever, that takes away the attention of the woman because, obviously, the baby
is in need. There's such a need for that child to be to be part of that, but the point is that I'm
trying to make is that we just pretend that there's nothing happening, but there's everything is
happening, everything is changed. And we're just continuing as if nothing's changed. So,
somewhere along the line, someone needs to make that, accept that or acknowledge that so
that you can make that difference and make it work so that you can contain the talent that you
have in the women. And in particularly in our business, our business is very well suited for
women very well suited for women. Because we have the skills, that you require, as a host or
hostess or whatever. And host or hostess means to your stakeholders, etc. And not just being
good or saying welcome to my hotel, whatever, but it's also your whole attitude and in your
whole way you perceive others, etc.

Interviewer: Well, that's a great introduction. And it's also covered a few of the other
questions | had regarding maybe barrier difficulties that you had. So I think we've have like a
really nice overview of that. And I just want to go back to the point that you were making
about employers needing to pave the way to keep women on board, and making that changes
that they're kind of ignoring, like you said, like, as if everything was normal, but like, well,
not normal, but like, everything was as it was before. But obviously, things have changed.
And perhaps also the question of society within this of responsibility being solely placed on
the mother more than distribution of kind of the parental role between the mother and the
father. So does that also play a part?

Interviewee F: And, my husband was very, very supportive of the career that | had. And |
was lucky in that sense. But the point is, is that it's not necessarily the tasks, but it's also the
feeling, because your feelings have changed. | remember when my son had to go, my son was



born two years after my girls, and | remember that, at four months old, I had to deliver him to
the daycare center, and | was, it was completely alien to me to do that. Because, everything,
my whole instinct was, no, | have to keep my son here, he needs to be with me.

And, and that really affects you, and in my leadership role at that stage, | could not sit and cry
for my kid. Because you have to man up, you have to man up, see that word? And is that fair
is that against your instincts? It's all against every type of instinct. And so all these blockages
that are being built in so that you are surviving all the time? And therefore, to answer your
question, | think often what I'm hearing is that, I think if the employer were to encourage the
male, the men to that it's okay for them to loosen up, and to provide more of that care in order
to take away that feeling that the woman has to want to be sure that everything is okay with
her kid, then the father will maybe be more encouraged to do so. But I think they feel maybe
that it's a sign of weakness to one time that and I think it's the role also of the employer to
encourage that. And to say, it is cool to do that. It is cool.

But I'm hopeful, though, that the generation that's coming up that that, because it's still not
happening a lot, I think now. | mean, it's only that I think, since last year, that men are
allowed, I think a month off after the baby's born. They have paternity leave now, and it’s
about a month.

Interviewer: So | was quite shocked by the little amount that they had to be honest, to begin
with. And so | think it's a very nice perspective to say that it should come instead of blaming
it on parents themselves, or on maybe even sometimes women saying like, they're not taking
it, they're not one thing. It's from really from the employer side. So that's a nice perspective.

Interviewee F: And it's a societal as well, right. So in that sense, from that perspective, in
your work environment, social part of your society, right. So you want to create a win-win
situation in the long run, I think.

Interviewer: That gives me a very nice overview of your own career path. And if you don't
mind, I'd like to go back to when you were working for Hotel B, because you said you were
part of the executive team. And that's very much what I'm focusing on. Because I've heard a
lot as well from other interviews that there's a lot of women in GM positions, and that's not
really the problem. The problem is more bridging that gap between within the executive team
where there's a lot less women from my research. And so | was wondering if you remember
the for example, how many would the board composition was within that team if it was
mostly male dominated or if it was quite equal.

Interviewee F: In Hotel B, it was quite equal. And we had, | think three men, the GM, the
Director of Engineering and the director of I think f&b, they were male. And then the women
were myself as the marketing and sales, operations, female and the HR was female. And |
also was an executive director for a museum. | was on the board of directors there. And there,
we had three people, me being one of them. And | was in charge of the hospitality and the
hospitality product. | was in charge of enterprise, let's put it that way, the commercial side of
the museum. And the males were the general director and the director of the collection like
the internal one more or less.

So just to give you an idea about that, as well, so the direction, but in that sense, | guess,
Hotel B was quite diverse in its allowance for women to be part of the executive team. And
that was not the problem. That was really not the problem. It was, and I'm talking way back,



and I'm sure things have improved. But it was like | said, | was the first woman in an
executive team position to become a mother that says, that says in other things. It's a bit
shocking. If you if you think about it, and also the HR director, she decided to also take the
leap. And she became the second woman to become a member of the executive team, who
became a mom.

Interviewer: That's interesting, because you say, take a leap as if it's dangerous...

Interviewee F: Yes, yes. And the GM that follows, because, | think, every two years, the GM
changes, , at least in those days, when | was working for the hotel, and in the Hotel B.

| had, I think my third GM, might not was my last GM, actually, he, when he was in his
introduction phase, he invited me to his office one evening, and to me, the evenings were
very tough. Because my children are very young. And, they need to have the food, the bath
the bed, and it's like, you have to just do it. And it's very time based because, kids when
they're under the under two years old day they, the routine is very strenuous at that state. So,
he insisted that | stay in evening, and he kind of took me into his office. And he told me, and
he’d closed the door, so it was just me and him. And he told me, he said, I need you to
commit to me whenever | need you. He said, and that means 24/7. So if | need you at 8pm,
you need to be at 8pm. If I need you at 1am to do stuff, you need to be at 1am. And | said,
But that's impossible. And he goes back. Why is that? Impossible? | said, because | have
family, I have other stuff to do, which is also a bit weird, because if | had not had a family, |
would have said, sure, whatever, but because | had that family, | suddenly realized that it was
weird to be able to do that.

Interviewer: So it was that pressure of saying, because you are not available to me
whenever | need you. And because you have children, you are actually becoming a nuisance
to me. And there could be someone who would say yes to being there at one in the morning,
if need be.

Interviewee F: Thankfully, I've never had that again, in my career. But it was very, very
shocking. It was very intimidating. And it was very shocking. And it also made me realize
that things had forever changed also, on my behalf. And that's also when | made that call, that
| wanted to become an independent, because | said, | don't want anyone to manage my time.
My time, the time is the most precious variant in the situation. So that's kind of how that
progressed, in that sense.

| think four years later, that's when | joined the Museum. Let's say the challenges |
encountered there were that | was not always taken very seriously by two men.

Interviewer: That was going to be my next question is like because of the different dynamics
because in one there was parity you in the other, your minority in there. What were the
differences, were there any notable differences. So you really felt that you weren't taken
seriously yet, within that project?

Interviewee F: No, | was taken seriously, definitely. But no, for sure | was taken seriously,
but you could tell that there was always some type of competition, if, for instance, if |
delivered something, if | had an achievement or something that one of, especially one of them
would kind of take the credits instead of you. And they didn't do that between each other. So



it was more like, hey, but, that type of thing | want you, I'm your guy on the other end of the
rock type of thing.

And you just kind of let it go. But that was the situation where you really had to balance your
position, you knew what you have to be careful in how you manoeuvre yourself around that.
And it had to do with a man woman thing that was the man woman thing. Definitely. So that
had nothing to do with the family, the children, etc. But it was really, the wanting to be above
the woman thing, that was that feeling.

But then again | negotiated very good salary, and negotiated very good conditions. So, | was
definitely not in the league of being a woman having less salary even, | actually earned more
than the other director that was in the team as well. So | was the second best earner, and it
during that period of time.

So there was no problem there. Maybe | negotiated? Well, | don't know. But the feeling was
that you must not get into firm discussions with the other guy, because he wants to win, and

not because he wants to win from the other guy, but he went to inform me and because | was
the woman, you see. And that, to me was very apparent.

Interviewer: That kind of feeling of superiority, | guess.
Interviewee F: Yes.

Interviewer: And like you said you still felt heard on that, on that board? You didn't feel
like, your ideas were not valued for what they are, what they were no, definitely heard?

Interviewee F: Yes, I've definitely felt heard. And | was able to achieve a lot of goals. And |
was able to, also achieve good leadership development and a good team, etc. So but it was
there was always that invisible competition, what | mean, and I didn't play the competition, |
just let it happen. Right but it was definitely present. And also, and | also experienced that
queen bee syndrome that I just mentioned earlier, also there with the Board of Trustees, there
are women in the board of trustees who are at a very high social societal position. And they
were, they could be extremely intimidating, towards me as one of the board members who
was a woman, and that | thought was very interesting, that, because you would expect that
women support each other in that sense, but in this case, they were worse than the men. Oh,
they were worse than the men in their dominance, and in their feedback, and in their wanting
to achieve certain things. So there was no discussion possible at all, so and that also made me
realize that we are role models also to each other, and you need to have a firm foundation
where, whereby you can support each other, you have to support each other.

Interviewer: Definitely, and so that that kind of intimidation was solely targeted towards
you, or was it just their character as having “manned up” in a way, like you mentioned
before, that made them that way? Also, towards the other directors? Or was it really solely
directed towards you because you were a woman?

Interviewee F: And that's a good question. I think it was more strongly towards me, but they
were also not very sweet to the to the other men. But, she, | was invited to her office once and
she tried to cajole information out of me trying to make me bad mouth, the other two stuff
like that. So she had a very, let's say, a very non transparent way of trying to achieve her
goals.



But I think it was also because she was Manning up in her role, you see what | mean? So she
was trying to use maybe, | say it but that's just my own perception, or maybe I'm wrong, but ,
like male tactics in certain things because those are definitely I don't think those are female
tactics. Because normally I think in general, females try to go for the cooperation and not all,
I've never met women before, who would try to push down women, you see what | mean, in a
professional environment. And so this was my first encounter with such a situation.

And to me, it felt as if, she, because I think maybe she had a very high position in the
financial sector. So maybe it was her way of also surviving the financial sector, which is male
dominant by needing to do that, and she was also applying it to other women, which to me
was very well, it was intimidating, was quite intimidating to be frank.

Interviewer: And I think | want to pick up on you were mentioning kind of like, cooperation
was more of like a female tactic. And | have a question about like, skills, both hard and soft
skills. And if you felt like you brought a different set of skills to the boardroom, when you
were sitting on the boards, whether it was in Hotel B, the executive team, or in the Museum.

Interviewee F: Well, I always try to also bring the situation of the employees to the table,
like personal situations, or take into account what was going on in people's lives. And, in
Dutch we say, the men silica marks, which refers to the human touch, the fact that we are all
human beings and things affect us, and if things affect us, then we may not be able to, to
function as well as we should. So that was always kind of, my five cents on the table, that's
always what | try to bring to the table. And not to only be cognitive, but to get the EQ in a bit,
and to, to kind of allow for the space whereby people could, if there were concerns that they
that we would also spend attention to the concerns of people, if there were concerns in their
personal lives, blah, blah, blah, and to also see people see them as they are, that was very
important to me remember.

When | was working at the Museum, we had a lovely cleaning lady, and every morning, she
would come in and clean our desks, etc. And she was from a Moroccan background. And, her
name is Fatima. So she said, I'm Fatima, we started talking, so | mean, she knew about me,
and | knew about her, etc. And one day, she took me aside and she said, my name is not
Fatima, my name is Mina. | said to her, but how come I'm calling you Fatima? She goes, |
don't know. They all call me Fatima here. That's, that's what they call me. | said what she was
trying to say that my name is Mina. | said, but that's ridiculous.

So | talked to the facilities manager, and | said, What's going on, she's pretty upset Fatima, |
can see what's going. So because of her background, people assumed that her name was
Fatima. And this is just an example. But that’s basically, that's what I wanted to change. I
wanted to be sure that we could provide for those changes, whereby people would be seen as
for who they are, and not just some type of employer or employee or whatever, but to put in
that human touch. And again, I'm a strong, firm believer in you're comfortable and when
you're at ease that you bring out the best in yourself, and you also bring out the authentic part
of yourself, and I think that's always a win that sense. So to me, that was really weird. It was
really weird, that she was not seen. And that's, to me, that's very damaging. | find that
absolutely unacceptable.

Interviewer: And very condescending. Because they're not willing to get to know the person
understand who they are. It’s very sad.



Interviewee F: You think because | have, because | come from Morocco where Fatima is a
common name or maybe you think I'm Turkish, whatever. But first of all, I'm from Morocco.
Second of all, it's not my name. So what do you do? It’s ridiculous. It's ridiculous.

So stuff like that. I think, obviously, you have quite a few responsibilities in such a position.
But where | could make that difference? | tried to make a difference in that sense.

Interviewer: Well, | think that's a very nice example to finish kind of your experience on the
board. Then | have a few questions that are more oriented towards the stakeholder theory.

And but for this one, as well as you can give examples from Hotel B, from the Museum, I'm
happy for both. Also see the contrast maybe between the two and how it was? Um, so | guess
the first question, obviously, since it's stakeholder theory is, if you can maybe describe the
relationship that your organization had with, with its stakeholders, both internal and external?

Interviewee F: Well, that's a pretty broad question. | think, in both cases, as transparent as
possible, and very hospitably driven in both cases, whereby we were very customer centric.
In any case, to the external world.

In Hotel B, it was very interesting that everything that was not manager related, people were
also they weren't called personnel or employees, but they were called associates. So people in
operational departments were very, very well, well maintained, well addressed, with great
respect, etc.

And it was again, that the slogan of Hotel B was when you're comfortable, you can do
anything and that is really its effect. When you're comfortable, you can do anything. And that
is also how stakeholders in that sense internally, were often addressed most of the time. Once
you hit the role of manager things changed a bit, so the stakeholder management was, it was a
different league, and expectations were very high. And there was no time for nonsense.

Within my other job as a board member | guess, there was a huge awareness of stakeholders,
a huge awareness. Also, there are multiple stakeholders of all different levels, governmental,
national, governmental, local, governmental, the external but sponsors, clients, everything,
and they were all, that that external field, I guess also, | would use the word customer
centrism, as again, always from the customer centric systems. So who is that external?
customer? And what are their designs? And how do we address them? How do we address
them? You would have to adjust your way of addressing depending on what that external
customer was.

From an internal perspective, we spent a lot of time communicating, we really had a very
high level of communicating internally. And that that was also demanded of the people
working for a museum because people working in the museum are highly educated. So that's
the difference between a hotel industry and the museum fields, people have higher education,
and they are very demanding in that sense. So they are insistent on being involved in what's
going on. So you have to comply to that. People working in the hotel field are more
appreciative when they are given things or informed about things. It's not a demand. It's not a
norm from the industry.

Interviewer: That's great. And then this question is more about like, the external
environment. So, for example, let's say in the hospitality industry, when there was a huge



development and technology or maybe in focus on sustainability, those kind of changes, and
how did you feel like Hotel B responded to those changes?

Interviewee F: Sustainability was not on the agenda to be frank. I don't know how they are
now. Responding to change, | think Hotel B was ahead of the game as compared to other
hotels, definitely already in those days. It was very focused externally, but also from the head
office perspective, so head office played a very major role in that. And we would add on to
that locally, and then you grow larger.

But they've always been ahead of the game, that also shows their success. And probably, |
think Europe was lagging behind. So | think nowadays Hotel B is also seen determined as
probably one of the best employees for women. And but I don't know if that also comes from
women in leadership roles. That's what I'm not sure about.

Interviewer: And so would you say like they made the most out of anything that came up in
the external environments, they just grabbed the opportunity? That's what put them ahead of
the game

Interviewee F:. Well, technically, they were very much ahead of the game. Not necessarily
in, going back to your stakeholder theory, they were a little close minded to their nearby
environment. They would not really reach out to the partners that were alongside so kind of
like an independent individual in that sense. Not snobby or anything like that but like the
quiet kid in the classroom so if someone would approach you, you would not say bugger off,
but you would not be the one to approach them.

Technically, from our business perspective they were ahead of the game: ensure that your
distribution was up and running, that you were able to capitalise on your successes, that you
were able to involve your teams, or using a P&L, no one else did that! They were not only
focusing on revenues, they were also focusing on cost, and in those days that was really not
the case. They were so ahead of the game. Now it’s normal, we teach that in school, we teach
you about contribution margin but back in those days it wasn’t like that, hotels would only
focus on sales. Hotel B has always been the organisation that takes costs into account. That is
one of their success factors, absolutely, that’s how they’re surviving.

Interviewer: how would you outline the hierarchy that Hotel B had?

Interviewee F: | reported to the GM and the sales and marketing department reported to me
and in that department one was sales manager, revenue manager and event manager so that
was the tree structure. And so our business is very much with the forks, so there are quite
some level, but it was all quite transparent and very clear: who was in the report structure and
who was empowered to do things. That was very clear in that structure. Same goes for the
museum, [ actually used the hotel industry’s organisation chart, to also actually build the
enterprise that | had. Because we had an operational team who also had to look after our
hospitality company and as the margins are quite small within food and beverage. So we
really had to manage those costs very strongly. | also used the model of empowerment and
ensuring that the reporting was top-down but the encouragement to go from bottom-up was
very much encouraged. There was involvement, informalities in how you approach people.
So everybody was on a first name basis etc. stuff like that in both organisations, was that
true? No, I think in Hotel B, the GM was called mister, and the executive team was all on



first name. [ don’t remember if Hotel B was first name basis or not with the GM. But in the
museum, it was all first name basis no one was Mr or Ms or whatever.

Interviewer: So it was quite ease, it also made that barrier a lot easier to cross. And how

would you describe, I guess it is quite related to what you were saying about transparency
and communication, how would you describe then the management style when it came to
decision making and communication with the associates.

Interviewee F: In both, decisions were democratic, definitely on both parts. You, as the
leader or manager of your own department, you are responsible for the results of your
department and you reported that back. You were also the one to write out your strategy, to
share that strategy, so that was approved by your fellow managers, and director or whatever
and you would role it out. And any effects or anything that happened and whatever, you
would have to report that back. But you were responsible for your tasks and your
commitments to that. So definitely, | never saw any issue in that to be frank, because there
was equality in that for sure, in both situations.

Interviewer: My next question was going to be about formulating strategy, but then you
have already answered that part. So those were all my questions about stakeholder theory,
and | have also a lot of notes about your own personal path, with personal life and
professional life and your future perspectives. | guess the last question I have is if there is
anything | can improve on in this interview, or anything you think might be missing,

Interviewee F: | think | said quite a lot, in particular my concerns for the future because | do
feel like it is our industry that is fairly old fashioned. I think if we don’t work at it from the
core, from the root cause, then it will never change. Then we’re going to be losing women the
moment they enter motherhood. Because, they’re not willing to understand that there is a
need to change that pattern, that system. And there are so many ways you can do it by again
looking at dual, putting two women in one position, or job sharing, or building the playschool
nearby so you can pop over during lunch time or something, have it professionally oriented to
ease the anxiousness of the mother. And another thing is breastfeeding, essential for the baby,
women are often put into cubicles to detract breast milk. It is so humiliating. It is as if it is not
important, it is very important! It feels inferior, and it’s hugely important. And they have to
have by law, in the Netherlands, you have to have facilities for that. But the facilities are
ridiculous. Really ridiculous. Especially in the hospitality industry, every square meter counts
because it can bring you revenues. So that is why they will say, that meeting room, or office
space, you can’t use that because it’s a room that I can sell. It’s off!

Interviewer: I think that is a very good example, that we don’t hear very often, and I would
also personally not think of, until you have really experienced it first-hand.

Interviewee F: Hopefully this will contribute to some change in the future.
Interviewer: Hopefully, that is the aim!

Interviewee F: Especially for our industry, our industry needs women, really.
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Interviewer: I've just started the recording. And then maybe | can give you a bit of
background on the research and also like on the interview before we start. So from what I've
researched so far, and from my literature review, the main findings | have is that most of the
research regarding female executives and female in high positions is kind of looking at how
they impact the financial position, the non financial positions of the company. So increasing
the profit that's been made, or improving the CSR reporting those kind of things. And | was
intrigued in looking at more of the ethical side of the question, looking at it from maybe it's
just like, morally right to do. And what the barriers and the conditions right now, that makes
the disparity so large, both sides to certain angles, I'm looking at the feminist stakeholder
theory in particular.

And so for this interview, | think we'll start with a small introduction about yourself, your
own path, how you perceived the barriers, if you perceived any, to be honest, and your own
experience within the industry. As well as that, | have some questions about the stakeholder
theory, but just very large questions to kind of get an understanding, and then there's also a
part about your own personal path, which is optional for you to answer you can choose if you
want to answer it or not. And then kind of your future perspectives on where the changes are
needed. Where we need to make those, those changes at what level they're needed. So that's
an overview. Do you have any question perhaps before we start?

Interviewee G: No.

Interviewer: Perfect. And then maybe we can start with a small introduction about yourself,
how long you've been working in the industry and maybe your professional background?

Interviewee G: Okay, so it takes me a long time back. | was also a student of the
Hotelschool. But | graduated in 1983, so long time ago. Then | did my internship, my
management internship at Hotel A. And after that | stayed during quite some time to do food
and beverage career, let's say. | started, as it was normal at that time, at the dishwashing
machine running the stewarding department. And when | left, | was director of food and
beverage and I did everything in between. And then | went to Amsterdam, | became
executive assistant manager of Hotel B. So this hotel, and hotel C. And | was in charge of
F&B, at that time. And afterwards, | did that very shortly. Then | became hotel manager of
hotel C for a few years, three years, and then | did the renovation of it, which was big. And
then like, I always say, | started the most difficult job in my life because | became a mother.
And then, you know, it was tough because | was, unfortunately, very unlucky. during my
pregnancy, my partner found somebody else. So he left me. And then | was not only a hotel



manager, but also going to be a single mother. And then to be honest, | thought, Okay, how
am | going to do this, right? Hotel manager is a very hectic job. Being a mother is quite a job.
And combining both of them, I don't know if I can, if | am capable of doing that. And at that
time, we had a meeting with all the hotel managers and general managers of Europe, at that
time, under the mother company. They had 150 hotels. At that time. We were invited to Italy
for the meeting. And from the 150 how many women you think were hotel managers or
general managers talking about around 2000.

Interviewer: Maybe like 30?
Interviewee G: Seven.
Interviewer: Wow.

Interviewee G: So | was one of them. There were six other women. So | thought, Okay, I'm
going to talk to those six other women and see how they did it. So two of them, they were
single, and never became a mother were definitely workaholics. And so they said that for
them this has never been an issue. They never wanted children and they stayed single
anyhow. So for them this was not an issue.

Then there were four left and was one who said | did it the other way around, | first got my
children. And then I started my career in the hospitality industry. So when | became a GM,
my children were already grown up.

Then there was one who said, I'm very unlucky, because | have a disabled child who needs 24
hours care every day. So | have a nurse in-house and the nurse takes care of my child.

And then I think two more, and they had a partner, and they had children, and they had put
the children on the boarding school. And then I thought, okay, | was so happy to become a
mother. But | was not intending to become a mother and put my child in a boarding school.
So then | thought, Okay, this is going to be tough to combine it, that's for sure. Because in the
company, nobody does it at the moment. So then, during that conference, there was a
presentation of Six Sigma, you know, and that they wanted to launch that for the whole
company. And of course, that was never done before, because Six Sigma was really a
program for production companies. But they said, Okay, it works for production companies,
why wouldn't it work for service companies? So they were the first to launch Six Sigma, and
they were looking for experienced people who could run the program. And then | had a few
sleepless nights. And I thought, Okay, this train is passing now. And | think | have to get on
it. Because how am | going to be a single mother and a hotel manager, I don't know how to
do it. And | have nobody who showed me that is possible. So it might be wise to change. And
step on the train of Six Sigma. So I did. So | applied for the job of black belt. Hired, I did the
whole training. So | became a certified black belt. And then | got my baby son. And, and then
when | came back after the maternity leave, | started as a black belt. So I left Hotel
Management, behind. And | did the black belt position for hotel B, and for hotel C, and for
hotel D in Rotterdam and Hotel E in the Hague at that time. So four hotels, which was an
amazing period, because, you know, you had to go to all the hotels and look at bottlenecks in
the organization and then try to fix it with the Six Sigma method. Very interesting, | learned a
lot. And of course, a big advantage was that it's a project kind of work. So I could, I could
combine it with the single motherhood, so okay, my son was at day-care, five days a week,
okay, that was the consequences. But at least when | had to go and get him, | could go and



get him. And then I would work in the evenings or very early in the morning, or whenever it
was necessary, | could combine it, which was great, which was really great. I've done that for
about seven years, and then | was really fed up. Because every time you start, you know, you
start a project, everybody is very enthusiastic, you have to get the data, everybody starts
thinking that’s not that fun. And then you know.... so it's always the same curves that you
follow. And after seven years, | thought, okay, now I had it, it's enough. And at that time, the
HR person from the hotel B left and the area manager at that time said now | want to make
area HR position out of it because I think there's a lot that we can combine and do together
and now everybody does it individually so I'm looking for an area person and I said, Well,
you know that might be something for me because I'm looking for a new challenge. And in
the meantime, so | had been for almost 38 years in the hospitality industry, | knew that
whatever you have, whatever the property is, how it looks, if it's amazing or not, in the end,
it's the people who make the difference. And the guests will never recall what the room
looked like. But they will recall if they were being helped by somebody the right way. So |
said, Well, you know, if you're looking for an area HR, I'm very interested to do that, let me.
So I applied, and I got the job, which was a little bit amazing, because | had no idea what the
tasks of HR were, you know, and I had no clue. But then the area manager at that time said,
Listen, | said, afterwards, when | got the job, | said, Why did you take me? I don't know
anything about HR. And then he said, you know, if | would have taken the others who have
done HR for many, many years, | would have gotten what | already have. And when you are
going to look from a different angle, and with your black belt experience, you're going to
wonder if it's really added value or not. And then you will do it differently. So that's why he
hired me. So then | started. But it was quite a political issue, because not all the owners are
the same. So the owner from the hotel B and the owners from hotel C were the same owners,
but from the other two properties, they were different owners. And then the owners didn't
agree that somebody else would mingle in that HR thing. So officially, I was just for the hotel
B and C. But unofficially, | took the other two hotels together, and we did everything
together. So we did all the HR processes, and we aligned, which was a nice experience as
well. But then we lost them afterwards, we lost hotel D, afterwards the Hotel E. And in the
end, we also lost the hotel C. So now I'm back running only the hotel B which a lot of people
ask me, isn't that boring? Well, it's the contrary because the good thing about one property is
that you can really go in that you know, all the people you know, all the stories. If you have
four hotels, you go around and it's only looking at the problems and so I'm very happy in the
current role. I love what | do. Of course, last year has been the nightmare for HR and for the
job. But I still like what I do, right? So that's a little bit my career path.

Interviewer: Very impressive roles and also doing it all this as a single mother as well. |
think it's very impressive. Well, | have a question that's a bit broader is if you relate to the
difficulties women having climbing the career ladder, did you feel that it was it was a
struggle for you?

Interviewee G: It was, | didn't feel it, like a struggle, but I felt that I had to stand up for
myself. It was not the war, but you had to talk and stand up for yourself on the right moment.
| give you a few examples. So for instance, Hotelschool Okay, you cannot imagine but in
1983 we didn't go abroad for internships. And | wanted to go to Brussels well, process was
already “Oh, abroad? You go abroad?” Please think about nothing but that. And then there
was one internship possibility in Brussels. And there was another boy who wants to go there.



And the school said he can go. And then I said, Why can he go, Why can | not go? No, he can
go, and I didn't agree. So I spoke up. I said, No, that's not the way, that's not correct. Why
would he be able, so no. I'm going also for an interview. And then may the best get it, when
you see so it's not fight, but it is stand up and say no, | don't agree. So | went to Brussels. We
went together the boy and we had both the interview and in the end, we were both hired. And
then the school says, No, it's not possible to go in the same hotel, that's not possible. Okay.
And then they thought that | would give up my place. So | said, No, no, no, no, we are going
to do a separate way. Not in the same department, blah, blah, blah. So I in the end, |
convinced them and I could do my internship there. So that's, you know, you have to stand

up.

Another example, which it's a little bit silly, but okay. Is I did an F&B management training.
And my French was not that good. Right. So | had school French and French from
Hotelschool, it was not that | was very fluent. And then | found out that every time when |
was in the restaurant, and that French people were laughing when they looked at my badge it
said le trainee. So | thought, why do they laugh? Why do they laugh? Must be something,
right? So | went home, and | took my French dictionary. And | looked up in trainee in France.
With the next accent. Do you speak French?

Interviewer: I'm French.

Interviewee G: You know what it means, right. So | thought, Oh, my God. So for French
people, they see my name and they think, trainée, that's not the way | want to be presented.
So I went to the HR manager at the time and said, Can you change my badge, please?
Because I'm going to the room service. And if | go to room service, and they find a see this,
then they might think so... and I don't want to be known like that. And what happened was
quite the discussion and the general manager came along, but he heard discussions that was
going on here. So | told him the story. I said, Can you please change it and have stagiaire or
whatever. And the HR manager that was really very cross at me, and he said, No, I’'m not
going to change. But in the afternoon, all the female trainees had to go to the HR office and
all their badges were changed. So small victory for me. And again, it's not a fight, it's not a
struggle, but it's to speak up and say no. Then from this story, the general manager knew who
| was. So at the end of my internship, | knew | wanted to do F&B. And | knew at that time, it
was normal, everybody had to go through stewarding, which in the end is the best experience
in my life. But okay, that's a different story, especially about leadership. So | wanted to do
stewarding and then again, the HR manager. He didn't agree because that was not for
women, women, ‘real women’. I remember that. He told me ‘real women don't do
stewarding.” And I said, Well, this is bullshit. I'm willing to do it for three months. You let
me do it for three months. And if you don't like it, then you fire me. That's fine. But you
cannot say that | cannot try. And then again, | was cleaning in the kitchen or I don't know
what | was doing. And then the GM came along, said, Hey, how are you doing? Well, almost
my internship is almost finished. And he said, Oh, that's nice. Are you going to stay? | said,
No, I'm not going to stay. Because what | want is not possible here. And then he said, What
do you mean? It's not possible? I said, Well, | want to do stewarding, but the HR manager,
(who by the way, was an Italian old fashioned Italian) and doesn't allow women to go into
stewarding so | proposed in three months, but he does agree. So you know, then I'm going to
look somewhere else. So he said, Okay, okay, okay, this is okay, let me check. Let me check.
The afternoon, | had to come to the HR office, and I got the job. And | said, Okay, brilliant. |



signed for three months, and 1 did, and that was Assistant Chief steward. And | was below the
chief steward. And after three months, they fired the chief steward. And | became chief
steward. So you see, once again, was it a fight? No. For me, it was not a fight. Stand up for
yourself and be a little bit lucky as well. Right? You have to have a little bit luck that people
notice you and, and that they are willing to give you a chance. But that's same for boys or for
men. That is no different. You have somebody who believes in you and says, Go and do it.
Right.

Interviewer: Only differences that then they would have hired a man without a question to
be working in stewarding.

Interviewee G: Yes. So that's, | think the two, that's when | think about it, really two
remarkable moments that have really influenced my life. Very much. So otherwise, it would
not have given me the chance, then, I would not be where | am now.

Interviewer: That's for sure. Definitely. So I had a few questions about barriers. But | think
the examples that you gave, give me a good overview of kind of the barriers that you
encountered. And how did you overcome them? | guess it's just about speaking up for
yourself.

Interviewee G: Speaking up for yourself. And don't take no for an answer, right. If you
really want it, then you have to go and get it.

Interviewer: That's great. And from, like, all the experiences that you've had, and your
career progression, where do you see the next steps in your career?

Interviewee G:

Well, I'm getting an old lady. You know, at a certain moment in life, it's not about getting a
higher position or getting more money, it's more about getting a balance, a kind of a balance.
And I have been a workaholic as well, that's for sure. When | became a mother, I really
learned that there is more in life. And what I have now is okay, I'm almost 60. So officially
I'm allowed to do another eight years, let's say, | would rather look for more interesting things
around me. Then say, Okay, | want to do another step. | want more hotels. Oh, no, that's
finished. I want to broaden my horizon. | want to learn more about things that | am interested
in. So when the company gave me the opportunity to do MBTI, have you heard about MBTI?
That's a psychological module. Then | said, Oh, that's interesting that | want to learn about
when they asked me to do leadership, to do facilitated leadership courses. | said, good, this is
really what | want to do. So it's more about finding that than about saying 1 still have to
progress and get on the higher on the ladder. No, I would rather help other women to get
there, but me it's okay like this.

Interviewer: Well, that's great. So in that, in that essence, for example, like executive boards,
Board of Directors, those kind of positions would not be your next step in your career.

Interviewee G: No.

Interviewer: And | have a few questions then about your because above you have the
executive board, if I understand correctly afterwards? And | have a few questions about that
board if you if you know, so for example, do you know what the board composition is like? Is
it also quite male dominated is pretty equal in terms of male/female?



Interviewee G: In the hotel itself, the management team or the executive team or however
you want to call it, consists of 9 people and there are three women. | know that the mother
company is really striving to get more women into Board of Directors positions in general
manager positions. And I know that they are striving for that. But now if you really, really
want figures, | don't have them. So you'd have to ask somebody or see how I can find the
hotel.

Interviewer: Perfect. And how'd you perceive the dynamics then within that management
team?

Interviewee G: I'm not sure if you know, every kind of job has a kind of person. So financial
controller is somebody who is very focused on, of course, numbers. And revenue manager
focused on numbers, but then on the other way of how do we get them in sales manager is
focused on getting business. And I'm not sure if this has anything to do with gender, right?
It's just the type of job request the type of person to do the job. So when we see in a
management meeting, | think you rather see the focus of somebody then, if he is male or
female. I don’t know if I make myself clear?

Interviewer: That makes perfect sense.

Interviewee G: So of course, me as a female and in HR, | feel that it's important that we have
the balance that women are different in a meeting than men. But to be honest, | cannot say
that. Professionals are so focused on their outcome output successes, that it's more the job
than the gender.

Interviewer: Yep. And that makes perfect sense. It doesn't always have to be about gender or
anything. Well, that gives me a nice overview as well. I have a few questions about certain
principles of the stakeholder theory, but they're quite broad questions. And the first one is
regarding like, the stakeholders, and if you can maybe describe the relationship hotel B has
with the stakeholders, so maybe like also employees, guests, but also like suppliers or
competition, for instance?

Interviewee G: Okay. Well, of course, for HR, all of the associates are the most important
because in the end, the associates are our guest. They are happy. And then what do you want
to know the relationship?

Interviewer: How the relationship goes.
Interviewee G: Because I'm women or...
Interviewer: Just in general.

Interviewee G: Okay. So that's my main concern is the associates, that's for sure. That of
course, we have our owners, because we're a management company. And all the contacts
with the owners are handled by General Manager. We had, | have to say, procurement
manager, so purchasing manager, who handled all the suppliers, of course, and then then all
of us handle guests, right. So the front office, and all the operational departments, they are
involved with the guests. And then competition wise, we all have our own field of expertise.
So for instance, we have a monthly meeting with all the HR people from the mother company
managed hotels, and once a quarter with all the franchise HR people, there is a meeting with
all the luxury hotels of Amsterdam every quarter. So that's a little bit how it is in HR. And the



same counts, in fact, for all the different disciplines and that we forget somebody so the
associates, the guests, the suppliers, the owners, and then the competition, that's it.

Interviewer: That gives a nice overview. So it's quite there's always an ongoing discussion
with everyone. Every quarter or obviously with associates and guests is more like it's on a
daily basis.

Interviewee G: We help each other, even in competition. When we have a discussion, there
is a new law and somebody knows a little bit more about it than that goes really very, very
friendly, very helpful. Of course, the Director of Sales will not share contracts with the
competition, But if, for instance, they have to represent Amsterdam as a destination, then
again, they will work together, because there is more. But in HR, also vacancies or I'm
looking for an assistant front office manager, and then they say, Oh, I have somebody who's
ready, you know, and, it goes really well. Because in the end, of course, people in HR want to
make sure that the associates progress, and then they move on. But financially then it's a
different story, of course, and revenue manager will not share what the price strategies for the
corporate account for next year. No. But they will talk about the market and what makes it
hard, etc. So it's a little different perspective.

Interviewer: Of course. Also, like you said, before, we're talking about the differences
within the management team, everyone has their own discipline, and they will have their
specific characteristics. And then | have a question about the changing environment, like how
hotel B responds to changing external environment. So that can be for example, changes, like
sustainability. COVID, obviously, technology.

Interviewee G: maybe COVID. So, of course, in the beginning, we had no idea what was
happening, right. So, but then, we saw Oh, this is not going well. And then of course, you sit
together with the director of finance and with the general manager and say, Okay, how are we
going to do this? Besides all the restrictions that we have from the government and the one
and a half meters and, and the hand washing and sanitizers and etc, etc, okay, that's not that
difficult. You organize it, you buy it, you make it happen, and that's okay. But a little bit
more difficult of course, is staff. So we took inventory of all the departments and of all the
contracts, what kind of contracts we had. And then, well, which was very unfortunate, but of
course, people from whom the contract ended was not renewed. And we thought, okay, we
will manage until we thought, September, we will get back to normal, we hope to, and then it
didn't happen. So then not ending the temporary contracts was not enough. And then we
made a redundancy plan. And which has been executed in the meantime. So just to give you
an idea in January, we still had 227. associates. And now we have only 100 left.

Interviewer: Wow.

Interviewee G: 2020 was the toughest year ever. Because you know that all those people,
they have to pay their mortgage, or they have to pay the rent, and sometimes they have a
family and so has been terrible. Terrible. But how do you react? Well, if it would have been,
we have a kind of contingency plan in different stages. So if the business drops with this, then
these are the actions we take, very easy and low hanging fruit as they say. But then as it
continues to go into level two, then it gets more difficult. And then level three is even more
difficult. So this year, we were really in the contingency plan number three, the worst. And
we are still in there, right? So it doesn't look very promising for the moment. So let's hope



everyone gets a vaccine soon. And then that will go back to normal, I don't think we will ever
get back to normal. But the world has changed. Definitely. But that at least we can start
making some money again. Yes, that's, again, what we do for our owners, right? We manage
the hotel for our owners. And, we want to make sure that they want to make some that we can
make some money for them.

Interviewer: Of course. And, then I'm curious because traditionally, the hospitality industry
seems quite tall. Obviously, you've had to reduce the number of staff in the past year. But
how would you describe the hierarchy?

Interviewee G: Well, it's in fact quite flat. So we have, of course, we don't have that many
layers, in fact. And, of course, we stick to the CAO and the function levels for the payment,
of course, but it's not that the hierarchy is very high. No. And also, I think that the
management team is very approachable here. And this has even improved this year, of
course, because we all have to stick together to make sure that that we get positive so that we
stay positive. And it's an open door policy, everybody can come in. And now I'm not saying
that everybody walks in the Office of the General Manager, there is always a natural distance.
Let's face it. But I think with the others, it’s quite okay.

Interviewer: And in terms of departments themselves, would you say it's kind of all
centralized or coming from the top or kind of decentralized where each department organizes
their own department?

Interviewee G: Everybody organizes their own department? Of course, there are rules. Of
course, there are programs in HR, we have different programs that we have to use, which is
kind of mandatory from the company. But the way you do it, that's up to you. They give you
the tools, but it's up to you, you make it work for yourself. That's how | feel it.

Interviewer: That makes sense. And so | want to go back to what you said about now as
COVID. Like the management team is very approachable and everything. How would you
describe the kind of the communication style and decision making?

Interviewee G: Well, to be honest, the decision making in the last period was, was not a very
democratic decision process, of course, and | can tell you, | was there in the crisis of 2008.
And then | remember that we had a meeting with the area manager, and we said, okay, it's not
going well, we have to cut jobs. Let's try to do this together. And then if everybody thinks for
his or her department and say what you can do, and then we will come up with a plan, I still
have a nightmare on that meeting. Because what happened in that meeting was, of course,
that everybody said, you know , | cannot really do without my team member. And | cannot do
without this person. But then they started pointing but you could do without this person. And
you could do you know that at the end of the meeting, or at some point in the meeting, the
area manager said, You know what, forget it. I'm going to take you, and we'll take the
financial controller, and myself, and we will decide for you because, you know, everybody
protects his own department, right? So you don't say okay, you can take my assistant or you
can take my staff or you don't so, so that's what | learned in 2008. And then when this year it
happened again, | asked him, How do you want to approach it? Are we going to discuss and
he said that that doesn't work discussing I think we have to take the decision. And then when
the decision has been taken, presented, to the to the to the team, this is the plan, and that's
what we've done.



Of course, some of the management team members wondered Why weren’t we involved, but
then it would never have happened.

Interviewer: You would have seen the whole scenario again.

Interviewee G: | think normally, cause this was really a crisis situation, and then in the crisis
you need somebody who takes it and owns and says this is the plan, and this is the way
forward. This is how are going to do it. In a normal situation, of course, then we have a more
democratic situation of how we will do this, what is the best way...and taking the input from
everybody. But this year was really a crisis, so it didn’t work really that way.

Interviewer: I think it is also what you said, it’s about having someone own the situation.
And with your past experience obviously from 2008, it made all the more sense

Interviewee G: For me it was clear.

Interviewer: My last question then about this stakeholder theory is about the hotel goes
about formulating its strategy for the year or upcoming five years.

Interviewee G: So, this is kind of top-down exercise. So the mother company says what their
vision and strategy is for the coming years, and then it narrows down to the world, the
different parts in the world. And then, the area managers come and say, listen this is what we
want to achieve, and this is what | want to achieve in my area; GMs what can you give me?
How can you help me achieve those goals? Then the GM gets the goals, then the GM of
course goes down into the organisation to the management teams, and says okay, these are
my goals, what can you do to help me to achieve the goals?

So that is in fact the way it works. Now on a departmental level, so if an F&B manager, he
gets goals on revenue, cost goals, or guest satisfaction goals, engagement goals, and they all
get their part. And then of course, they go to their teams, listen guys, the room service, this is
my goal for the guest experience. So, what can we do to make this happen, and what do you
need from me? So that is the way it goes a little bit. Not a little bit, just how it goes. It is
narrowed down according to the departments.

Interviewer: That makes sense. Have you seen any evolution over the years in this regard, or
has it always been done in the same way?

Interviewee G: As far as | remember, that has always been the way it went. Cause in the end,
of course, you want also that all the associates know what we are aiming for as a company, so
we have to translate the strategy of the company into the strategy of your hotel and into the
one of your department. And everyone knows this is my part of what | can do to get the
company where it wants to be.

Interviewer: That rounds of the questions I had about the stakeholder theory. And now |
have a few questions about your own personal path. I think we have touched upon most of
them, in your introduction as well. Did you get support from friends, families, partners, in
your career? How was that for you?

Interviewee G: Like I said, business wise you have to be lucky. You need to be lucky that
the GM knows you, that you cross him/her at the moment you need them. Of course, friends
and family are very important, as a single mother, if I would not have had my mother, who
would, when | had to travel, who would say, listen, bring your son home and | will take care



of him so you can go and do your stuff, it would be difficult. So you need people who are
willing to help you. And | had that fortunately. Not in Amsterdam in the beginning. That was
tough. I came and especially in the beginning, I still had to make friends, I did not know so
many people in Amsterdam. Everybody was working. So | remember that finding a babysitter
was a nightmare! In the end, I managed and if you speak up then again there is always
somebody willing to help you.

Interviewer: | think what is quite interesting in this is that this, finding a babysitter, it is very
much something we hear mothers talk about, not necessarily fathers, who are still the fathers
of their children. So that is very much present.

Interviewee G: | hear, now, with the schooling, now the children are not going to school, and
| hear it here in the staff canteen, fortunately my wife is there, and she takes care of this. And
I also think, but why don’t you? Why should your wife do it? But that is true, it is still the
traditional role of the mother.

Interviewer: My last question in this regard is how you balance your private and
professional life. and | think you mentioned at one point it was more about work than
personal life, and now you found more balance in this regard.

Interviewee G: And that is what the young people taught me, also because I’ve got my son,
and | was a single mother, and of course, you have to keep all the sticks running. But also
what | learned from the younger generation is that, okay, | am a baby boomer, so I have been
brought up by parents who were still there in the war, so there were shortages, and | am really
brought up ‘work hard, work hard, work hard and save’. That was a little bit the way [ am
brought up. And then, of course, now, | remember the first time I had an interview with a
young man, and that he said I am willing to do the job but I only want to work four days a
week, because | want a day a week for myself. And | remember being like, what do you mean
a day a week for yourself? That would never have come up in my mind! But now, | think you
are right, the young people, the generation, you are right. It is not only about work, it is not
only about career, or advancing, it’s about personal development, about things and if you
need an extra day for that, take an extra day for it. So | learned that from you.

Interviewer: Glad we can contribute something good.

Interviewee G: You do a lot of things well, it’s all about respecting and embracing the
differences. | am very happy with Bryan, my younger assistant, who is very good with the
computer. He helps me out many times. But when it is about experience or how to handle a
situation, he comes to me, and asks how we are going to handle this.

Interviewer: | think HR right now must be so interesting because you have different
generations within the same company, so definitely! Well I think I am getting to the end of
the interviewer, with some questions about the future. So, I guess, right now, why do you
think there are so few women holding such positions? You mentioned in the 2000s, it was 7
out of the 150, do you see any progress, or why not?

Interviewee G: It is much better now. | do not know the exact numbers, but I know there are
many more female leaders. So we have progressed, we have progressed, and | do not believe
in the glass ceiling, that | honestly believe it is all in your personal approach, but the thing is
this motherhood is still...and we don’t facilitate, we don’t make it easier for women, right?



So if I think back now, if at that time there would have been, they would have said, listen, we
really want you to stay hotel manager, what can we do to make it happen. Then, at least there
would have been a discussion, and the burden would not only be on my shoulders. Because |
thought, I cannot make it happen. But there was not even the discussion on how, and | think
that is changing it a little bit now. That you see companies thinking about: what can we do for
those women to make their choices easier? Because that is it in the end. If they had said,
listen, I don’t know, I remember that in the old days the GM would still live in the hotel, that
you would live in the hotel. I am not staying that is ideal, but that could be a solution, that
your house is also in the hotel, it would be easier and you could say okay, I can quickly go
down or whatever. So there are possibilities, but they were just not discussed.

Interviewer: And do you think that is quite specific to the hospitality industry? Or is that
also generally nowhere?

Interviewee G: | think in the hospitality industry it would be easier, not easy but easier, if
you work for an insurance company, then they probably will compensate with money and
that you take an au-pair or whatever. But the possibilities within the hospitality industry are
there. You can create a house in a hotel, so it is possible, but it was never discussed, and |
think that that is perhaps changing. What can we do to make it happen?

Interviewer: And so, you mentioned maybe hosing within the hotel, do you have any other
changes you think would be useful to increase the number of women in executive positions.

Interviewee G: You need role models. You need people, but then I don’t know, when you
look at TV programs and role models, they don’t tell how they did it. It’s not pragmatic
enough. | think there could be more practical advice on how to do things differently instead
of just theory and the bigger picture, so what can you practically do. I think that could help.
But we need role models, that is for sure.

Interviewer: | think that is very interesting, | have also noticed that talking to so many
women holding very good positions in the industry, | realise | have never heard about these
women, all their stories are so fascinating with so many...everyone has faced different
struggles, everyone has overcome them in different ways. Every time | come out of an
interview, | think wow, this is what we would need in essence.

That was my last question. And maybe, is there anything else maybe | have not asked, which
you would like to mention? Or anything | could improve from my interview.

Interviewee G: No, | think you did really well. So I hope it was helpful. Let me know if you
need more, and good luck!
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Interviewer: | have just started the recording then maybe we can start with a small
introduction of yourself and your own professional career, professional background?

Interviewee H: | worked in the hospitality industry since | was little because my parents had
a small hotel and a restaurant. | graduated from Hotelschool the Hague in 1986, and | have a
master's degree in business administration since | was 40. | started to work for hotel A, I
worked for a private company in the hotel industry, and after that for hotel B where I'm the
CEO in the Netherlands.

Interviewer: All right, perfect. And how long have you been sitting as a CEO?
Interviewee H: Almost 13 years now.

Interviewer: And as you progressed through your career, did you encounter any difficulties
in climbing the career ladder?

Interviewee H: Of course, | did. And that's mostly personal, not really the company itself.
All the companies gave me good opportunities, but it's more personal challenges you have,
because you develop as a professional. You constantly learn how to be a manager, how to be
a coach, how to deal with problems, and in every job, the problems are different. Then, of
course, you mature and you grow up. So of course, | have had problems: bigger and smaller
ones, but not from a company perspective.

Interviewer: So more personally, in your personal growth? As anyone in essence would in
their own development?

Interviewee H: Yes

Interviewer: | guess, that could be seen as a barrier for some people in terms of personal
development, if it's too hard.

Interviewee H: Of course! Or you will have to work with people you don’t get along with,
you cannot work with, or you don't know how to manage them, so it's a personal growth.

Interviewer: And how did you personally, overcome that, take on those challenges and
overcome them in your different jobs?

Interviewee H: Sometimes you just have to accept that not all people will be like you, but
they have to respect you. That's more important. When people like you and don't respect what



you're doing, you have a problem. If people respect you and don't like you, then that is a fair
deal, that's what it is. So you have to deal with that.

When the personal development became more serious, | had personal coaching. That helps a
lot because your friends and family, they can listen, but they're not professionals. They
always look at when you were young, or they say, “Yeah, but you've always been that way”
and that doesn't help.

It's always good to have somebody to talk to and that can be a professional, or that can be a
colleague, or somebody else. So I think you always find someone who you can share with
and they have to be a good listener. | don't need somebody who says what to do. To me it
helps when I can talk to somebody about the problems I encounter. While talking, | give the
answers as well, so I need a good listener. Sometimes when I had problems with people, I had
to talk to them. Sometimes I have to accept that that's my character, and that’s the way I am.
These problems | recognize, and it helps not to try to solve it right away, but take some time,
because when you don't touch the problem for a few days, it's sometimes different. So that's
what | do.

Interviewer: So very much about communication, discussing openly and also finding
yourself, self-discovery, as well, a bit and learning who you are.

Interviewee H: Yes!

Interviewer: And then | guess, we can maybe talk a bit about your own experience in hotel
A. Because I'm focusing specifically on executive boards. And I'm wondering if you can tell
me maybe what the board composition is like in hotel A?

Interviewee H: We have a management team. And we have an advisory board. | meet them
four times, five times a year and it's a non-executive board. | have to make reports on a
variety of things, we make a dashboard, it can be human capital, financial... It's about
investments, it's about liquidity, it's about ratios, strategy... The non-executive board consists
of two women and three men. And then my management team is six people, four women and
two men. Within it, we have a finance and ICT manager, human resources manager,
commercial manage and operations manager and a manager who is in charge of the real
estate.

That’s the team, and they all have their own responsibilities, and we meet now via Microsoft
Teams, once every other week. We have a management team meeting for three hours and an
agenda. Some topics on the agenda are fixed, and some are flexible, depending on what we
have to discuss or decide on. We have a Works Council, and we have 20 hostels and each
hostel has a hostel manager. A lot of what we do is centralized, so we have a centralized
financial administration, the accounting and marketing and sales and regional managers for
operations. Lots of work has been centralized in the head office, and there we have around 35
people.

Interviewer: So in the end, | guess, with that head office and the management team that you
just explained about that would constitute kind of the executive board and then underneath
that you have the hostel managers and they manage their property.

Interviewee H: So the executive board or team is the management team.



Interviewer: That makes sense. And in terms of the constitution, within that board, | have a
few questions, in terms of skills and competencies, do you see any differences in terms of
skills and competencies?

Interviewee H: | don't see them as male or female because the typical man and woman
issues are not very notable in our team So it's very funny, because when you read reports
about what the male management style is like, sometimes the women have more of the male
management style or the other way around, depending on the person and what is going on. So
in my team, we don't experience this male and female.

Interviewer: That makes perfect sense as well. | guess it's also very much about the
personality and the role that you have, whether you're HR, or finance.

Interviewee H: Yes, exactly, and it's about who you choose in your team. Of course, it's nice
to have a mixture of men and women, because that's how people look at you. If we only have
a male board or only have a female board, then people mention “Oh, there should be more
male or there should be more females.”, so it's good to have a mix, but I realize it doesn’t
make any difference to me.

Interviewer: And that's also perfectly fine. And I've also heard in other interviews, it's more
about the roles and the tasks at hand. Then I guess we can maybe talk about the stakeholder
theory perspective, which I'm looking more into for my research.

Then the first question | had is, if you could describe the relationship that hotel A has with its
stakeholders?

Interviewee H: And then any stakeholders inside or outside the organisation you mean?
Interviewer: Exactly.

Interviewee H: We like to have stakeholder relationship in partnerships, with any
stakeholder we have or choose. It can be purchasing, so when we purchase materials or
products from a company, we like to be a partner. We think about what we can do more
together than only buy the product. For instance, environmental progressive processes or
corporate social responsibility is always something we talk about with our partners and with
all our stakeholders. That's very important. We like to communicate in a very open and easy
way. I'm very direct in communication and | think we do that with all our stakeholders. It's
really a partnership for the long term.

Interviewer: So it's not just like a business exchange, with I need this, you need that. That
gives me a nice overview, and how does your organization respond to a changing external
environment? So let's say for example, changes in technology, you also mentioned, for
example, the environment, also lately COVID. How does hotel A deal with these changes?

Interviewee H: Well, corporate social responsibility, that's in our DNA, so that's on our
agenda every day. And it's not because of what is happening in the world now, we are
established in 1929. We are a very social organization, and we don't have any shareholders
,50 there's no problems with shareholder values, and dividend or those challenges. And
actually, we are a social enterprise, so that's very important to us. We really deal with
corporate social responsibility.



COVID 19 is another topic. Every year, we make a risk analysis and report this. And we use
it to see if we have to change our way of working, or we have to make plans with any high
risks involving. But Covis 19 was not foreseen of course. . . In the risk analysis, there was a
kind of pandemic danger, but never as big as this one, all your employees can have the flu, or
you forecast a closure for one or two months. But not as long as this crisis. So that was really
hard. But because we have this open communication and partnerships, it's easy to talk to your
stakeholders and see if we can team up and share our experiences.

Interviewer: Well, that makes perfect sense. | mean, in these times of when no one knows
what's happening, and everything it’s important to keep that communication.

Interviewee H: And I think it's good to have a good relationships also in the good times,
because then you don't need to introduce yourself in the difficult times.

Interviewer: And I think we've touched upon this. Well, you mentioned, communication is
very open very easy, with all your stakeholders, and | guess that's also internally with your
employees. But how would you describe maybe the management style within the
organization, in that regard?

Interviewee H: The hierarchy we have is only functional, so when it needs to be there it is,
but it | don't think people feel it really. The working environment is very open, we are easily
accessible, it's a bottom-up organization. For some topics, you need to have some top-down
views and action, especially when you have to react very fast, like in COVID times, but most
of the time, we try to involve everybody to find out what's best for the organization. In the
end, | think when everybody is involvolved, it stays longer.

Interviewer: And so you've already touched upon in the hierarchy within the organization, as
very functional? And I'm curious, because you said at the beginning that it's quite centralized
in the head office. In terms of organization, like daily organizations, is it more decentralized
in terms of hostels? Or how does that work?

Interviewee H: Well, we centralize for example, bookkeeping, sales, but we see ourselves as
a service office, not as a real head office, So we listen to the hostel managers, we have
employment surveys, and every second year, we ask the hostel managers what they think
about the departments in head office. and they give point of improvement. So, of course,
there's a head office, but I we have lots of working groups, where people can attend and share
their ideas. For communication purposes e.g. we use an app where everyone can give their
ideas or opinion and where we can talk to each other. So we try to communicate on an easy
level. We don't have big folders with policies and procedures, but of course, we need to have
some agreements on common ground for common things to guarantee a minimum standard
and quality.

Interviewer: That gives me a good idea of the hierarchy and also the role of the head office.
One task, that's usually, I guess, given to head office or to the hostel manager is formulating
the strategy. I'm curious as to how hotel A, goes about formulating their strategy?

Interviewee H: How we do that?

Interviewer: Yes



Interviewee H: We have a strategic plan, and we review that once every three, four years.
The strategic plan is made by the management team. Depending on the topics, we have
working groups, and ask them for their opinion. Only in strategy, | realize it's always hard,
because people in the hostels are more operational. The feedback is mostly operational, but in
the end, you can have a good feeling of where we have to work on. Of course, we have to
look at our competitors, and our financial situation, where we would like to grow, how we
can improve, improve our quality, and how we can work internationally with Hostelling
International. Those topics are in the plan.

Interviewer: Perfect. | think that rounds of the questions I have on stakeholder theory. And
perhaps one last one is, because you've been there for 13 years now, did you see any
evolution? In terms of the way things were run in hotel A. Or were they always since it was a
social enterprise has always been run in this fashion?

Interviewee H: No, it has been changed, because | was the first CEO with a hotel
background, and a more business-like background. I started in an economic crisis, so we had
to change the way of working anyway, like we have to do now again. But because there was
increasing competition, starting in that period in 2008, with more competitors, we had to
improve our quality of food and beverage, the quality of the property, so different restaurants,
different rooms and more upgrades of everything. Before that, we were with all the hostels
with Hostelling International, the first and only player in the field. So with all the
competitors, and there are so many now so we needed to improve our properties, and that's
what we have been doing the past 10 years. And it also became more financially driven to
become more financially sustainable.

Interviewer: And terms of size, you've always had the same amount of hostels within.

Interviewee H: No, we had many more. When | started, we had 30, but there were some
franchised, and we sold properties.Because of the quality we had to invest in those properties.
And we made a business case and thought that we never could win back the investment we
put into that property. Or locations weren't really interesting, but they were historic locations
in the sense that they had always been there. At the time it made a loss and we thought after
renovation, it will still have a loss, we decide to sell it.

Interviewer: That makes sense. And then there is that was the last question then in terms of
stakeholder theory. Then, I guess the next part is more your personal path, which as is more
optional and isn't intended in like the very stereotypical idea like those typical questions and
interviews of how women manage the personal and professional life is more intended to
understand kind you still feel like those barriers, those stereotypes prevail in terms of
personal professional life.

So first question is, if you had to make any choices regarding your personal life to get to
where you are today?

Interviewee H: Did | have to make choices, is that your question? What kind of choices do
you mean?

Interviewer: in terms of like, having to maybe miss out on a like social life? Or if you had to
prioritize your work over being with family, for instance?

Interviewee H: No, not more or less than any other person?



Interviewer: And you also mentioned at the beginning, which | thought was quite
interesting, like getting support from your family or friends like talking to them? That's not
the same as talking to a professional or talking to a colleague. Did you still have like that
support from families and friends in terms of...

Interviewee H: Sure. And it changes as well, because in the beginning, when I started in the
hotel industry, my mom and my dad, as hotel owners, could help me. But when you are in
problems, e.g. you have to get a bank loan, it is becoming more complicated . So now for
example | have a lot of support from my non-executive board.

It also depends on the topic, I try to find somebody who can help me in my field. And, you
know, when you have a tough period because of anything, then an external coach can really
help. Because they are not personally involved, so once in a while, it's really interesting to
talk to somebody.

When you go to a professional coach, they just listen to you and they don't know anything
about your youth or whatever. Your friends and family see it differently. But sometimes it's
more about talking to the coach, the coach asks questions, you give an answer. And by
answering those questions, the solution comes up. It’s also about sometimes accepting who
you are.

Interviewer: That makes perfect sense. And then | guess the last questions are in the future
perspective, | don't want to spend too much time on why there's so few women but maybe
where you see the changes happening, where do you see like the progress being made?

Interviewee H: In men and women you mean?
Interviewer: In terms of representation.

Interviewee H: Well, there's a huge discussion going on that there should be more women in
boards. I think you always have to hire the best person. Of course, when you have a vacancy
in a board you have to look at the competencies you need, what skills do you need in the
board and then people apply to the job, I think you should hire the best person for the job and
not look at men or women or culture or whatever. And when men and women are equal
qualified and your board is fully male, of course female is good for the balance. I think 1
would feel very offended if they choose me because I'm a woman. | want them to choose me
because I have the right skills. There’s a percentage, a law, multinationals should hire at
least one third of their boards, for non-executives, one third should be female. | have a little
problem with that, because you have to hire the best person. But if that doesn't work, because
in the company itself there is a different culture and , the non-executive board is really male,
and they don't like females or they have the stereotyping, then, of course, you can help the
women by having this law.

But I think stereotyping in boards is less and less going on, because the world is changing.

On the other hand, when you have vacancies for a non-executive board, and you have 10,
perfect candidates, and there are nine men and one woman, the chance is that the vacancy
will be filled with a man because there were nine men and only one woman applying So if the
women don't apply to these jobs, because they for example , like to work be part time, then
it's the women who should change to more full time work. .



Interviewer: So maybe it's also a question of pipeline of having the women get to the
position where they apply for executive and non-executive boards through their career or
through having worked full-time...?

Interviewee H: Yes, they should apply more, that's it. And of course, the culture in the
organizations should be open to both men and women, but the number of women applying to
those jobs are still very few.

Interviewer: Do you think that's mainly because no one's full time job?

Interviewee H: In non-executive boards, no. In executive boards, yes. But being a member
of a non-executive board is not a full time job. So for the non-executives, they will apply.

Interviewer: And for executives, the barrier is...?

Interviewee H: That's a matter of, | think, working at least four days a week, otherwise, in
three days a week, you cannot hold an executive position.

Interviewer: You think, for example, having four day workweeks for men and women, that
would be...

Interviewee H: That helps, that will help, yes.

Interviewer: Perfect. Well, | think those are very interesting answers, in terms of the quotas,
because we hear a lot about them, and | feel like I've interviewed a lot of women who, and |
totally agree with it. You don't want to be the token woman who isn't there for the skills that
it's very, very degrading for the work that you've put in. So I think they're all really good
points. Also the four day work week.

Interviewee H: But Diane, | hear women from your age, they finalize a University study, and
decide , as soon as they are graduated, to work part time. And for women, it's not a wise
decision to my opinion, because then you never can have a nice executive job. It is always
wise, to my opinion, to be independent and most of the times this means to work full time.

Interviewer: Already, when at the at the exit of university, is that kind of shooting ourselves
in the foot from the get go in terms of choosing the working days? Well, I'll make sure to
start with five days.

Interviewee H: Do it and working is really nice.
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Interviewer: I've just started the recording then. So for the interview itself, it will be about
your own experience, how you've experienced the hospitality industry, your experience also
within the boards. Also some questions about the stakeholder theory kind of general
questions about that within your position. And there's also some personal questions which |
leave optional for you to answer or not answer based on what you are comfortable with. And
then kind of the future perspectives that you feel are important for the hospitality industry. Do
you maybe have any questions before we start?

Interviewee I: Nothing really, let’s go!

Interviewer: And then maybe we can start with a small introduction of yourself as well of
your professional background?

Interviewee I: My professional background. | started at Hotelschool, the same as yours. But
of course, it was a little bit different back then. | went there because | wanted to go into the
hospitals, but it ended up completely different. And | went abroad, | wanted to go abroad, at
least during one traineeship, but my languages were not good enough. So | ended up in
Aruba, which is the Dutch Antilles. And when | came off the plane, | had to speak English
because | had to work with the consultants, Canadian consultant, English speaking. And so |
had to learn English. And I learned English in three months, so | was at a hotel opening for
400 rooms for Hotel A at that time, and they did a lot of openings. So | became more or less
in a task force team, the housekeeper to open hotels a little bit everywhere in the world. So |
went to France, | went to Ghana, | went to Amsterdam, and opened a lot of hotels, and then |
stayed in Paris. Then I went to hotel B in Paris for the opening in 92. And in fact, that was
that's funny, because they took me because | spoke fluently French and English, maybe not
fluently, but at least better than most of the people. Because the French didn't speak English.
And the English didn't speak French. They looked for a lot of people who did both. And my
languages were bad at first, but in fact, with those hotel openings, I improved them
significantly. So that's my first lesson in life is that whatever they say at school, it cannot be
always true. You know, it's possibly not true, because it can just be the methods which are
not aligned with how you work. So you can do much more than you think, that's the lesson
learned. And | stayed, did a lot of different things started this executive housekeeper, did
security, did HR, did development, optimization of staff. And bit by bit | went up also,
because there was a leader who was keen on me and trusted me. So he took me each time he
got a promotion, he took me up with him.



And then I left in 2006. And | could work for hotel C, that was apartment hotels, and it was a
joint venture between two groups. And they looked for somebody who spoke languages
again, and who worked internationally. So | represented in the joint venture hotel group A,
and the goal was that there were a lot of apartment hotels in France, but not in Europe yet, so
they wanted to open 30 in all big cities. So during the time | was there for two years, we
opened a lot in Vienna, Berlin, Brussels. Rome. So that was for me very nice experience
because | got to travel in Europe. And | also realized all the things I've learned in hotel B in
fact. So then in 2010, the hotel group asked me to become the first female country manager in
the Netherlands, very small country, but big money for them. So of course, | took this on me.
It got bigger and bigger and then | got Benelux. And then, four years ago, | think, four years
ago, they asked me to come to Paris to work on the worldwide transformation, because I got
known as a person who dared to change things, and knew a lot about leadership and those
kind of things. So then | went there, and that's where | am, till October. And, you know I told
them already that | wanted to leave. And then, of course, due to the current situation, they
asked me to leave sooner than | wanted. But I'm completely fine with that, because | wanted
you to leave anyway. So there | am.

Interviewer: So a whole career in hospitality.

Interviewee I: Yes, | never went to hospitals. That's the funny part. You look at all my other
colleagues from the class, you know. They're all out of hospitality. And that's pretty funny.

Interviewer: Why do you think you would be one of the only ones perhaps to still be in
hospitality?

Interviewee I: Oh, that is probably due to... First of all, I think a lot of them went straight
away out after six months. Because at that time, and | don't know if it's still the case, but
sometimes if [ say it was like that people say yes, it’s still like that. And I think there's still a
lot of traditional shit going on. But | know that you had to wait so long for a promotion. So
then they start in the dishwashing. And then we will tell you when you are ready to get a
promotion. So people got fed up, you know, because you did your four years of study. So
that's one reason. | went to housekeeping and nobody wants to do housekeeping. So | went so
fast. Within six months, | was already the assistant of an executive housekeeper. And then a
year later | was executive housekeeper. It went fast after.

Interviewer: So you mentioned, like the difficulty of getting promotions. Also, we hear a lot
about maybe difficulties women face in climbing the career ladder, do you also experience
that in your own growth?

Interviewee I: Now, probably, if I would have chosen F&B, that would have been the case.
Perhaps, but first of all, I didn't really think about making a career. But what I did differently
than most people in hotels is that they go for the easy or the most common, most recognized
way to get promotion. So you are a team leader, and then you become an assistant manager,
then you are manager, then you become the department head, then you become something
else, etc, etc. | did that a little bit differently. Now, first of all, nobody wants to do
housekeeping. So that's an easy one. So at 24 years old, already | was an executive
housekeeper of 400 room hotel. So that's fast. Because nobody else wanted to do it. And that
was one part. But after that, | was willing to do anything. | wanted to change every two years
and take projects on where | felt I liked them ethically, people wise and that for projects



nobody wanted to do or because they were political complicated or there was this or there
was that? So within hotel B, for example, | got the name like okay, if nobody can do it, give it
to Caro and she can do it. Because | know operation so nobody can tell me anything. I can
talk with all levels. So I can talk with room attendants. But | also can talk to people high in
the sky so I think that’s what I dared to do. And that that's why I went up in fact. And but
going up was not the target on itself.

Interviewer: So you didn't face like any need barriers in your growth?

Interviewee I: Of course, of course. Also because, especially in hotel B it was a lot of
politics and if | spoke up, the men didn't like it. No, no, | saw harassment, | felt harassment. |
saw things, if you didn't do what the men expected, then you had a problem. And if you don't
have a backup, then you get killed as well. So you have to have your sponsor around. And if
the sponsor is gone then it's rough. That is rough.

Interviewer: So in essence, you would say like, the way to overcome those barriers is having
a mentor or sponsor?

Interviewee I: Not a mentor, because a mentor helps. No, you need somebody who is
backing you up. Not anymore, by the way, now that's much less but at that time, | really
needed somebody, because otherwise people wouldn't respect what | say whatsoever. So if
you don't have anybody who says what she says is right, or what she said, you have to listen
to at least, then you are just a low, small little girl suddenly, you know, and then everything
you say is nonsense. And it has always been like that, but he backs you up, but | don't give a
shit about you, you know, that I've seen.

But I also have seen the other parts. | saw the change coming. Like everything | said people
listened to and | thought: Hey, that's weird! So that also has changed. So that's what | mean.

Interviewer: And in that sense afterwards, from hotel to hotel group A to also becoming
country director. And how was it within hotel group A? Do you see any difference there in
terms of barriers maybe?

Interviewee I: The Netherlands was a very small country, they were proud that there finally
were women. So that helped. They saw it like, we will see if she can manage let's try a
woman, you know, that was in that time the message. It was like, Okay, let's give her a
chance. And then, of course, myself, also, | had my own struggles a little bit, because | had
something like, oh, okay, now I'm number one of the country. So how should I behave? And I
didn't know. And I got so tired of myself that | said to myself, hey Caro, you are the first
woman, so you can invent everything, that you are supposed to do and be yourself. And that
was there was a relief? Because | had to deal with development of hotels, | was negotiating
on big amounts. And | sometimes thought like I cannot do this, | cannot do this. But then at
the time, or how am | supposed to do it, because there was nobody to guide me. And then |
just decided I'd be myself. And sometimes 1 just say | don't know, you know, be more
vulnerable, and just be yourself, then you function much better effect.

Interviewer: That make perfect sense. And then I think that leads on very nicely to maybe
your experience within that board and being the head of that country. So if you can maybe



explain a bit more in terms of because you were then, head of the country, but was there like
a board surrounding you? How did that work?

Interviewee I: | had the board of the country, and then the board of the Benelux yes.

Interviewer: Can you perhaps maybe explain the composition within that board? How was
it? Did you have any other women with you on that board?

Interviewee I: Oh yes, because it was my board, so within a year, | had already because there
were only men in the beginning and I think one woman and then within a year, | had already
three, four women. And not particularly because of the fact that, of course, | was more open
to hiring women, but women who presented themselves for the jobs were better than the men
so clearly, because they have much more emotional intelligence. | wanted to change a lot of
things. So that's how it turned out that there were a lot of women coming in.

Interviewer: And that was the board then for Netherlands and then expanded to Benelux?
And so was that a different board?

Interviewee I: That was a different board because we have to rationalize the country. So we
wanted to combine so yes, we had two offices from the past that we had to make one,
although they were in two different areas. So we traveled a lot, or the whole board traveled a
lot between Brussels and Amsterdam. And I, of course, | put the weight in there 50% Belgian
and 50% Dutch that nobody felt bad about the choices | made. | made it very conscious.

Interviewer: Within that board, | imagine you also got women along with you. And did you
feel a difference, let's say between when there was only you, like at the beginning, when it
was only you and one woman in terms of balance within the board discussions, and
afterwards, when there were more women?

Interviewee I: Oh, yeah. Okay, now you're talking about the hierarchy above me, you mean?

Interviewer: | mean more like when you were, let's say, having a board meeting, when there
was only you and one other woman at the very beginning, and when there were more
women?

Interviewee I: But you are the boss, you don't really have to feel it like that. That's why |
asked you, I participated, of course, also in a part of Europe, okay, when | was a long time,
the only women so then if you are only one women, and that I've been a lot, then they don't
really take you completely seriously. Because then you have to adapt to the men, right? They
always say at the 30% points there it switches, because then you have three women when you
have 10 people, and then you are really accepted. But as soon as you are less, or as long as
you are less you have to adapt to the men's world more or less to, to function.

Interviewer: Kind of man up?
Interviewee I: Exactly.

Interviewer: Then, in essence, | think it was very interesting what you said, also, to go back
in terms of like when you had to think, Okay, | need to do this my way. And now like, | may
not feel like I'm up to standard, but no, I'm the number one so I do things how I think they
should be done. Which skills maybe like hard and soft skills, do you think you brought
maybe to the boardroom in that sense?



Interviewee I: What | brought to the Netherlands is accountability to everybody. Be ready to
change because hotel group A was very dusty, | didn't want to work there, in fact, it was
boring. It was boring. And people were more like managers than leaders. So that's the
mentality | tried to change. So I think | brought a lot of vulnerability | brought a lot of it is
okay to dare, it is okay to make mistakes. So | opened the space up, and of course, not
everybody followed, but I did a lot of clean-up as well, because there were a lot of, you
know, those general managers, who thought they were God. So | changed that mentality as
well, 1 set up leadership courses, which were a little bit different than what they had before.
So people who thought they were God, they had to come down a little bit and start to be
normal again, you know.

Interviewer: Back in touch with reality. Well, that's great. | think that gives you a very nice
overview then of your experience. | have some more general questions about the stakeholder
theory. And my first question is, like how you would describe the relationship hotel group A
had with its stakeholders, and that can be both internal and external stakeholders.

Interviewer: And then you talk about the hotel group A Netherlands. Okay. When | came,
for example, our franchise hotels were not important, but | had the mission to improve the
number of franchise hotels, increase them. So but for them, it was not interesting, you know,
those franchise because we had our own hotels. So that's the first thing | did. | took them all
for lunch, and it was the first time that it happened. So that was a very, very important point, |
think, which I changed. What | changed is to put franchise hotels in the center of what we
were doing, because | said the franchise hotels are happy with what we are doing. We
understand why we are here for him because running own hotels is easy, but franchise is
more difficult. So that's one thing. So then also, we got more and more franchise contracts.
Danny deadtime, you've wanted to become asset-light. So we sold a lot of a lot of franchise
back or sales management back or those kind of constructions. So | think we were known as a
reliant partner who discussed real and, I think open, fair negotiations.

Then for procurements, there were also some issues because our procurement image was
really a little bit like Ahold in the Netherlands with the supermarket that we squeezed people
out, you know, I really created Win-Win situations. And long term partnerships, instead of
always being on the penny. We looked at other things than only money, price, cheaper,
cheaper. But we looked for quality, we looked for sustainability, for example, we looked
really for Win-Win situations. Then, the employees, of course, we did a lot to get better
engagement. So then we did that through leadership, also through a different way of
recruitment. So we'd much more looked for other profiles than only technical skills. Is that a
little bit what you were looking for.

Interviewer: That's really interesting. | also like the idea of having like partnerships, rather
than just like an exchange like you give me this, | give you that kind of mentality.

Interviewer: Also in innovation, we did a lot. So we tried also with our partners to innovate,
to find new ways of working, for example, we were so inefficient and | am a housekeeper. So
| knew a little bit about it. But then when | visited the hotels, | saw a linen room. And they
still somebody took the sheets from a trolley, and then put them from the trolley on the shelf
in the linen room. Instead of counting what should be in the trolley and put the trolley in the
room, you know, instead of having somebody who’s back hurts all the time. So then we
figured out with the linen company if they couldn't roll the whole thing already in the linen



room, you know. So that's kind of things we work together, like how can we make the work
more fun? And find ways to optimize the way we work? So that's not always that makes it
cheaper, but it makes it healthier in a way, you know, sustainable, more sustainable for
everybody.

Interviewer: Definitely. And then, I guess, in kind of the same regard, how would you
describe maybe the manager's management style in terms of decision making and
communication? Because it seems like there was a lot involved with the employees with their
well being as well, from what you described.

Interviewee I: You’re talking about my management style
Interviewer: Within hotel group A let’s say.

Interviewee I: When | came, it was very old fashioned. So I think what | did was really role-
modeling, that you could always talk to everybody. So there was a shock, because when |
visited the hotels, a lot of people were only use that you talk to the general manager, and
perhaps a head of departments, but addressing yourself to people who are working really on
the floor wasn't normal. So that was a little bit like, Hey, what's happening here?

And there was some mismanagement. But in general, what we did is say that if our
employees are happy, it's the only way the guests can be happy, or can become happy with
the service. So and that was quite new, | must say.

Interviewer: That outlines it pretty well. And then, in terms of, because we have talked
about, GMs, heads of departments in terms of hierarchy within hotel group A. So would you
say it was quite a centralized kind of hierarchy or decentralized?

Interviewee I: There was a lot of centralized but in countries we did what we wanted, and |
was rebel, so | did what | wanted. Although when something was good, we took it of course.
But for example, the company was organized by brands. And I of course had seven different
brands in the Netherlands. So when the digitalization came up every brand was thinking yeah
what do we do with online check-in? What do we do with online check-in, while the online
check-in was already there. So we couldn't wait till Paris finally came to their programs to
decide whether to do with online check-in. And that was the whole thing that was so stupid,
instead of putting the brands together and asking, like, what do we do with online check-in,
they all were figuring it out? And when they came with the final solution, we were already
done with it. So that was a little bit silly. But the world became faster and faster. So that's
why | went later on to Paris to make things more agile and come up with more kind of things,
solutions for the countries than only doing this like, okay, let's think about it. And then we
got to test it. And then we got to send. It didn't work at all anymore. It was good in the past,
but not anymore.

Interviewer: This the speed of things was just way too fast for that.

Interviewee I: And also stupid because they thought that when you work for Novotel, you
always would work for Novotel. But we know in a small country. It's not the case. You prefer
to work in the office next to the Novotel than work in a Novotel in a completely other city,
you know? So it was stupid.



Interviewer: And you've already stated the technological advancements? | guess right now
the I think about COVID. But how did hotel group A Netherlands respond to changes in the
external environment?

Interviewee I: When | came to the Netherlands, it was in 2008, we had the big financial
crisis with those banks. So I arrived when the RevPAR in the Netherlands was minus 30%, or
something, which is nothing in comparison with now, but anyway, we thought then, we
would never get over it, but we got over it. So when it happens, you just have to see how you
can not only decrease the cost side, but how you can be creative and how you can make the
difference with your competitor, right. And that's it, and trusting people and give them the let
them do initiatives, tests, and try. Try everything you can to make a difference with your
competitor.

Interviewer: Yep. And then the last question | have regarding the stakeholder theory is how
you went about formulating the strategy?

Interviewee I: First of all, there is of course, a big vision from Paris. And then you have a
look in your country. Like what's happening here? The strategy, that is one of my strengths. |
think I'm visionary at a certain point, when | have little dots everywhere, then suddenly | see
it, then I'm going to talk to people like what do you think? What do you think? And also with
stakeholders, | mean, not only with because the partnerships, of course, don't happen alone.
I'm not going to say | want a partnership. No you are talking to them, you are sharing a
vision.

A strategy is very important to share as well. And you have to make sure that it is everywhere
in your organization. Because | remember we had a lot of outside trainers, for example, team
builders for each hotel, and I don't know what. And that was the biggest stupid thing we
could do. Because those team builders, it was always somebody who knows somebody and
he came in, but he even didn't know the hotel group A strategy. So yes, they do a team
building, but you don't do it towards the strategy we've chosen for you? So that's something
we changed as well to make sure that the people who trained were aware of what the message
should be which they were selling in their training.

Interviewer: That makes sense. That gives me a nice overview then, of the stakeholder
theory. And then | have some more personal questions, which | said are optional for you to
answer. So you can choose as | go. My first question is if you had to make the choices
regarding your personal life to hold the positions that you had.

Interviewee I: So if | refused a job because my personal life, is that the question?

Interviewer: or if you had to if you weren't accepting a job, you had to make any decisions,
like one way or the other if you refused a job because of your personal life, or if you had to
make choices in your life to accept a job.

Interviewee I: The only one, of course, when | came back to the Netherlands, because we
lived 19 years in France. | was alone with my two kids, my two daughters. And then of
course, | discussed with them when the person asked me, Do you want to become country
manager, | said, | would love to, but now | have two kids, so | have to ask them. And they
both agreed after a little bit of discussion. So then we went. But for the rest, | always
accepted everything. And of course, in the long run or when you get more experience, you



also say to conditions more or less, like, Okay, I'm doing this, but I also have to take care of
my two Kids. But you know what it is? | mean, oh, it's a very demanding job. But the higher
you come, the more you choose when you work.

Interviewer: Because if they want you then they’ll accept the conditions

Interviewee I: Exactly. But I never think that you cannot do a job because there are too many
constraints. It's all about organising your day to day job. Because of course, when | came
back to the Netherlands, | had a big problem, because people were looking at me like, Oh,
that must be a bad mother, you know, to have a job like that. And then having two kids at
home. That was a shock to me, because in France, you don't have those.

Interviewer: | was just about to ask if there was if you saw any notable differences, maybe
between France and the Netherlands in that regard.

Interviewee I: Definitely. Definitely. So this is one that you are not supposed to work full
time, with two kids, alone. That's not done. And | think still, it's an issue. Then the second
thing is, of course, you don't work full time. As a mother, you cannot work full time. It's a
whole thing in the Netherlands.

And then you have the whole social system. So when you go to the doctor, you feel that the
doctor has a problem with it. When you go to schools as well, they don't understand that
you're not always there or available for all their meetings, you know. So that kind of thing.
You have, of course, the whole organization around the schools, in France, the kids ate at
school for lunch, warm food, and in the Netherlands that’s just not possible because you eat
bread, and then in the evening, you have to cook. For me, it was much easier when they had
already their warm meal, but there are little things and then you could leave them at seven
o'clock in the morning and pick them up at seven at night. And in the Netherlands, you can
bring them at nine. But if you have seen so many mothers stress at work, because they look at
the watch and the meeting is taking too long, because otherwise they get punished by the
organization where the children are, so it's so different.

Interviewer: It's also very interesting. Also the reason were focusing on the Netherlands
because it is always seen as a progressive country.

Interviewee I: Not in this case, it's definitely not. You are not allowed to work and have
children. In fact, as a mother, as a father not, but as a mother. That's weird. And | stimulated a
lot of women to continue working. There were a lot of women who want to work five days
but they felt obliged. And then I said okay, then you work one day home, | think due to
COVID that is changed forever, because you can do a lot of things from home, now. But in
that time and | said you work home, and they would say no, but I don't work from home
because then my kid perhaps... | said, but if I call you or somebody else calls you do you pick
up the phone? Or do you call back when your kid is in bed? And she said, Yes, | said it's
working. So don't say you work part time, take your five day money, and make sure you're
always available. Because you are always available.

Interviewer: And you can still get the job done, regardless of whether you’re in the office or
not.

Interviewee |: Exactly when the kids go to bed, you can still work an hour, etc, etc. So |
don't see any problem.



Interviewer: And then you also mentioned that you got the support from your daughters
when moving to the Netherlands? Do you feel that personal support, like in the people that
support you? So friends, family, and...

Interviewee I: In France, | had my whole system because | didn't have family there. So | had
a complete whole system. But that was easy. And when we came here, it was pretty clear
from the beginning that they were big enough, because of course, they were used to the fact
that I was working. So they were at that age that they could stay alone. My eldest could cook,
you know, so that was okay. But still, | had a support system for emergencies or whatsoever,
of course.

Interviewer: And then to round off interview, | have some questions about your perspective
for the future, maybe? I think the first question was, Why do you think there are so few
women currently holding these positions? But | think we already talked about those with the
stigma of full time working full time, maybe. And anything else that you can think of maybe?

Interviewee I: | set up a network also in within Accor. And then | realized that a lot of
people think already that they can never become a general manager, because there's
something in their head, which is saying that no, | cannot do that. So we as women who
succeeded or almost succeeded, we have to scream Yes, yes, you can do it, | can do it, you
can do it. And that's where the whole thing is. Women don't talk enough with other women.
And we don't see it as Okay, let's take youngsters and make sure that they believe in
themselves, and that they can make it work. And so | think all the judgments which are there,
but then you'll have to work 24 hours and you have to be available. It’s not true! With your
leadership style, you can delegate you can empower others too in the hotel, it's not up to you,
the general manager to do everything, especially nowadays, you know. So it is all those kinds
of stories around it all those kinds of misunderstandings, which we have to take away.

Interviewer: That’s a very interesting point. Because I'm doing all these interviews as well
myself. | was also thinking this is what we would need, in essence, like, people having these
discussions and hearing stories from people who have done hotelschool and have done the
same thing and see what you can achieve, basically.

Interviewee I: Exactly. That's why I'm going to call because now I really want to inspire
more again. But it's also in other sectors, you know. It is really like because | was the same in
the beginning. I always said something when | was When | was starting at hotel B is
something like oh, people up there, they must have something really, really very, very
special. And when I went up there they didn’t have anything very, very special or at least not
more special than me or you are whatsoever. So they came there because also by some of
course, they had planned to be there. So they were, I don't know how they became but you
know, they are normal people. They don't have something special or something. Not at all.
Not at all. And that's what we have to scream everywhere to those women like, because it's
great. Look at me, it's great, | have done only fun stuff and look where I am. It's fun.

Interviewer: There is definitely still this idea of you have to work 24/7 and you’ll never have
time for anything else, so it’s important to hear it’s not the case.

Interviewee I: And if you’re working with purpose, makes you work sometimes a lot, but if
it’s not necessary you run and do your thing. If you do it with purpose it doesn’t feel like you
have to work. And working to work doesn’t have any sense to me.



Interviewer: Where do you think change is most needed? Inspiring younger generations,
changing mentalities, changing organisation around school...

Interviewee I: In hospitality, we have to become less traditional, we have to empower
people. The guests want today an experience, and that you can only get if the front office is
empowered to connect with the guest. Because it is only the personal experience which
makes it unique. You cannot teach that. You have to make sure it can be created. That’s why
you need those personalities in the front line to connect really with this guest. But often they
think that the processes are more important than the guest. Like the check-in check-out, did |
fill out the computer well etc etc... it is true it has to be corrected, but the main difference
you make with another hotel is not how you do the check-in check-out in the computer, it is
about how the guests think and feel when they leave. And that should be a central part. We’re
always talking about it, but we never really do it, because it is actually really hard to do that.
If you come into a hotel, what do you see? They are all on their computer right? the system is
not that important. Everyone should drop what they’re doing when a guest comes in. Even at
your hotelschool front guest it is always the same. I’ve said so many times, already you
cannot fix that, when it is the thing that should happen. And if you know in school, then you
do it after.
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Interviewer: So maybe we can start with a small introduction of yourself and your own
professional background?

Interviewee J: | started in front office. And | met my husband, who was the owner of the
hotel where | started, and that was when | was twenty, twenty two years old, and | never left.

In the company there are a few shareholders, but we have 68% of our own company. And at
first we started off very small, with one hotel and we did not want to grow, but it is also about
taking the opportunities. Sometimes, you have good opportunities and you don’t want to
stand still, you and to take them. So then we grew, but not because that was our ambition, it
just happened.

Interviewer: And so, if | understand correctly, then you are the owners of hotel chain A, do
you have board of directors? Or is that you and your husband.

Interviewee J: No, that is us, me and my husband. We have an advisory board we are the
board of directors. And of course we have a management team in the headquarters. And we
have general managers in the hotels, and me and my husband we call it “directie”, the two of
us we direct hotel chain A.

Interviewer: Perfect. And so perhaps for you it was a little different, but that also makes it
interesting do you relate to any barriers or difficulties in the workplace, because you’re a
woman?

Interviewee J: Well in our own business, I did not encounter any barriers because |1 am a
woman. Because for us it was very natural. With my husband, it was done in a very natural
way, in our path of growing, we both did everything that was needed. And of course you have
your own things that you like most, and things that you don’t like to do, but together we split
all the things that have to be done. During those years, he took care of dinging new
opportunities, building new hotels and refurbishing. I focused on the sales and marketing,
internal organisation and ICT. In a natural way we did all that had to be done. My husband
never held me back, it was more that we needed each other a lot to do all the things that
needed to be done. And we respect each other’s skills to do the job. This seems like a fairy
tale but it is not because sometimes you struggle or discuss but somehow you find a way.
And it is necessary to struggle and have that to be equal to each other in this corporation and
do this for 33 years. If you cannot do that, you will not manage to get to a place like this. And



if my husband didn’t appreciate me for my skills and my work, then I think I would have
gone to work somewhere else.

Interviewer: What about, like you mentioned your management team and the advisory
board, did you perceive any differences in your interaction, or was it also a smooth
integration.

Interviewee J:Within the company no, outside the company where people didn’t know me or
less, | had to do more to be accepted and appreciated for my skills and knowledge. |
experienced, maybe what you’re referring to, there for a woman in this position, I don’t want
to say it was more difficult, but you have to do more to be accepted. You have to be skilled,
be prepared, have to have good knowledge to be accepted as equal. And for men it is easier.
For me, [ don’t know how I did it but I did. First prepare well, and know what I am talking
about based on my education and experience. And if you are able to do that, in a business-
like way, put aside the emotional part, then you will be accepted. They have to be able to see
you as an equal sparring partner to make business with. But once you overcome it, then there
are no barriers.

Interviewer: That is interesting what you say, about doing things in a business-like way, and
less emotions, did you feel like you have to man-up in a way?

Interviewee J: Maybe, maybe, men like environments where there is not too much emotion.
But I think emotions and the female intuition are add-ons in business, but you have to be very
wise to put that in. if you are too emotional, you are not taken seriously. So it is very
important to do it in a smart way. What | experienced, and my husband also saw that and also
used it, when a woman comes into a meeting, it doesn’t matter which kind of meeting, the
atmosphere differs. A lot of times, only because of you are a woman, the atmosphere in the
meeting is different, and better. So it is better to have even one or two women because the
atmosphere is different and in the way of talking to each other is different. | think it is a big
advantage to have women in executive positions to be able to have that skills in the decision
making process. And maybe men aren’t always aware of it, so that’s something female can
do better.

Interviewer: | was actually going to ask you about skills and competencies, so that already
gives me a nice indication in terms of atmosphere, ways of talking to one another, and that it
doesn’t take half of the board to be female for things to change, already just a few women.

Interviewee J: No, no, and you have to be prepared, and be strong. Because when you come
in such an environment, you have to prove yourself. And when men enter that environment
they will more easily be accepted as a professional, and women still need to prove themselves
to be a professional. Strange, but that’s how it is.

Interviewer: Have you seen an evolution when you have started and now in those attitudes?

Interviewee J: No, | grew in my position, that’s what happened. I was very young, I was 22
when I started, and the old grey people, men for example, they don’t take you seriously
because of age. So age helps you get accepted as a professional for women. Of course my
skills and knowledge evolved during those years, and | became an equal sparring partner. So
of course it is not only men, it is also women. How I evolved in all those years to be
accepted.



Interviewer: So also your own experience and knowing what to accept when walking in
those rooms?

Interviewee J: | think when you have confidence, the skills, you have to be smart to
communicate in a manly environment. You don’t have to be too pushy or too shy, you have
to find a smart way to do things as women. If you do so, men will accept you. They have to.
Most men are happy with women in executive positions and the Netherlands has a very open
attitude for women in executive positions. So if this is your ambition, you have to find your
path and take your place. I don’t blame men, if | want to do this, it is my responsibility to find
my way to do my thing.

Interviewer: And you kind of learn how to navigate that kind of environment?

Interviewee J: And experience helps. And there is also something, it’s small, but it’s your
appearance too. So, don’t be too sexy, but also have to be accepted for the way you look.
Men look at you, so you don’t have to be beautiful, but you have to be well prepared. And a
small trick, what I always use, I’'m not the tallest, Im68, so when have important meeting |
wear high heels. And not because it’s sexy but because I am bigger and I am taller, so I am on
the same level to talk to men. So it is important to think about your appearance, if you want
to be taken seriously, your appearance is very important.

Interviewer: That makes sense, in terms of power, what you were saying, in terms of the
space you’re taking up in the room and speaking as an equal.

Interviewee J: So high heels are not about being more feminine, for me it is a small trick to
be on the same level and no be overseen in practical way. And it’s subconscious but it’s very
important in terms of subconscious. You have to think about your appearance, and you can
do that in a lot of ways. And you have to think about what you want to achieve with it, and if
you want to be taken seriously, your appearance, the first time people look at you is so
important.

Interviewer: That first impression, definitely. Although it might seem like a small detail, it is
a very interesting one and one we don’t often hear, so thank you. Now I have a few questions
about the stakeholder theory, and I guess that the first one is how would you describe the
relationship between hotel chain A and its stakeholders, so both internal and external?

Interviewee J: Well with our internal stakeholders we have a very common relationship but
it evolved over the years when we were a very small company. Of course at the beginning
with only one hotel there was a close cooperation but during the last years and being a big
company, they are more on a distance and that is also very natural way of evolving for a
company.

Externally, like I explained in the first question banks, colleagues, the competition, our
accountants, the government, local and national government, it also evolved over the years. If
you start as a small company, you have to prove yourself. And if you do then you are seen.
We started on a small island, and we worked there, and didn’t put a lot of time in networking.
So we just worked and did our own thing. And it takes more time to be seen as a company,
you have to prove yourself, as a professional, as a reliable, as financially healthy. And if you
are able to do well on these three things, then you will be seen. If you are networking, the
process will be much faster, but we didn’t do it, we did it our own way. When the company is



evolving and you stay on these three important pillars, then you get the confidence of your
stakeholders and it is much easier to evolve. If you have trust with stakeholders it is easier to
grow, do your thing, get help. Especially now of course, it helps us a lot that we are
professional, reliable and financially healthy. So it is very important.

Interviewer: And I think what you mentioned as well, having trust with stakeholders, it is
not just about having a business exchange, it is about building over the years networks and a
relationship with the stakeholders.

Interviewee J: You don’t see it, but you have the trust in your environment, people will
stand up for you. Because you have proved yourself, and they allow themselves to stand up
for you because it is financially healthy, reliable and professional, and it has skilled people.
And they don’t take steps they don’t think about. So if stakeholders have trust in your, they
will stand up. That will help you in positions. And that is what we have worked on all those
years, and that point you reach if you are reliable entrepreneur.

Interviewer: How would you say hotel chain A responds to a changing environment?
Obviously now we think of Covid, it can also be changes like technology or sustainability for
instance.

Interviewee J: Yes, we have always evolved in the way we work. How did we do that? We
did that by building new hotels. That was our way. Most of our hotels we build ourselves
from scratch, and if you are building your hotels you are evolving. Because you will
encounter new things, technology, building methods, able to invest in new opportunities. So
by building one new hotel, we learned a lot of new things we could use in our other hotels to.
That was our way to grow.

For example sustainability, we embraced sustainability ten years ago or so. And all our hotels
went on a gold level of green key, and that was only the beginning for us, it was a starting
point to a more sustainable way of entrepreneurship, and in that way we started to develop
with the building of Hotel A, the most sustainable hotel in the Netherlands. That was a huge
step for us because we hadn’t done that before, but by doing so, not only was Hotel A more
sustainable, all our hotels went more sustainable because we learned in building Hotel A.
How were we able to do it? My husband and | are very flexible and in the lead. We are not
over a few different countries, that doesn’t make you very flexible all the time, that is our
advantage. The way we grow is our advantage, because we have taken over someone else but
most hotels we built. That gave us the opportunity to invest into new things.

With the growing of the company, my husband and I grow too, because then you can meet
people with new knowledge, and young people, and all those things kept us modern and
flexible. I don’t think we are in front, but I think we are the first follower. We are very open
for new things, but we don’t always want to be the first ones because it is very costly. We
want our company, as small as we are in the international environment, to adapt to
technology and so on.

Interviewer: So | guess more seeing what is out there, how they work, learning new things
continuously.



Interviewee J: Yes and being open for new things. Not getting stuck in old ways. That’s not
something you want to do, otherwise you’d be put aside in the evolving economy, because it
is always changing.



Interviewer: And, so we have already talked a bit about how you grew and you had more
distance with internal stakeholders. How would you decide management in terms of decision-
making and communication in that sense?

Interviewee J: We have a very flat organisation, and we have a very small head quarter
because we think that the match has to be played in the hotels themselves. So we give our
general managers a lot of freedom to do their thing to their image. That is why we are able to
have a very small headquarter, able to sleep at night because we are very decentralised, and to
attract skilled people. So if you don’t give them the opportunity to get the best skills, and their
way of doing, they will hate the organisation. We give them freedom, under only one condition
and that is finance. So we are financially very strictly organised, with every day the financial
results of the hotels. And if they prepare for the financial budgets and all the things we agreed
on, then they have a lot of freedom on how to run the hotel. We are very decentralised, and
having small HQ, there is a lot of discussion possible in making final decisions. Me and my
husband, of course there has to be a captain of the ship, and if it is difficult we make the final
decision, but usually there is a lot space for discussion and skills and knowledge to get to the
right decision. We have to because me and my husband would not have been able to do it
ourselves all these years.

Interviewer: Yes, so being able to delegate, make the most of everyone’s skills, knowledge,
trusting the GM

Interviewee J: We have a very competent and reliable team, we love to work with them. We
think they have all the skills. And being happy, because being happy in your job is so important,
maybe more important than skills. Then if you’re in a safe environment, and you go to work
everyday with a happy face, you do better.

Interviewer: The last question | had in this topic is about how hotel chain A goes about
formulating the strategy. Does it come down to you, or the MT?

Interviewee J: We do it together the strategy, and the strategy is not stuck, but what we have
learned in the last year is that we have to be flexible. In times of corona, that is very important.
The circumstances differ every month, with the press conferences it can be totally different. So
we have a strategy, have followed it all those years, but we have to be very flexible to change
and adapt to circumstances if they ask us to. And the strategy of course evolves and maybe nice
to know if our eldest son is now for three years in our company. And he is aimed to be then in
our position, and so he brought a lot of new insights on how to do business, and we give all the
space to put in all these new types of entrepreneurship. And he taught us a lot.

Interviewer: So in the same way you were saying before, about building hotels, taking on
younger people to keep that flexibility?

Interviewee J: What you didn’t ask me is how I could combine my work and personal life.
Interviewer: | was just about to get to that, so please, go ahead!



Interviewee J: And | think it is very important for the role of a woman in my position. I did
see a lot of women struggle, if they want to grow in a consistent career and also have a family,
that is a struggle. | experienced it too, and in a kind of period where you are children and you
want to do your business, that is a very difficult time. You can overcome it, but you have look
at the way you want to go and you have to take measures to make it possible. Combining a
family with young children with a very demanding job, you have to organise it well, because
otherwise or your family is the victim or your company is the victim. So you have to take wise
decisions, think about it, and find a way how to do it. What | did was having help for my
children, for my household, and being there for my children as much as possible. As a working
mother, you cannot be thre all the time, but you have to be there in certain times. And you have
to realise what those times have to be. When the children were small, I worked mostly at home,
| could do food, have lunch with them, be home at five and cook dinner. And | did my job in
those times outside. | think it is very important as a working mother to think about how you
will manage not only your work, also your household, to have healthy children with enough
love, and attention. You have to think about it as a working mother. Otherwise you will fail at
your job, or as a mother, so you have to take care of those two very important jobs in that period
of your life.

I did it my way, that was my way, and I’m not saying it was the best way, but as a working
mother you have to think about how, for you and for your children and your relationship, you
have to make a plan for it.

Interviewer: So that opportunity to work from home for you was a big plus?

Interviewee J: Yes and it was very special because we lived in one of our hotels, and that
helped me a lot in my work.

Interviewer: Then you could be present for both, your job and family.
Interviewee J: Yes, and you can be there in five minutes.
Interviewer: That is not something you hear about a lot, being able to live in the hotel.

Interviewee J: For me it was necessary, and a big advantage, and it helped me to combine
those two. And when my sons went out of home at eighteen, it opened new opportunities for
me. It was not like freedom, because my family was the most important thing in my life, but it
brought me new things. I could do other things, new things, that I wasn’t able to do before, it
was about taking opportunity in the new circumstances.

Interviewer: So being able to explore new elements...

Interviewee J: Yes, being more out of the company, being more visible outside, being able to
travel more, and do other things.

Interviewer: Then | guess you get to explore different parts of work based on what stage of
life you are at.

Interviewee J: Yes, and you cannot ignore your home situation. You have to realise and think
about your family, how can | combine both in the best way, not only for your job, not only for
your children, but also for yourself. You have to think about yourself too.

Interviewer: Of course, also when you mentioned having happy employees come into work,
that also applies for yourself. | had maybe the last few questions: why do you think there are
so few women currently holding such positions.



Interviewee J: I don’t know! If it is your ambition and you are willing to work and you are
self confident and you have the skills, at least in the Netherlands, I don’t think there are barriers.
Of course in my personal life there were barriers, but it is my responsibility to overcome them,
to organise it, so that was my responsibility. I don’t make it anyone else’s responsibility. I was
able to do the things I do today, | prepared and I learned and | set myself open for others, and
I don’t think that another cannot achieve the same I did. So I don’t know why there are so few
women on my position. I see it in my daily work, mostly I work with men and especially in the
Netherlands it is an open environment and there is a positive attitude for having more women
in boards, and in executive positions. Maybe women are not taking the opportunities because
| think they are there. Maybe we are not bold enough, and not self-confident enough to get to
that position but it can be done.

Interviewer: | think it is very interesting what you said because one of the premise of the
research about the Netherlands being very open, forward thinking country in general, and that
is also something | am trying to comprehend in term of very low number of women, and that
mismatch with the Dutch culture.

Interviewee J: Yes | see it too, and of course that might have to do with taking an extra step
to be where | am. But | am prepared to take that extra step to be there. I think it’s don’t let
yourself down for taking that extra step. If you realise you have to do that, take that step, and
don’t argue about it, and don’t be angry about it or think it’s not fair. There are a lot of things
in life that are not fair. Take your future in your own hands, and if there is something or
someone blocking your way, take a detour, and try another way to become. There are several
ways to get where you want and don’t let yourself down, and don’t let anyone tell you
otherwise. Go for it, and if you go for it there is always a way. Be creative and be strong!

Interviewer: That is a very inspirational way of ending this interview. | have then a few
questions for my own interview. Is there anything | have not asked you, anything | can
improve?

Interviewee J: Looking back at the way we discussed, your questions gave enough room to
get to the point you are researching.
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Interviewer: So maybe | can start with a small presentation of the research that I'm doing.
And then if you have any questions before we start the interview, then please feel free to ask.

So basically, I'm looking at more of the ethical perspective of the question of women on
executive boards, especially in the Dutch lodging industry, because most of the arguments |
found in my research was more focused on the business case. So the idea that we should have
women because it brings more profits or improves the bottom line. And my stance is that
there's something else that should motivate not just profit generation.

So I'm looking at it from a very specific part, because obviously, business ethics is very
broad. So it's called feminist stakeholder theory. But that’s a big concept, and I'll be asking
you more specific questions that are very related to obviously the firm.

And I've interviewed 10 women so far. It's been very tricky, because obviously, there's no
official database or anything like that. So it's been a bit snowball effects, trying to find
women. And there's also not that many in the Netherlands. But also had very, very valuable
insights. Do you maybe have any questions about research?

Interviewee K: No, it’s all fine.

Interviewer: To give you some outline, we’ll talk about a bit about the barriers, your own
experience within the board. And then also your personal path and future perspectives on
how you see it evolving in the future. Maybe before we start, then would you like to
introduce yourself a bit about your background?

Interviewee K: Well, I'm relatively new to the hospitality industry, so on that perspective I'm
not sure if | can really add a lot to it. My career basically started about 20 years ago, when it
was still a start-up company, and | was the fifth employee and we built in 18 years to really
like a multinational global brand, huge company. So that is where my experience was from.
And | started in marketing for eight years, | moved into commercial roles and ecommerce and
digital and CRM system and customer service and later on HR, and | kind of grew with the
company, took a broader perspective and ended up in the board with four people, which was
quite a journey.

So I've never had the ambition to become a board member or | don't know whatsoever, but it
kind of naturally happened to me. 50% percent in the board was women, and 50% were men.
Two women and two men so that was well balanced. That has changed over time. But that in
the last five years it was two women, two men. | think also that the population was quite
balanced between women and men. And then I left the group, I really thought “What do I
want?” | wanted something super informal, super dynamic, a lot of passionate people, eager
to grow, huge ambition and like never had two days that were the same and that's when | said
to myself. That's what I always want from a company so I looked for a company that was
based in the Netherlands, headquarters in the Netherlands, where | really want to have



influence on strategy, | don't want to run Nike office in the Netherlands but you have to
execute a US strategy for example. It should be Dutch based but also International, so acting
on a global scale. Also with a lot of different cultures because | do love different cultures. I
want it to be super informal, so | want to be able to wear my flip flops to work, if I also am
want to wear my gym clothes or whatsoever. | wanted it to be young and dynamic, without
too much corporate structure, so really informal, flat layers, no hierarchy, no politics. So that
was kind of my list.

And then hotel A came on my path. And we had some conversations, many conversations
over year and | saw some projects there. And somehow | joined them as chief people officer.
And that's because | mentioned I like working with people, I always loved growing, or
building high performing teams, diverse teams, and develop those teams in high performing
organization. So my interest was there. And for hotel A, they were looking for somebody, or
at least I convinced them that they needed people in the board because | said hospitality is all
about people, and you're at the start of an hypergrowth base, the plans for hotel A were to
grow really, really rapidly all over the world. And | said if you are in such a position, and you
are in hospitality, then you need to have people on board. That's how I convinced them. And
that's when | joined. And when | joined that was two years ago almost, there were 11 men on
the executive team, and myself, so just one female.

Interviewer: And also because you basically created that position of chief people officer, it
didn't exist before.

Interviewee K: It didn’t exist before, no. So when I joined, that was September 2019. First of
all, you have to get to know the company, you have to understand the structure behind it. And
we have very complex structure because we build real estate, we build our properties, so we
have investment teams, real estate developers, architects, etc. We have sales, marketing,
reservations, all those departments, and then we have the operations team. So it's quite
diverse, and you really have to get it all so that took a bit of time. And before | even had
visited all our locations in Europe COVID arrived, early 2020 and instantly | became a crisis
manager and not a person that would facilitate for hyper growth. So my role also changed.
The reason why we thought people needed to sit on board is because we were heading into a
transformation phase of hyper growth. And the reason why I'm still on the board, I'm doing
pretty well is because we ended up in a crisis and crisis management, communication,
empathy, engagement, working from all the elements that are super relevant today and
slightly less growth. When 1 joined on the board, that was quite challenging, to get to know
everyone to understand and also of these eleven, there were five or six already who had
worked for hotel A from day one, so very, very entrepreneurial, very close friends when they
started basically, in the building. And there were five or six relatively new so there was not
only men/women there was also old vs new. And very owner driven, very founder driven and
also culture where if you're close to the founder then you have influence. That needed really
to balance out, so over the years, we have restructured the governance and leadership team.
So currently we have an executive board of four people and a management team of only six.
Now that already is more balanced. So now | am one of six instead of one of eleven, so that
helps with the percentages on diversity. We are currently recruiting for a new member in the
board and that will be a woman. So that will make at least one woman board and two in the
management team so two out of six. So that's progressing. On the leadership team so the
direct report, we are 50% women so that really helps. We're getting there.



Interviewer: That is so interesting, especially like all the changes in dynamics with COVID.
Very interesting, especially in a very short amount of time, because like you said, you've
been there for a year two years, so, also adapting to all these changes is quite the journey, like
you said.

Interviewee K: Yes, it's quite a journey.
Interviewer: All really interesting.

Interviewee K: An interesting journey and | really like it. And in my role as people officer, |
spent quite a bit of time on like normal stuff: HR, learning and development, recruitment, all
those kinds of topics, but I think 1 spent 50% of my time on the executive board, 25% of that
time, | would say, probably coaching the board, bringing topics to the table that need
attention, and | think that's where my value sits, and that is more the feminine touch, like,
how do we communicate? How do we engage people? How can we be more empathic? And
should we look at it from this point of view, or a different point of view, have you consider
this? Can we do it differently? Are we empowering our people? Those kinds of
conversations, | continue to challenge and facilitate.

Interviewer: And that's great. Was that easy to do, as well, when you were sitting among 11
men, they kind of bring me that different point of view across? Or how did you experience
that?

Interviewee K: I don't find that challenging, because | must say all eleven are and were and
still are super open for my input if I can help and they truly see the added value of it, in their
DNA, in a natural way. So they're super happy that | joined and that I contribute to the
conversation, with maybe a different skill set or characteristics, but also not that different.
I’m pretty much a male woman, not a girly kind, and I've never been, so maybe that helps,
and | can talk their language, I can joke their jokes, probably sometimes even worse than
them, but | also bring something new or different, which they really appreciate. What |
thought was the most challenging was having eleven in the board itself, which is too much
regardless of men/women, it is too much and conversations go all over the place. And what
was most challenging for me was in the first year was really to understand them all, and see
how they all act and operate and how | could work with them in the best way with. So it
really took me a full year to fully grasp the system and now I feel comfortable, and | feel that
| have their trust. And | understand their ways of working now it's so much easier. But that
took me quite a bit.

Interviewer: | don't think I've ever heard of such a big board, most women who I've
interviewed, the board was very small, like four or five people but not eleven. Eleven is a
very big board!

Interviewee K: Way too much and that was also my impression. So we have to find a
different way of working. The core decisions need to be taken with fewer people, because it's
just a waste of time. And they all kind of felt the same. So it was nothing that | came up with,
they felt the same that this is not working, we have to kind of adjust the way we operate. So |
think that has been a huge transition itself.



Interviewer: Definitely. Well, from your story as well, like you said, or you it was more of a
journey more than, you know, your goal to end up in a board. So did you still experience any
barriers? or how was that in your career progress?

Interviewee K: I think for me, what really helped | was relatively young when I got children
so | was 27 when | had my first and nowadays that is relatively young, and 29 when | had my
second and during those days I was a wreck and I couldn’t work full time or I didn't want to
work full time, I didn't know what | wanted for my career and | just had to be mother and |
was a mother. So | worked part time and | did some more systems roles or coordinating roles,
nothing really special. Then | realized when my youngest went to school, so when he was
four, and at that time | was 32, 33, that was the moment that | got my life structure with the
school and after care after school. So then | really started to exercise, go out and to also focus
on my career again. And so that really helped me because I was still relatively young starting
my career and Bugaboo came on my paths somehow, some way. And when | started | started
with working only two or three days, so relatively nothing, especially for French people. But
because it was such a cool company, and | was such a true believer and passionate about
everything I did, that went from two days, three days, four to five to seven to whatever my
whole life. But | immediately started to work with Madeleine. And she started as CMO, and
we had a very good connection. And she became my friend for life. I spend so much time
with her. And we were super complimentary to each other. So she kind of became my role
model. And in the first years, | reported to her, and later on, we became peers in the board. So
she was the second female board members. So for her because we were so complimentary,
she could not work without me. | couldn't work without her. But that also gave me an
enormous flexibility in working hours, because she fully accepted it. And it was a period that
labour resources were rather scarce, or they were afraid to lose me because | had another job
from day one. And at that time, there was not all the technology, there was a modem that you
put your phone on the modem, dial in, a long time, many years ago. And then | could get the
emails into my big computer at home and | could work from home. So | was super flexible.
And I was allowed to, like work from home on Wednesdays and Saturdays and | worked in
the beginning in the evenings. But | also was picking up my children from school at three. |
was on Wednesdays and Fridays | worked from home and | could go with them to tennis,
hockey, wherever they needed to go to. | was the first, | was one of the first women in the
Netherlands that was allowed to work from home and super flexible and just plan your own
time.

Interviewer: With the technology as well at that time it must have been something, now it's a
lot easier with what we have and everything. But | haven't heard of anyone working from
home, already two days a week. That's very impressive.

Interviewee K: I’m an early adapter, and that really helped me, but probably the other way
around, | worked like crazy though, | got paid for maybe three days, but | worked seven days,
then got paid for four days and I still worked seven finally in the end I got paid five days but
still worked seven. So t's also the balance that you get trust but you are also super committed
to make it happen. So for me, it never felt like work. I really I only have one hobby and it's
work so that maybe not so healthy. But that is how it is. so that was in those days really great.

I also have my... because I saw that was one of your questions like did you get any support.
When the children were still young, | had my parents, especially my mother, she was always



supportive. So they did babysitting for a day a week or so. But if | had to travel because |
often travelled quite a bit, they always came for a full week they cared for the children. Now,
at home, everything was always organized and structured and prepared. I'm also extremely
planning person. So | would have like food in the fridge for two weeks, all frozen and
prepared. Everything was scheduled and planned out and organised well. My mother was
always there to step in and take care. And later on when | really started, that was after the
financial crisis. My former husband, he decided to start his own business and work from
home. And at that moment, | decided to work full time and that my career would be focused.
That also tremendously helped because from that moment on, and that was in 2011 or
2007/2008 I really started to travel the world like weeks on and off so one week I’d be in
Amsterdam, in the office in Amsterdam. The other week | would travel to Los Angeles or to
Shanghai or Japan, or Korea, Australia was where | was always like, on and off, on and off,
one week in the Netherlands, one week traveling. And later on even like sometimes three or
four weeks on the road, like, then I will do a whole world trip, traveling around and my
husband was then able to take care of children with the support of my mother. So yes, | had
support around me to make that happen. But it's now my ex husband. So in the end, it didn't
work.

And he is claiming, “I facilitated or I let you to make your career.” And I'm like, No, you
were just too lousy to make your own company work. And if you would not have been home,
| would have organized in another way. So it's just a matter of whether it's your family or
your husband, you just make sure that you have a good caregiver, you have to organize it.
Because if you're organized, it's doable.

Interviewer: It's all about managing, | guess, the different parts.

Interviewee K: Yes, And | must say what helped me tremendously is that | was in a position
because | was always in a leadership position. Still, when it was small, but also when it grew
bigger, | could schedule my own calendar and agenda. So if we would have to organize, let's
say, an international sales and marketing meeting, and we would fly in 200 people, then |
pick the date. And that date was based on my calendar. So it'd never be on one of the
birthdays of my children and never be if | had the conversations at school or musicals at
school, I would get everything around what was needed in my private life.

So that is, of course, if you have to reduce to other people's agendas, then it becomes
sometimes tense, but | could completely schedule my own calendar. So I've never missed a
birthday of my children. And | made sure when | travelled around the world that | always
would be back on either Friday night late or Saturday morning, very early so | could
immediately go to the sport fields. So | never missed any competitions, | even was the coach
of sport teams. So it is a matter of are you able to plan it yourself.

Interviewer: That's very impressive to be able to manage all these different stakes. But like
you said, | think it's very interesting. And then maybe there's a nice transition as well to make
more of the questions on the stakeholders, the idea that you can schedule your own time and
everything and that you're able to make your own calendar and that you're able to have it
work for you.

And in that sense, maybe | can start off then with a question as well about the hierarchy
within your organization within hotel A now. And you already explained like that those were



also criteria that you were looking for when you were looking for a company, being young,
empowerment... So maybe you can maybe share a bit more about like the culture of hotel A
when it comes to the hierarchy.

Interviewee K: It's interesting, because we are very open young and dynamic company, but
we were managed quite centrally. So we have a central headquarters in Amsterdam, for
example, all marketing, all sales, partnerships, reservations, real estate. That's all managed
from the headquarters in Amsterdam. And then we have our hotels all over Europe. And
basically what they do there is they run the hotels, but they do not do any sales and marketing
whatsoever, that makes it relatively hard for them to own their full p&I. So currently, we
started with the transition in the board. So from 11 back to six people in the management
team.

Now we have a dedicated management team for all our hotels in Europe still sitting in
headquarters, but they provide the framework and guidelines on the brands or on HR or
marketing or reservations. And we're now in the middle of a transition of moving a lot of the
people in HQ to the local teams, so that they can work with a general manager in the hotel
and can manage their own p&I. So we're in the middle of, they often call it from central to
decentral | call it more to local empowerment or an ecosystem of collaborative teams, but
much closer to the to the guests and the consumer. So that is a change. And that also means
that everybody needs to be upskilled, needs to be trained. In the past the hotel managers were
never responsible for sales. And now they will be responsible. So they also have to
understand how it works. What is it to also run sales so a super interesting phase. And it's a
huge transformation. So a lot of effort is put into that. But it's all about empowering those
teams that are close to your guests.

Interviewer: And | guess that idea of empowerment is also very important as well, when it
comes to like what you were saying before, like organizing your own time and being very
independent in those elements.

Interviewee K: Yes

Interviewer: And would you say that was something that you had in previous jobs, but then
that was lacking at hotel A when you joined and needed to be implemented more that
empowerment and decentralization?

Interviewee K: I think hotel A, we only exist seven years, seven, eight years. So it's a
relatively young company. And because it started out from Amsterdam, and we're still
exploring how things work and how we can best run everything. It is learning by doing and
kind of naturally, because we grew so fast, it happened that we got the huge headquarters in
Amsterdam. And now that we are kind of at a pause due to COVID, we have started to really
look at ourselves and see how are we organized, we have 200 people in headquarters in
Amsterdam, is that the smartest way to run hotel A operations. So because we have corona,
and we had to really stand still, pause and look at ourselves, we can now see that we have to
organize differently for the future so that the moment growth will pick up again, we can
immediately rapidly scale.

Interviewer: | think that's really interesting. You're saying about, like, you know, seizing that
opportunity, not just, we're at a standstill, okay, it is what it is. Things are out of hotel A’s
control, or just anyone's control, be creative. And like, really think about the changes.



Interviewee K: I think if you're in a crisis, whether it's a financial crisis or a pandemic, you
always have to look beyond that, and how can we stay relevant? How will the future look
like? And how do we now need to prepare for that? And, of course, that's challenging and
difficult, but looking at where do we now need to invest to be ready for the future, because
there will be a momentum and whether that will be autumn this year, or spring next year, then
the business will pick up again. And we will end up in this high speed train again, and there's
no time to look back. So now that we do have the time, you really have to organize for future
growth.

Interviewer: Very exciting times ahead then!
Interviewee K: Absolutely, yes, absolutely.

Interviewer: And then of course, since I'm looking at the stakeholder theory, | wanted to also
kind of hear how hotel A, what the relationship is with a stakeholder. So that can be like
internal, external stakeholders, whether it's suppliers, governments, competition, how would
you say the standard interacts with them?

Interviewee K: This is hard for me to say, because I, of course, mainly focus on internal
stakeholders. But | would say also in kind of a similar way, so based on our values, that's
always what drives you but yes with governments, institutions and investors might be a little
bit more formal | can imagine.

But also when we seek for suppliers or people to work with or whatsoever you seek for like-
minded people who are also passionate, out of the box, innovative, creative. We are currently
looking at a provider for training and development programs. It's not a off the shelf, standard
user training, should be something totally cool and exciting and different than knowledge. So,
| think, is that what you're looking for?

Interviewer: Yes, and well, also in that regard, would you say it is kind of a web of relations,
or would you say it's more of a like a business exchange when it comes to suppliers, like you
were talking about training and development? Is it more of like a partnership kind of
relationship? Or is it more like, strictly business focused?

Interviewee K: We do a lot of different things of course, there is a lot that is really purely
business focus and lawyers, advisors, consultants, and you have them everywhere, banks...
But we also do a lot of partnerships. And that's then more on events that we host in our
hotels, we host a lot of events, not only for our students, but also for our hotel guests and our
co lab members. And those events we often do with partnerships.

Interviewer: And | think as well, you know, from my own perspective of hotel A, just the
idea of trying to incorporate all these different stakeholders: students, hotel guests, like in that
sense it's also very collaborative.

Interviewee K: Always sort of what we call the completely connected community, like make
sure that everybody feels part of hotel A and it’s a community that you can really join and
that special kind of experience with a lot of added value because of all the events that we
organize.

Interviewer: Then | guess we already touched upon like, kind of the external environment
with Corona and like making the most of the situation, being creative, not being at a



standstill. So I think it was really interesting. And it's kind of related, I guess, to the
hierarchy, but when it comes to management style, and within hotel A, how would you
describe the decision making and the communication in general between associates.

Interviewee K: So we're still, we're still working on this, basically, | started to work on that.
There was not so much on communication, setup official communication within hotel A
when | joined. And that's because it was a relatively young company, everybody knew each
other, we had Friday drinks, every Friday, lots of beer and alcohol in one of our hotels and a
big party. And then during the Friday drinks, there was always an update from the GM so an
informal talk, with everything that was going on.

When | joined, | realized this is not the best way, because by far, not everybody is watching it
on a Friday. And there are a lot of people in the hotels that are on shift and cannot join. It's
way too chaotic, it's really hard to hear it's just not working. So we have to set up kind of
more formal and more frequent flows of communication.

So | started with monthly updates from the management team, to leadership team to
managers, we've implemented a newsletter, we've developed a learning and development
platform that's also used for communication. So where everything that's happening, you can
find all the new people that join, people that would leave, people that got a promotion, they're
all there. So that's all a bit more structured, we still have Thursday drinks, we change that to
Thursday, that's a better time. We do that now virtually with shows and things like that. But
we've also introduced TSH talks where the CEO gives a monthly update on how the business
is doing. We have corona team update. So it's all more set in stone. And we've organized for
the first time last summer, and now in January a Summer and a Winter Festival, where we
have a full week of inspiration and trainings and workshops, and everyone, every day starts
with the keynote. And that's either a CEO, and then external partners. That's super exciting
keynote talks about certain topics. And then we will have all the workshops and panels and
development sessions spread over the week, everyone who wants can join. So that was two
times that was super successful, a lot of engagement. | think that we posted over 35 sessions
or so maybe even more where over three hundred people joined during the week. So that was
that was quite engaging and incredible. And you have to continuously communicate in a
transparent and open way. And especially that now everybody works from home.

Interviewer: | think that's also changed very much the communication with people working
from home, decreases the communication but I think there's also been developed effort put
into it because everyone realised how important it is. So | think these are also great examples
of very genuine communication, with very different formats as well, like more formal, more
informal, that are very much there.

Interviewee K: And it's also continuously improving, like, try things out if it works we
continue, how can we make it better? If it doesn’t work then stop it again, because then it's
not valuable. I'm not a person that knows it all. So | would be like Okay, let's try it and see if
it works.

Interviewer: My final question, specific to this topic is more of the strategy formulation. And
if you can maybe like outline a bit the process of how TSH has gone about formulating a
strategy over the past few years.



Interviewee K: That's still a work in progress, | would say, because it was in the past, before |
joined, it was not done in a very structured way. It was basically, the shareholders together
with the board, kind of set the high level steering direction. It also kind of happened, strategy
just happened because we were growing so rapidly.

There was a budget process that was owned by the CFO. And just before COVID started, we
were on the verge of starting to review the business planning process where you really have
like your overarching company objectives, and then the themes will contribute to that with
the team objectives. It all should come together. But then, of course, COVID hit us hard, we
had to change our strategy almost on a daily basis. So that kind of started again. So our
financial year starts in September, so as we speak, this week, we started again, to prepare for
strategic planning process for September. If you ask me it should start with overarching
objectives, and then the team should contribute to that to really be a part of it. And that is
something that within hotel A, we're not yet fully there, but we're getting there.

Interviewer: And | think that was basically the question | was about to ask, like the
involvement of teams within the strategy as well. And I'm very intrigued, because like you
said, you don't really have a hotel background. When you compare sitting on a board not in a
hotel and in a hotel. What have you seen really striking differences or anything that you can
think of?

Interviewee K: No, that's the one thing that I'm really surprised about, because | thought it
would be 100% different and | would learn a lot of that. And of course, | learned a lot about
hospitality now. But in the basics, | would say most companies or businesses are the same. It
is about products. It's about services, it’s about people, how you organize how you do your
planning process, you have to create budgets, it's all pretty similar. And even if | look in the
hotel industry, the real estate roadmap, how do you look at a roadmap for the future? Let's
say for 10 years, that's exactly the same process as at Bugaboo, how do you look at product
development? How do you develop a product? How do you design a hotel with the
requirements and all specs? It's exactly the same as how do you design a product? How do
you do product, brand marketing, sales, pricing strategies, target group setting,
communications, PR, social media, it’s basically the same. It’s all about people and building
brands and experiences.

Interviewer: And in the interactions within the boards also, you would say they were quite,
you had similar experiences with the both?

Interviewee K: Yes, yes.

Interviewer: And then I also wanted to, so I think, throughout the conversation you answered
a lot of the questions regarding the board, regarding your personal path. And it was very, very
interesting. And also I'm very curious, in your future perspective, as well like the
developments, how do you perceive this imbalance or, you know, in the male female ratio,
let's say within board, do you think that's something that should be worked on actively or will
come naturally in the years to come?

Interviewee K: I would tend to say, the quotas, that the governments are putting, I’ve never
been a fan of that, I don’t think that works. I think it should come naturally, but on the other
hand I think you need to work on that. If we hadn’t said now, for the position in our board,
we will find a woman no matter what, it probably would have been a man again. And you are



able to find women, so yes you have to put effort and you cannot get away with | have tried
and I didn’t find them. Bullshit, they are out there, you have to try harder. It will come
naturally if we all work hard, that will be my take.

Interviewer: and | wanted to come back to something you talked about, you spoke the same

language as the men on the board, you got to know every person on that board, do you think
for example that the old boys network, the fact that people get hired because they know, do

you think that happens?

Interviewee K: I think that happens a lot in companies still, but not in companies where 1
would feel comfortable working with. I choose to work with certain companies, and | choose
to work for start ups, scale ups, companies with high drive, high energy, high ambition and
passion, so on my checklist there is informal, dynamic, energised, so I think in younger
companies that have been started in the past ten years that is not the case anymore. At least |
hope. I think so, but with the establishment it is still the case, absolutely.

Interviewer: Would you say that looking for those things in a company: high drive, high
ambition, dynamic, do you think that makes the environment more welcoming. Like for you
when you joined the board, they were open to hear your perspective, your opinion, does that
play a role in your criteria when you were looking for a company?

Interviewee K: Yes, I think so. | think what is most important is that you have an
environment within your company, within your team, where there is trust and a feeling of
safety. If you can establish that whether it is with men or women, | think it will come
naturally, everyone will speak up and people will find ways to grow. If that is not the case, if
you do not feel safe, that can be a reason because there is way too many men, then you have
no relation. I think trust and psychological safety, that is fundamental.

Interviewer: | love my research topic, but sometimes it is hard to make the male/female
distinction because the idea is to make equal ground for everyone, and that idea of trust goes
beyond gender.

Interviewee K: And I think that what helps a lot is the power of vulnerability and | always
refer to the Ted Talk of Brown, which is one of my favourites. And I think if men and
women, they are more vulnerable, then you create that open and inviting environment where
people feel safe and then the magic will happen. The moment people tend to be more
vulnerable and say I don’t know the answer, sometimes I also don’t know the answer and
make mistake, it will create an open culture and everything in it.

Interviewer: Great, | think that gives me a good overview of your own path, TSH and also
nice perspectives for the future to encourage more women. One thing that I did want to ask
that has not come up, the idea of judgement of women working full time and having children,
did you also encounter that?

Interviewee K: Yes, absolutely, not so much in my work, but in private settings, in meetings
at school | was there but not in the way other women would be there. Sometimes | had
judgement, and felt guilt, if I would be at the football and my phone would be ringing and
that was before everybody had a mobile phone, people would look at me and judge, and | was
like whatever, it is important. So there is absolutely judgement for that, yes.



Interviewer: So if | understand currently, it is being able to make the decision to go past the
judgement or making it a norm to so there is no more judgement, and also making the effort
to look beyond the obvious of hiring a man for the board, and taking that extra step.

Interviewee K: Absolutely

Interviewer: That was all the questions | had, the last one was if there is anything you would
like to add, or anything I should ask but have not asked.

Interviewee K: What is your opinion?

Interviewer: Yes, good question! I really believe in the idea of creating more welcoming
business environment, where you can be more vulnerable, focus on emotions side of
business, not just the rational. | think the business world was created by men, for men, and
should focus on the elements of communication, taking care of the people in the company,
outside the company, because then it will be more welcoming for men and women, because |
think there are also men who do not align with very aggressive business ways. So changing
business in that direction of being a more inclusive space in the way it is conducted.
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Barriers to executive
positions

Absence of
barriers

Barriers in the
lodging industry

have some difficulties with that because | have never had
difficulties. And I think you can make the problems larger or
smaller yourself. (A)

I did not encounter any barriers because | am a woman. Because
for us it was very natural. (J)

If it is your ambition and you are willing to work and you are self
confident and you have the skills, at least in the Netherlands, I don’t
think there are barriers. (J)

mostly I work with men and especially in the Netherlands it is an
open environment and there is a positive attitude for having more
women in boards, and in executive positions. (J)

I do feel like it is our industry that is fairly old fashioned. I think if
we don’t work at it from the core, from the root cause, then it will
never change. Then we’re going to be losing women the moment
they enter motherhood. Because, they’re not willing to understand
that there is a need to change that pattern, that system (F)

And another thing is breastfeeding, essential for the baby, women
are often put into cubicles to detract breast milk. It is so
humiliating. It is as if it is not important, it is very important! It
feels inferior, and it’s hugely important. (F)

I think in the hospitality industry it would be easier, not easy but
easier, if you work for an insurance company, then they probably
will compensate with money and that you take an au-pair or
whatever. But the possibilities within the hospitality industry are
there. You can create a house in a hotel, so it is possible, but it
was never discussed, and | think that that is perhaps changing.
What can we do to make it happen? (G)

And | think there's still a lot of traditional shit going on. But |
know that you had to wait so long for a promotion. So then they
start in the dishwashing. And then we will tell you when you are

0
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Harassment

Hiring process

It's a man's world

Quotes

ready to get a promotion. So people got fed up, you know,
because you did your four years of study. (I)

In hospitality, we have to become less traditional, we have to
empower people. (I)

. No, no, I saw harassment, | felt harassment (1)

I think that men, what happens there, | guess, is that they clone.
So every time there was a vacancy for somewhere high, then |
could feel that the people who could choose to candidates, they
really prefer to candidates who looks like them. So it must've been
the same types. Of course we did sometimes do sort of the
insights: roles, color, you know, that, all those things. And then
you also saw that it was almost the same colors every time. (B)

On the other hand, when you have vacancies for a non-executive
board, and you have 10, perfect candidates, and there are nine men
and one woman, the chance is that the vacancy will be filled with
a man because there were nine men and only one woman applying

(H)

But I think that's because a lot of men they have a quite dominant
way of doing things. And even when they don't know how to do it,
they act like they do it. And that works because people believe
them and | think that men are believed too soon. There are not
many people who go into discussion when a man (a certain type
of man but a bit of a dominant man), and those men, they grow
into careers very fast and it doesn't work in the end, but then a lot
of damage has been done. (C)

But men they, they're not busy only doing things well, then they're
also busy with manifesting themselves (C)

And | think that's the big difference and when not, especially men,
see those side-effects and focus on them when they have the
possibility to give people great opportunities. (C)

And | think they are more involved and they're not out to do
something for themselves, but they work more as a group. (E)

Files Ref

1 1
2 2
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but | felt that I had to stand up for myself. It was not the war, but
you had to talk and stand up for yourself on the right moment (G)

And I wanted to go to Brussels well, process was already “Oh,
abroad? You go abroad?” Please think about nothing but that. And
then there was one internship possibility in Brussels. And there
was another boy who wants to go there. And the school said he
can go. And then I said, Why can he go, Why can I not go? No, he
can go, and | didn't agree. So | spoke up. I said, No, that's not the
way, that's not correct. (G)

So I wanted to do stewarding and then again, the HR manager.
He didn't agree because that was not for women, women, ‘real
women’. I remember that. He told me ‘real women don't do
stewarding.” And I said, Well, this is bullshit. I'm willing to do it
for three months. You let me do it for three months. And if you
don't like it, then you fire me. (G)

but the thing is this motherhood is still...and we don’t facilitate,
we don’t make it easier for women, right? (G)

| saw things, if you didn't do what the men expected, then you
had a problem. And if you don't have a backup, then you get killed
as well. So you have to have your sponsor around. And if the
sponsor is gone then it's rough. That is rough. (1)

Not a mentor, because a mentor helps. No, you need somebody
who is backing you up. Not anymore, by the way, now that's much
less but at that time, | really needed somebody, because otherwise
people wouldn't respect what | say whatsoever (1)

I think when you have confidence, the skills, you have to be smart
to communicate in a manly environment. You don’t have to be too
pushy or too shy, you have to find a smart way to do things as
women. If you do so, men will accept you. They have to. (J)

And a small trick, what I always use, I’m not the tallest, Im68, so
when have important meeting | wear high heels. And not because
it’s sexy but because I am bigger and I am taller, so [ am on the
same level to talk to men. So it is important to think about your
appearance, if you want to be taken seriously, your appearance is
very important. (J)



NETE]

Lack of trust in
competencies

Quotes

for me it is a small trick to be on the same level and no be
overseen in practical way. And it’s subconscious but it’s very
important in terms of subconscious. (J)

but you have to be very wise to put that in. if you are too
emotional, you are not taken seriously. So it is very important to
do it in a smart way. (J)

Always, if you, as a woman, you have a bit of a step back if you
understand what | mean? (B)

Because the men | met, they mostly, started as a trainee and they
then grew into the highest position quite fast, last couple of years,
because there was not enough staff to be found. So last couple of
years before Covid, | saw men getting in management of hotels, |
thought they were not capable at all. And that's the difference you
see, when you see the difference of men running hotels or women,
the women who do it now, mostly they are capable of doing it.
And men, it is well about 50% from my point of view. So they get
a chance easier, even though they don't have to prove their
competence. | think or their capability. (C)

I don't think they've taken me very seriously my male colleagues,
kind of just kind of okay, within the group. (E)

But in the beginning, | don't really think so maybe they didn't take
me very seriously but eventually, | think they saw that | could do
a job and was one of them. (E)

I think I always had more female top managers than male
managers, at least at a small management team, because I think |
trust women more than men, | think that's probably the reasons
why. I think they do a better job. They give you more than men.

(E)

always have the feeling that to first of all, what I just said is |
trust women more than | do men. (E)

I'd rather work with women than men. (E)

But | was really amazed. First time. They told me that it was a
problem. | was really amazed. | couldn't believe that it was still
happening. And | couldn't believe that these females couldn't
solve it with this male colleague, which in principle, | mean, the
female is higher in the hierarchy than the male person. So | mean,
I didn't think it was a real problem, but it persists a bit. And we

Files Ref
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Parenthood
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don't want to lose either one of them. So we need to get
counselling there. But it's a funny problem in 2021. (E)

otherwise people wouldn't respect what | say whatsoever. So if
you don't have anybody who says what she says is right, or what
she said, you have to listen to at least, then you are just a low,
small little girl suddenly, you know, and then everything you say
is nonsense. (1)

if you are only one woman, and that I've been a lot, then they don't
really take you completely seriously. (I)

outside the company where people didn’t know me or less, I had
to do more to be accepted and appreciated for my skills and
knowledge. I experienced, maybe what you’re referring to, there
for a woman in this position, I don’t want to say it was more
difficult, but you have to do more to be accepted. You have to be
skilled, be prepared, have to have good knowledge to be accepted
as equal. And for men it is easier. (J)

First prepare well, and know what | am talking about based on
my education and experience. And if you are able to do that, in a
business-like way, put aside the emotional part, then you will be
accepted. They have to be able to see you as an equal sparring
partner to make business with. But once you overcome it, then
there are no barriers. (J)

you have to be prepared, and be strong. Because when you come
in such an environment, you have to prove yourself. (J)

So the combination of a full job, and children is not always easy.
But possible. (D)

What helps is | don't have children. So that helps, that probably
helps to work more. So it's different, if you have children, maybe
you have to make all the choices? (D)

The only choice which is not really a choice is the question, did |
want children or not, for me, wasn't really a choice, because |
never wanted children. So for me, it's not a problem. But I think
it's the only issue that might have been a problem. (E)

No, but that wasn't the case, because | had changed. | had changed
in that sense that I was still as committed as | was, but | suddenly

Files Ref
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had two babies to look after. And that had an impact on my time,
on the time referral that | had, but also in my commitment also to
them. So at a certain stage, what happened was that my life had
completely turned upside down. But my employer still viewed me
as the person with that same, time commitment, which was often
60 hours or 80 hours, whatever, you knew, you work weekends,
you did stuff, because our hotel industry is a 24/7 job. And also to,
add to that, a position at Hotel B, | was the director of sales and
marketing, and | was a member of the executive team. And | was
also the first woman in an executive team for Hotel B in Europe to
become a mother. (F)

my husband was very, very supportive of the career that | had.
And | was lucky in that sense. But the point is, is that it's not
necessarily the tasks, but it's also the feeling, because your
feelings have changed. | remember when my son had to go, my
son was born two years after my girls, and | remember that, at
four months old, I had to deliver him to the daycare center, and |
was, it was completely alien to me to do that. Because, everything,
my whole instinct was, no, | have to keep my son here, he needs
to be with me.(F)

during my pregnancy, my partner found somebody else. So he
left me. And then | was not only a hotel manager, but also going
to be a single mother. And then to be honest, | thought, Okay, how
am | going to do this, right? Hotel manager is a very hectic job.
Being a mother is quite a job. And combining both of them, | don't
know if I can, if | am capable of doing that. (G)

And then | thought, okay, | was so happy to become a mother. But
I was not intending to become a mother and put my child in a
boarding school. So then I thought, Okay, this is going to be tough
to combine it, that's for sure. Because in the company, nobody
does it at the moment. (G)

Because how am | going to be a single mother and a hotel
manager, | don't know how to do it. And | have nobody who
showed me that is possible. So it might be wise to change. (G)



Name Quotes Files Ref

it is very important for the role of a woman in my position. | did see
a lot of women struggle, if they want to grow in a consistent career
and also have a family, that is a struggle. (J)

I think for me, what really helped I was relatively young when |
got children (K)

Positive And | think because of the dynamics in the board with the two 4
discrimination guys there, and they're really different, then really looked at the

teaming and insights of the people. And I think it was in my

benefit that | was a woman because the balance was better. (B)

I don't see them too much. But because I think during these times,
you have even an advantage as a woman to climb the career
ladder. (D)

I'm not really sure, to be honest. It was kind of a novelty, which
made obviously a difference. (E)

I mean, in Asia, it's a little bit different. | think | experienced
positive discrimination, because of my background, and because
maybe my race and maybe my | don't know, being a woman,
maybe in those days, for those positions. (F)

Self-inflicted So | always asked for that contract of less hours but in the end, 4
barriers you did do a job full-time. So that's always what | find that
women are always a bit of a “thief of their own wallet” (B)

I think really they are too modest. They are not really like
shouting what they can do and that's what | mean. So we are
always a bit in the back. Also when there is a sort of conference or
something, | don't see lots of women always putting up their
hands and asking questions, always the guys, we are a bit more
sitting back and trying to look at what's happening and analyzing
more. And | think we always, we are not that opportunistic, like

guys (B)

I think it's also, it's partly the women themselves because they,
well, they don't have to drive to be the CEO of a hotel. That's they
want to have a broader perspective on everything and they change
more in jobs also. (C)

think it's because women are not placing themselves in the
spotlight as many times as men and they're doing their things and
they're doing their things well, well, the girls who have the



Name Quotes Files Ref

capability of having a career, but | think that's one of the things
they think. That when you're good, people see that your good and
that, that should be the way to grow into higher positions. (C)

it's also the females themselves. | mean, don't let you be put
down, be upfront, keep up your head, hold up your head and just
go ahead on your way in the way you think it should be done. And
don't let older people tell you what to do. It's your life. Just do
what you want to do. And if you make enemies you make
enemies, that's too bad. Just hold up your head and go on. (E)

Maybe we are not bold enough, and not self-confident enough to
get to that position but it can be done. (J)

that might have to do with taking an extra step to be where | am.
But I am prepared to take that extra step to be there. I think it’s
don’t let yourself down for taking that extra step. If you realise you
have to do that, take that step, and don’t argue about it, and don’t
be angry about it or think it’s not fair. There are a lot of things in
life that are not fair. (J)

System barriers 0

Childcare | must say that you'll have to see this in the perspective of 2
childcare in Holland. Like for instance, in France, that childcare is
something taken care of by the state. That is not the case in
Holland. You will have to arrange that everything yourself. So
that's quite a difference also in Belgium and in the UK, I believe
it's something childcare is organized by the society. And in
Holland, it's not, so that's a part of an explanation where there's a
difference. (A)

Partly because of the childcare system and you have to arrange
your own childcare. There was no state childcare. So | had a
nightmare at home because there was a, it was difficult to do
something else. (A)

And that's maybe something the government should work a bit
better childcare. (E)

Judggment And something else as well, but that’s something very Dutch, | 4
working think. Ladies are gossiping amongst each other. Oh, do you work
mothers five times? So then you will not have time for your children. But

this is something I think you only see in Holland, | do not hear
this from English or French or Belgium colleagues in their
countries. It's quite normal. (A)
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So then | wanted to have my freedom on Wednesday. It was not
that I didn't work, but otherwise | felt guilty. (B)

And that's situations that I've experienced as well. In particular
situations whereby women who are in leadership roles, they feel
this added pressure also from other women. (F)

Because of course, when | came back to the Netherlands, I had a
big problem, because people were looking at me like, Oh, that
must be a bad mother, you know, to have a job like that. And then
having two kids at home. That was a shock to me, because in
France, you don't have those. ()

you are not supposed to work full time, with two kids, alone.
That's not done. And I think still, it's an issue. Then the second
thing is, of course, you don't work full time. As a mother, you
cannot work full time. It's a whole thing in the Netherlands. (1)

So when you go to the doctor, you feel that the doctor has a
problem with it. When you go to schools as well, they don't
understand that you're not always there or available for all their
meetings, you know (1)

Not in this case, it's definitely not. You are not allowed to work
and have children. In fact, as a mother, as a father not, but as a
mother. That's weird. ()

Part-time And also at that time the word part-time work was not really 5
work existing. So it was either yes or no, there was nothing in between.
And when the part-time was possible, there were many companies
who said, okay, when you work, part-time, you cannot be a
management team member or a head of department. And that has
changed happily because now you can be also managing or a
management team member when you're working four days instead
of five. So that's a very good change in that respect. (A)

Well I have children. So in the beginning, I didn't want to work
full-time so at the deparrtment store it was even less it was like
four days. And | left, I find sort of stupid now, but I, till now I
have a full-time contract, it’s the first time, and I always worked
like 36 hours and four days. But every time | was off on
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Wednesday, then if there are phone calls or urgent matters, or |
had to go to the office, | did do that. It was like I did a full-time
job (B)

I think as long as the women in the Netherlands don't work four
or five days a week, we will never get to the level that a
government is wanting. So we have a very luxurious position in
the Netherlands, where most of the women don't work four days
or more. But that also means that you cannot have the positions.
Or maybe they don't even want what the government wants you to
have. (D)

But I think it’s important to support them and tell them that they
should be independent. And if they do that and they are going to
work 4 days or more, more women will come to executive
positions. But it will take time because first you need the women
who are working more than 4 days a week. And maybe four days
is already not enough, but what | am always saying is that it
would be best if the work week of four days would be more
common. For women and men. If four day work week is common
then it becomes normal that you are working one day less, so that
would be the best I think to get more women in executive
positions (D)

So if the women don't apply to these jobs, because they for
example , like to work be part time, then it's the women who
should change to more full time work. (H)

when | had my second and during those days | was a wreck and |
couldn’t work full time or I didn't want to work full time, I didn't
know what | wanted for my career and | just had to be mother and
I was a mother. So | worked part time and | did some more
systems roles or coordinating roles (K)

How to have more 0
women in executive
positions

Discussion So if I think back now, if at that time there would have been, they 1

would have said, listen, we really want you to stay hotel manager,
what can we do to make it happen. Then, at least there would have
been a discussion, and the burden would not only be on my
shoulders. (G)
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Because | thought, | cannot make it happen. But there was not
even the discussion on how, and I think that is changing it a little
bit now. That you see companies thinking about: what can we do
for those women to make their choices easier? Because that is it in
the end. If they had said, listen, I don’t know, I remember that in
the old days the GM would still live in the hotel, that you would
live in the hotel. | am not staying that is ideal, but that could be a
solution, that your house is also in the hotel, it would be easier and
you could say okay, I can quickly go down or whatever. So there
are possibilities, but they were just not discussed. (G)

Hiring process okay for every vacancy, we want three candidates and at least one 3
of the three should be a woman. And then we have a sort of last
decision making but that is every time. And that's also, | think you
have to look for the best candidate. It shouldn't be a woman or a
man, that doesn’t matter, it should be the best candidate. But
maybe to go to this new culture, you maybe should start doing
these kinds of things because otherwise it never changes. | don't
know if that's the right path to walk, but I guess you should in
airline, you should take some actions to start changing the culture
and as soon as it's more integrated, then it comes by itself.

I guess, for this company, it really should help for example that
you have targets. That was also at one point a guy who has a
target, the highest manager of cargo that he hires at least I don’t
know... but when you hear this as a woman, then you really think
it's stupid because then you actually are really discriminating or
whatever. So then, then we are sort of special or sort of weak. And
that's also not the case but I could also see, | changed my mind a
bit about it because of the airline, it was so tough, then I could see
that some targets should be made to help this improve. (B)

But I think that the people who are the highest up they should look
more to capability, | think that well people on the top should look

more to talent and capability than only to the people who have the
biggest mouth. (C)

If we hadn’t said now, for the position in our board, we will find a
woman no matter what, it probably would have been a man again.
And you are able to find women, so yes you have to put effort and
you cannot get away with [ have tried and I didn’t find them.
Bullshit, they are out there, you have to try harder. It will come
naturally if we all work hard, that will be my take.(K)

Make it about believe is diversity and inclusivity that will help as well, because 2
diversity it's not only male, female, but it's also color of the skin, religion,
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Organisation of
time
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sex, et cetera. So that might help, then it takes away the pressure
of the women. It's everything. (A)

I'm not sure if you know, every kind of job has a kind of person.
So financial controller is somebody who is very focused on, of
course, numbers. And revenue manager focused on numbers, but
then on the other way of how do we get them in sales manager is
focused on getting business. And I'm not sure if this has anything
to do with gender, right? It's just the type of job request the type of
person to do the job. So when we see in a management meeting, |
think you rather see the focus of somebody then, if he is male or
female. (G)

Well, you work a lot, especially when you have your own
company, it's like always there, but then on the other hand you’re
used to it. So | never saw it as a problem or something interfering,
I was and he was used to it ever since he was a kid, because before
we were both managing companies, we are managing in bigger
other organizations but that made us also our own boss of our own
time. In a way you are not. And in a way you are, so you have to
set your priorities and, well, I think we succeeded in the end. ©

was willing to work in the evening or in the weekends, etc. But |
also wanted to secure time to be with my family. So I didn't want
to have an 80 hour work week, I still wanted to have the 40 Hour
workweek, or the 32 Hour workweek, but when it was reasonable
to me so that | could still see my children, you see what | mean?
So if you wanted me to work in the evening, that'd be fine. But
then | would want to be off in the afternoon, so that | would still
be able to see them. And | wanted to manage my own time. So |
was | had my own company for about four years. (F)

So I could, I could combine it with the single motherhood, so
okay, my son was at day-care, five days a week, okay, that was
the consequences. But at least when | had to go and get him, |
could go and get him. And then | would work in the evenings or
very early in the morning, or whenever it was necessary, | could
combine it, which was great, which was really great. (G)

And of course, in the long run or when you get more experience,
you also say to conditions more or less, like, Okay, I'm doing this,
but | also have to take care of my two kids. But you know what it

Files Ref
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is? | mean, oh, it's a very demanding job. But the higher you
come, the more you choose when you work. (1)

But I never think that you cannot do a job because there are too
many constraints. It's all about organising your day to day job. (I)

With your leadership style, you can delegate you can empower
others too in the hotel, it's not up to you, the general manager to
do everything, especially nowadays, you know. So it is all those
kinds of stories around it all those kinds of misunderstandings,
which we have to take away. (I)

Combining a family with young children with a very demanding
job, you have to organise it well, because otherwise or your family
IS the victim or your company is the victim. So you have to take
wise decisions, think about it, and find a way how to do it. (J)

When the children were small, | worked mostly at home, I could do
food, have lunch with them, be home at five and cook dinner. And
I did my job in those times outside. I think it is very important as a
working mother to think about how you will manage not only your
work, also your household, to have healthy children with enough
love, and attention. You have to think about it as a working mother.

Q)

Now, at home, everything was always organized and structured
and prepared. I'm also extremely planning person. So | would
have like food in the fridge for two weeks, all frozen and
prepared. Everything was scheduled and planned out and
organised well. (K)

if you would not have been home, | would have organized in
another way. So it's just a matter of whether it's your family or
your husband, you just make sure that you have a good caregiver,
you have to organize it. Because if you're organized, it's doable

(K)

I must say what helped me tremendously is that | was in a position
because | was always in a leadership position. Still, when it was
small, but also when it grew bigger, | could schedule my own
calendar and agenda. So if we would have to organize, let's say, an
international sales and marketing meeting, and we would fly in
200 people, then | pick the date. And that date was based on my
calendar. So it'd never be on one of the birthdays of my children
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and never be if | had the conversations at school or musicals at
school, | would get everything around what was needed in my
private life. (K)

So that is, of course, if you have to reduce to other people's
agendas, then it becomes sometimes tense, but | could completely
schedule my own calendar. So I've never missed a birthday of my
children. And I made sure when I travelled around the world that |
always would be back on either Friday night late or Saturday
morning, very early so | could immediately go to the sport fields.
So I never missed any competitions, | even was the coach of sport
teams. So it is a matter of are you able to plan it yourself. (K)

Quotas we've had a standard some years ago that it was mandatory for 4
vacancies, higher vacancies, to also have female candidates. And
when a vacancy was not fulfilled or when there was no female
candidates brought in, they should look further until they found a
female candidate. So that's not the case anymore, but that has
helped, I think. (A)

something, | do not know whether it helps or not is a quota in
Holland, they are discussing for years and years already, where
whether we should have a quote in for female board members yes.
Or no, one half of the country says, yes, we want it because it will
help. And the other half says, | don't want it, especially women
because then I'm put into that company not because they want me,
but because they should have me. So I'm not sure whether this is a
solution, but people, especially female managers in the
Scandinavian countries, they say in our country, this was a
solution and it has helped. (A)

But we should be careful, we should be elected because of our
qualities and not because we are a woman. (D)

There’s a percentage, a law, multinationals should hire at least
one third of their boards, for non-executives, one third should be
female. | have a little problem with that, because you have to hire
the best person (H)

I would tend to say, the quotas, that the governments are putting,
I’ve never been a fan of that, I don’t think that works. I think it
should come naturally, but on the other hand I think you need to
work on that. (K)

Support So you see, once again, was it a fight? No. For me, it was not a 4
fight. Yeah, stand up for yourself and be a little bit lucky as well.
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Right? You have to have a little bit luck that people notice you
and, and that they are willing to give you a chance. (G)

You need to be lucky that the GM knows you, that you cross
him/her at the moment you need them. Of course, friends and
family are very important, as a single mother, if I would not have
had my mother, who would, when | had to travel, who would say,
listen, bring your son home and I will take care of him so you can
go and do your stuff, it would be difficult. So you need people
who are willing to help you. And I had that fortunately. Not in
Amsterdam in the beginning. That was tough. | came and
especially in the beginning, I still had to make friends, | did not
know so many people in Amsterdam. Everybody was working. So
I remember that finding a babysitter was a nightmare! In the end, |
managed and if you speak up then again there is always somebody
willing to help you. (G)

And it changes as well, because in the beginning, when | started in
the hotel industry, my mom and my dad, as hotel owners, could
help me. But when you are in problems, e.g. you have to get a
bank loan, it is becoming more complicated . So now for example
I have a lot of support from my non-executive board. (H)

When you go to a professional coach, they just listen to you and
they don't know anything about your youth or whatever. Your
friends and family see it differently. But sometimes it's more
about talking to the coach, the coach asks questions, you give an
answer. And by answering those questions, the solution comes up.
It’s also about sometimes accepting who you are. (H)

And bit by bit I went up also, because there was a leader who was
keen on me and trusted me. So he took me each time he got a
promotion, he took me up with him. (1)

And when we came here, it was pretty clear from the beginning
that they were big enough, because of course, they were used to
the fact that | was working. So they were at that age that they
could stay alone. My eldest could cook, you know, so that was
okay. But still, I had a support system for emergencies or
whatsoever, of course. (I)

the children were still young, | had my parents, especially my
mother, she was always supportive. So they did babysitting for a
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day a week or so. But if | had to travel because | often travelled
quite a bit, they always came for a full week they cared for the
children. Now, at home, everything was always organized and
structured and prepared. I'm also extremely planning person. So |
would have like food in the fridge for two weeks, all frozen and
prepared. Everything was scheduled and planned out and
organised well. My mother was always there to step in and take

care. (K)
Technology Well, the digital equipment we now have will help women as 2
development well, because then they can do things from their homes in the past.

(A)

So I was super flexible. And | was allowed to, like work from
home on Wednesdays and Saturdays and | worked in the
beginning in the evenings. (K)

Trainings That's also something when | was in the airline company | was 1
one of like the top hundred women because diversity was a hot
topic, they asked these hundred women to join a sort of training or
whatever to increase diversity.

And | didn't do that. And my manager asked why? I said, | think
we have to really change in the essence: how we hire people and
how we do that and it's not, that it is our fault that this is
happening. So | find that it is stupid that | had to do a sort of
training, but in the meantime, the culture, it's not like that we have
better chance after. Yes we are less opportunistic. (B)

Management style in 0
the company

Communication | see the people more so | try to remember them and to know 5
and Trust their names, because | think that's really important. It's also what
Internally hotel A stands for: personal, open. So | try to do that. (B)

I'm less in control like that. I mean, I think I trust all my people
but they do ask for approval yes, that’s also within the system.
And sometimes I want to know more. Sometimes because I'm
interested, sometimes | really trust that they did the right thing.

(B)

I think the way to approach employees to learn more from them
and connect them with everything you're doing. (C)
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it's always majority. And it really works well. | don't know why,
but it's really it depends obviously, on the group. The group says,
okay, we go for the majority, we trust each other. And if one of us
says, No, we just go along with it, because the others say, you
know, majority thing. Well, nobody says, | really want this or that.
That makes it very open and more trust, we have a little quarrels
sometimes. And we need to do that too. Of course, it's part of it.

(E)

Well, I always try to also bring the situation of the employees to
the table, like personal situations, or take into account what was
going on in people's lives. And, in Dutch we say, the men silica
marks, which refers to the human touch, the fact that we are all
human beings and things affect us, and if things affect us, then we
may not be able to, to function as well as we should. (F)

How do we engage people? How can we be more empathic? And
should we look at it from this point of view, or a different point of
view, have you consider this? Can we do it differently? Are we
empowering our people? (K)

So it really took me a full year to fully grasp the system and now
| feel comfortable, and | feel that | have their trust. (K)

I think what is most important is that you have an environment
within your company, within your team, where there is trust and a
feeling of safety. If you can establish that whether it is with men
or women, I think it will come naturally, everyone will speak up
and people will find ways to grow. If that is not the case, if you do
not feel safe, that can be a reason because there is way too many
men, then you have no relation. I think trust and psychological
safety, that is fundamental. (K)

Founder focused And very owner driven, very founder driven and also culture 1
where if you're close to the founder then you have influence. That
needed really to balance out, so over the years, we have
restructured the governance and leadership team (K)

Management And then my general manager said, “Oh, do you come back? Then
focused on control vy will have to come back full time.” (A)
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And, and that really affects you, and in my leadership role at that
stage, | could not sit and cry for my kid. Because you have to man
up, you have to man up, see that word? And is that fair is that
against your instincts? It's all against every type of instinct. And
so all these blockages that are being built in so that you are
surviving all the time? (F)

. So, he insisted that | stay in evening, and he kind of took me into
his office. And he told me, and he’d closed the door, so it was just
me and him. And he told me, he said, | need you to commit to me
whenever | need you. He said, and that means 24/7. So if | need
you at 8pm, you need to be at 8pm. If | need you at 1am to do
stuff, you need to be at 1am. (F)

But it was very, very shocking. It was very intimidating. And it
was very shocking. And it also made me realize that things had
forever changed also, on my behalf. (F)

Once you hit the role of manager things changed a bit, so the
stakeholder management was, it was a different league, and
expectations were very high. And there was no time for nonsense.

(F)

If I have an idea or if | think you really have to do it like this or
that, or last week we were looking at a hotel which was for sale,
and then | don't have a really good feeling, and | can tell what |
think, and they listened to it and they agreed actually. So, it is
open and I can support it. (B)

because | always believe in cooperation and working together (C)

but that contact is not work related, it's more just building the
relationship. (D)

the people working for a museum because people working in the
museum are highly educated. So that's the difference between a
hotel industry and the museum fields, people have higher
education, and they are very demanding in that sense. So they are
insistent on being involved in what's going on. So you have to
comply to that. People working in the hotel field are more
appreciative when they are given things or informed about things.
It's not a demand. It's not a norm from the industry. (F)

Files Ref
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And also, I think that the management team is very approachable
here. And this has even improved this year, of course, because we
all have to stick together to make sure that that we get positive so
that we stay positive. And it's an open door policy, everybody can
come in (G)

. So I think we were known as a reliant partner who discussed real
and, | think open, fair negotiations. (I)

I don't find that challenging, because | must say all eleven are and
were and still are super open for my input if I can help and they
truly see the added value of it, in their DNA, in a natural way. (K)

| started with monthly updates from the management team, to
leadership team to managers, we've implemented a newsletter,
we've developed a learning and development platform that's also
used for communication. So where everything that's happening,
you can find all the new people that join, people that would leave,
people that got a promotion, they're all there. So that's all a bit
more structured, we still have Thursday drinks, we change that to
Thursday, that's a better time. (K)

But we've also introduced TSH talks where the CEO gives a
monthly update on how the business is doing. We have corona
team update. So it's all more set in stone. And we've organized for
the first time last summer, and now in January a Summer and a
Winter Festival, where we have a full week of inspiration and
trainings and workshops, and everyone (K)

incredible. And you have to continuously communicate in a
transparent and open way. And especially that now everybody
works from home. (K)

I think that what helps a lot is the power of vulnerability and |
always refer to the Ted Talk of Brown, which is one of my
favourites. And | think if men and women, they are more
vulnerable, then you create that open and inviting environment
where people feel safe and then the magic will happen. The
moment people tend to be more vulnerable and say I don’t know
the answer, sometimes I also don’t know the answer and make
mistake, it will create an open culture and everything in it. (K)
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Trust externally We like to communicate in a very open and easy way. I'm very 2
direct in communication and | think we do that with all our
stakeholders. (H)

you have to prove yourself, as a professional, as a reliable, as
financially healthy. And if you are able to do well on these three
things, then you will be seen. If you are networking, the process
will be much faster, but we didn’t do it, we did it our own way.
When the company is evolving and you stay on these three
important pillars, then you get the confidence of your stakeholders
and it is much easier to evolve. If you have trust with stakeholders
it is easier to grow, do your thing, get help. (J)

You don’t see it, but you have the trust in your environment,
people will stand up for you. Because you have proved yourself,
and they allow themselves to stand up for you because it is
financially healthy, reliable and professional, and it has skilled

people. (J)
Need to have the best | think you have to look for the best candidate. It shouldn't be a 4
person woman or a man, that doesn’t matter, it should be the best

candidate. (B)

I don't know, I always think that the best person should be in an
executive position, whether it's a woman or a man, it doesn't
matter. It should be the best of course, I believe in a diversified
team. But it's more all the characteristics not only between men
and women. (D)

always have to hire the best person (H)

you should hire the best person for the job (H)

And not particularly because of the fact that, of course, | was more
open to hiring women, but women who presented themselves for
the jobs were better than the men so clearly, because they have
much more emotional intelligence. | wanted to change a lot of
things. So that's how it turned out that there were a lot of women
coming in. (1)

Reaction to changes in 0
the external
environment
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Change as part of And we use it to see if we have to change our way of working, or 2
strategy we have to make plans with any high risks involving. (H)

For example sustainability, we embraced sustainability ten years
ago or so. And all our hotels went on a gold level of green key,
and that was only the beginning for us, it was a starting point to a
more sustainable way of entrepreneurship, and in that way we
started to develop with the building of Hotel A, the most
sustainable hotel in the Netherlands. That was a huge step for us
because we hadn’t done that before, but by doing so, not only was
Hotel A more sustainable, all our hotels went more sustainable
because we learned in building Hotel A. (J)

Denying changes  So if in the first year of the child's existence, there's always a 1
virus, or there's always something happening, or there's always
something funky or whatever, that takes away the attention of the
woman because, obviously, the baby is in need. There's such a
need for that child to be to be part of that, but the point is that I'm
trying to make is that we just pretend that there's nothing
happening, but there's everything is happening, everything is
changed. And we're just continuing as if nothing's changed. So,
somewhere along the line, someone needs to make that, accept
that or acknowledge that so that you can make that difference and
make it work so that you can contain the talent that you have in
the women. (F)

Embracing And don't be too old-fashioned in the sense of, you can only do 5
different this job when you have had that studies, there's more ways to go
approaches to the destination. (A)

And I didn't do any hotelschool or whatever. And all the people
who work, almost all the people, they did. They did like you did,
they did hotelschool. So I really didn't do that. But maybe that was
part of with, maybe this comes later in your interview was part of
the reason they choose me because they want to have some fresh
outside point of view. (B)

, | remember the first time | had an interview with a young man,
and that he said, yeah | am willing to do the job but I only want to
work four days a week, because | want a day a week for myself.
And | remember being like, what do you mean a day a week for
yourself? That would never have come up in my mind! (G)
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You do a lot of things well, it’s all about respecting and
embracing the differences. | am very happy with A, my younger
assistant, who is very good with the computer. He helps me out
many times. But when it is about experience or how to handle a
situation, he comes to me, and asks how we are going to handle
this. (G)

we tried also with our partners to innovate, to find new ways of
working (I)

So that's kind of things we work together, like how can we make
the work more fun? And find ways to optimize the way we work?
So that's not always that makes it cheaper, but it makes it healthier
in a way, you know, sustainable, more sustainable for everybody.

(1

With the growing of the company, my husband and | grow too,
because then you can meet people with new knowledge, and
young people, and all those things kept us modern and flexible. 1
don’t think we are in front, but I think we are the first follower.
We are very open for new things, but we don’t always want to be
the first ones because it is very costly (J)

Embracing There are departments where everybody has been working there 3
personal changes  for like 15 years and they are with five people and they like it the

way it is, and it's very difficult to have them all change and it also

then that you wanted them and when they don't see the benefits, so

we didn’t force people on that ground. (C)

to kind of allow for the space whereby people could, if there were
concerns that they that we would also spend attention to the
concerns of people, if there were concerns in their personal lives,
blah, blah, blah, and to also see people see them as they are, that
was very important for me to remember. (F)

. When | became a mother, | really learned that there is more in
life. (G)

, | remember the first time | had an interview with a young man,
and that he said, yeah | am willing to do the job but I only want to
work four days a week, because | want a day a week for myself.
And | remember being like, what do you mean a day a week for
yourself? That would never have come up in my mind! (G)
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Reacting in a normally we react very quickly in the modern world with the 5
timely fashion internet and zoom and Microsoft teams, et cetera. (A)

we have to respond and we want to respond. So in the
Netherlands, with Green Key goals if you're talking about
environmental issues, also in hotels in Spain, we have the
certificates for environment. Technology, we are not the first |
think we do follow. Yeah, because, you know, in the Netherlands,
we are too small. And sometimes hotel group A is too big for us.
But of course, we are aware about it, and we follow them. And we
try to be as less as independent from the OTAs as possible. (D)

Otherwise, we would have done it in three years time. Now we
pushed it before. So it was a clever, clever decision, but it was a
tough time because preparation was as fast as possible with a lot
of uncertainty. Faster than normal (d)

Responding to change, | think Hotel B was ahead of the game as
compared to other hotels, definitely already in those days. It was
very focused externally, but also from the head office perspective,
so head office played a very major role in that. And we would add
on to that locally, and then you grow larger. (F)

Most of our hotels we build ourselves from scratch, and if you are
building your hotels you are evolving. Because you will encounter
new things, technology, building methods, able to invest in new
opportunities. So by building one new hotel, we learned a lot of
new things we could use in our other hotels to. That was our way
to grow. (J)

now that we are kind of at a pause due to COVID, we have started
to really look at ourselves and see how are we organized, we have
200 people in headquarters in Amsterdam, is that the smartest way
to run hotel A operations. So because we have corona, and we had
to really stand still, pause and look at ourselves, we can now see
that we have to organize differently for the future so that the
moment growth will pick up again, we can immediately rapidly

scale. (K)
Reluctant to also a bit of resistance to hire somebody from outside the area, so 3
change from, for example, cargo, there were also people wanted to make a

step like I'm doing now from engineering and maintenance to
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cargo or vice versa. And then they preferred to go safe. And
choose somebody from the area and maybe internally, it's better
that you have your own people first, but on the other hand
sometimes | think it's good to take a risk to have some more
dynamics and outside view on things. (B)

asked to be able to balance my life, better, my private life with
my business life. So I said, Well, I'd like to see if | can work one
day less for me to be able to manage my life at home, so that | can
be a better employee. And the answer | received at that stage was,
well, you are part of the executive team, you cannot work less
hours, because that would give a wrong impression of your
position. (F)

But | experienced a lot of pressure when | became a mother. And,
| found that extremely disturbing, extremely disturbing. And |
found that my employers did not pave the way to keep women on
board, in particular leadership roles (F)

And, and that really affects you, and in my leadership role at that
stage, | could not sit and cry for my kid. Because you have to man
up, you have to man up, see that word? And is that fair is that
against your instincts? It's all against every type of instinct. And
so all these blockages that are being built in so that you are
surviving all the time? And therefore, to answer your question, |
think often what I'm hearing is that, I think if the employer were
to encourage the male, the men to that it's okay for them to loosen
up, and to provide more of that care in order to take away that
feeling that the woman has to want to be sure that everything is
okay with her kid, then the father will maybe be more encouraged
to do so. (F)

And then | found out that every time when | was in the restaurant,
and that French people were laughing when they looked at my
badge it said le trainee. So I thought, why do they laugh? Why do
they laugh? Must be something, right? So | went home, and | took
my French dictionary. (G)

that's not the way | want to be presented. So | went to the HR
manager at the time and said, Can you change my badge, please?
Because I'm going to the room service. And if | go to room
service, and they find a see this, then they might think so... and |
don't want to be known like that. And what happened was quite
the discussion and the general manager came along, but he heard
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discussions that was going on here. So | told him the story. | said,
Can you please change it and have stagiaire or whatever. And the
HR manager that was really very cross at me, and he said, No, 'm
not going to change. But in the afternoon, all the female trainees
had to go to the HR office and all their badges were changed. So
small victory for me. (G)

So | wanted to do stewarding and then again, the HR manager.
He didn't agree because that was not for women, women, ‘real
women’. I remember that. He told me ‘real women don't do
stewarding.” And I said, Well, this is bullshit. I'm willing to do it
for three months. You let me do it for three months. And if you
don't like it, then you fire me. (G)

It should be a close one. (A)

And especially now because we are all in deep trouble, we should
be very close to each other and as open as possible. (A)

And especially the municipality is lacking a lot of income because
we do not have tourists, so they do not have any tourist tax, so we
can be like enemies, opposing each other, but we have the same
problem. So it's easier to help each other at the same for the
neighborhood when they think we are too noisy or whatever, we
should never be defensive because we need each other same for
unions or owners, et cetera. (A)

As very good on all perspective because we worked a lot, we
worked together and with the competition the different levels in
the area, in a broader area, leisure different from business. And
then with clients, everything worked well in a hotel, so we have
high occupancy on all levels. So then it's easy because we had a
high satisfaction rate and also so the clients were ambassadors as
well. Ended up making marketing easier, of course. And with the
competition, we were all doing fairly good the last couple of
years, so that's easy also then. So when you're full you send it to
another via different alliances of cooperation in the area of
Utrecht, we were working together with a lot of competitors and
also with the public services and the Province to attract people to
the area. And then one time they come to you and the other time
they go to your competitor. (C)

Files Ref
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because | always believe in cooperation and working together on
all levels with your competitors (C)

all the potential partners in the area you can make each other
stronger because one is doing this and the other that, and then you
have nature in our case. So you create things and then it makes
everybody stronger. (C)

We help each other, even in competition. When we have a
discussion, there is a new law and somebody knows a little bit
more about it than that goes really very, very friendly, very
helpful. Of course, the Director of Sales will not share contracts
with the competition, But if, for instance, they have to represent
Amsterdam as a destination, then again, they will work together,
because there is more. But in HR, also vacancies or I'm looking
for an assistant front office manager, and then they say, Oh, | have
somebody who's ready, you know, and yeah, it goes really well.
Because in the end, of course, people in HR want to make sure
that the associates progress, and then they move on. But
financially then it's a different story, of course, and revenue
manager will not share what the price strategies for the corporate
account for next year. (G)

We like to have stakeholder relationship in partnerships, with any
stakeholder we have or choose. It can be purchasing, so when we
purchase materials or products from a company, we like to be a
partner. We think about what we can do more together than only
buy the product. For instance, environmental progressive
processes or corporate social responsibility is always something
we talk about with our partners and with all our stakeholders.
That's very important. (H)

It's really a partnership for the long term. (H)

. So I think we were known as a reliant partner who discussed real
and, I think open, fair negotiations. (1)

for procurements, there were also some issues because our
procurement image was really a little bit like Ahold in the
Netherlands with the supermarket that we squeezed people out,
you know, I really created Win-Win situations. And long term
partnerships, instead of always being on the penny. We looked at
other things than only money, price, cheaper, cheaper. But we
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looked for quality, we looked for sustainability, for example, we
looked really for Win-Win situations (1)

you have to prove yourself, as a professional, as a reliable, as
financially healthy. And if you are able to do well on these three
things, then you will be seen. If you are networking, the process
will be much faster, but we didn’t do it, we did it our own way.
When the company is evolving and you stay on these three
important pillars, then you get the confidence of your stakeholders
and it is much easier to evolve. If you have trust with stakeholders
it is easier to grow, do your thing, get help. (J)

Close relation with jp's very important to see my stakeholders frequently because 5
internal there are of course, you know hotels, but I go there and with the
stakeholders new beginning, | think I tried to listen and know what they're

doing. And sometimes | try to steer but that is more on the
marketing point of view or HR that from my experience: what |
have learned, how can | help? (B)

But internal because I'm also the manager, | try to find a sort of

balance between being a boss and being a sort of partner in crime,
like a sparring partner. (B)

to also see people see them as they are, that was very important
for me to remember. (F)

2020 was the toughest year ever. Because you know that all those
people, they have to pay their mortgage, or they have to pay the
rent, and sometimes they have a family and so has been terrible

(G)

And we're being very protective of each other. You know, it
works well. For the time being at least. (E)

for HR, all of the associates are the most important because in the
end, the associates are our guest. They are happy. (G)

And also, I think that the management team is very approachable
here. And this has even improved this year, of course, because we
all have to stick together to make sure that that we get positive so
that we stay positive. And it's an open door policy, everybody can
come in (G)
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I took them all for lunch, and it was the first time that it happened.
So that was a very, very important point, | think, which | changed.
What | changed is to put franchise hotels in the center of what we
were doing, because | said the franchise hotels are happy with
what we are doing (1)

the employees, of course, we did a lot to get better engagement.
So then we did that through leadership, also through a different
way of recruitment. So we'd much more looked for other profiles
than only technical skills. Is that a little bit what you were looking
for.(I)

When | came, it was very old fashioned. So I think what | did was
really role-modeling, that you could always talk to everybody. So
there was a shock, because when 1 visited the hotels, a lot of
people were only use that you talk to the general manager, and
perhaps a head of departments, but addressing yourself to people
who are working really on the floor wasn't normal (1)

Of course at the beginning with only one hotel there was a close
cooperation but during the last years and being a big company (J)

Collaboration in the type of work I'm doing now, it's more like group things. We 2
internally discuss it. And obviously, I'm often the one that says we go this or

that way. And | take the consequences, too. So that's alright. I'm

not afraid of angry people, or whatever people say or mistakes. |

make mistakes. (E)

| immediately started to work with A. And she started as CMO,
and we had a very good connection. And she became my friend
for life. 1 spend so much time with her. And we were super
complimentary to each other. (K)

and later on, we became peers in the board. So she was the second
female board members. So for her because we were so
complimentary, she could not work without me. I couldn't work
without her. But that also gave me an enormous flexibility in
working hours, because she fully accepted it. (K)
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Efforts in good it's a real good relationship. It's built on friendship from my father 5
relationship to the CEO or the president of hotel group A organization who is

also 82 or 84, my father's 92. So it's a friendly and good

relationship. Sharp when necessary. We have not always the same

goals, but most of the times we do have. So it is sharp and

friendly. (D)

was built a friendship, but now my father is not still in the
business and from the other side, it's getting more business
partners like friends. Changing overtime. But still the respect and
the good relationship is there. (D)

. So that was really hard. But because we have this open
communication and partnerships, it's easy to talk to your
stakeholders and see if we can team up and share our experiences.

(H)

And | think it's good to have a good relationships also in the good
times, because then you don't need to introduce yourself in the
difficult times. (H)

I took them all for lunch, and it was the first time that it happened.
So that was a very, very important point, | think, which I changed.
What | changed is to put franchise hotels in the center of what we
were doing, because | said the franchise hotels are happy with
what we are doing (I)

We have a very competent and reliable team, we love to work with
them. We think they have all the skills. And being happy, because
being happy in your job is so important, maybe more important than
skills. Then if you’re in a safe environment, and you go to work
everyday with a happy face, you do better. (J)

I, of course, mainly focus on internal stakeholders. But | would
say also in kind of a similar way, so based on our values, that's
always what drives you (K)

when we seek for suppliers or people to work with or whatsoever
you seek for like-minded people who are also passionate, out of
the box, innovative, creative. We are currently looking at a
provider for training and development programs. It's not a off the
shelf, standard user training, should be something totally cool and
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exciting and different than knowledge. So yeah, | think, is that
what you're looking for? (K)

Always sort of what we call the completely connected
community, like make sure that everybody feels part of hotel A
and it’s a community that you can really join and that special kind
of experience with a lot of added value because of all the events
that we organize. (K)

Expected I worked for Hotel B and | started working in 1998, just to be 1
flexibility specific in that, still with the world at my feet, completely being

able to achieve my own ambitions, but also still being unbound.

So, I mean, I had a partner, but | had no children. And myself, life

was still at the service of my employer. So basically, because |

was so flexible, and | had been flexible throughout my whole

career, | never looked at the clock, | was always available. (F)

Rational approach  they need to communicate with the different groups, keep them 1
to external informed, keep them up to date, talk to them ask their opinion,
stakeholders sometimes. And it's difficult because you know everything, I think

that's always been a problem, how to work with stakeholders. But
it's good to define them, you know, define your stakeholders. And
make sure you have a little calendar that says, okay, every two
months, | need to talk to this or that guy or woman. And it's
difficult, because it's always a bit. I mean, I'm going to talk to you,
I want your advice, but I'm not sure if I'm going to take your
advice. Yeah, that's a difficult point. Also, what do you do with it?
Like, can you share that's always a bit of a problem also. But you
really have to think about and really make a little list, you know,
and review the list frequently, because stakeholders change,
groups change. (E)

Stand-alone almost don't have them. No, | don't work with suppliers except 2
organisation sometimes for decoration. (D)

we have, we are not financed by banks. Almost nothing. So there's
no relationship with suppliers. Yeah, that's what | said. For
competitors, no, | do not have direct relationship with
competitors. (D)

they were a little close minded to their nearby environment. They
would not really reach out to the partners that were alongside so
kind of like an independent individual in that sense. Not snobby or
anything like that but like the quiet kid in the classroom so if
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someone would approach you, you would not say bugger off, but
you would not be the one to approach them. (F)

Strategy formulation 0

From the top together with the hotel directors, we are making the strategies. (D) 5

| get their proposals, to get their ideas and to value their ideas.
And maybe the decision-making what we're doing is more or less
together. I'm not pushing my decisions to them. Normally we
decide upon consensus. It is more or less like the Dutch Polder-
model (D)

It's the GM and then it's reviewed by us. And in principle, it's his
job. So we may help or suggest but it’s his job. (E)

So, this is kind of top-down exercise. So the mother company says
what their vision and strategy is for the coming years, and then it
narrows down to the world, the different parts in the world. And
then, the area managers come and say, listen this is what we want
to achieve, and this is what | want to achieve in my area; GMs
what can you give me? How can you help me achieve those
goals? Then the GM gets the goals, then the GM of course goes
down into the organisation to the management teams, and says
okay, these are my goals, what can you do to help me to achieve
the goals? (G)

of all, there is of course, a big vision from Paris (I)

It was basically, the shareholders together with the board, kind of
set the high level steering direction. It also kind of happened,
strategy just happened because we were growing so rapidly. (K)

Involving teams | created the basics and then | asked the members of the MT to /
make their part and | helped with, but because they were not used
to doing it they found it very difficult, so I had to help them, but
then | also involved younger, more people on the work floor in
creating the part in their area. So it was done by not only the
manager, but it's also to people who have ideas. And so every
department ends with their strategy and we put it all together into
one strategy. (C)
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You were also the one to write out your strategy, to share that
strategy, so that was approved by your fellow managers, and
director or whatever and you would role it out. (F)

Cause in the end, of course, you want also that all the associates
know what we are aiming for as a company, so we have to
translate the strategy of the company into the strategy of your
hotel and into the one of your department. And everyone knows
this is my part of what | can do to get the company where it wants
to be. (G)

So we listen to the hostel managers, we have employment
surveys, and every second year, we ask the hostel managers what
they think about the departments in head office. and they give
point of improvement. So, of course, there's a head office, but |
we have lots of working groups, where people can attend and
share their ideas. For communication purposes e.g. we use an
app where everyone can give their ideas or opinion and where we
can talk to each other. So we try to communicate on an easy level.
We don't have big folders with policies and procedures, but of
course, we need to have some agreements on common ground for
common things to guarantee a minimum standard and quality. (H)

Depending on the topics, we have working groups, and ask them
for their opinion. Only in strategy, I realize it's always hard,
because people in the hostels are more operational. The feedback
is mostly operational, but in the end, you can have a good feeling
of where we have to work on. (H)

then suddenly I see it, then I'm going to talk to people like what do
you think? What do you think? And also with stakeholders, |
mean, not only with because the partnerships, of course, don't
happen alone. I'm not going to say | want a partnership. No you
are talking to them, you are sharing a vision. (I)

A strategy is very important to share as well. And you have to
make sure that it is everywhere in your organization. Because |
remember we had a lot of outside trainers, for example, team
builders for each hotel, and | don't know what. And that was the
biggest stupid thing we could do. Because those team builders, it
was always somebody who knows somebody and he came in, but
he even didn't know the hotel group A strategy. So yes, they do a
team building, but you don't do it towards the strategy we've
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chosen for you? So that's something we changed as well to make
sure that the people who trained were aware of what the message
should be which they were selling in their training. (1)

We do it together the strategy, and the strategy is not stuck, but what
we have learned in the last year is that we have to be flexible. (J)

If you ask me it should start with overarching objectives, and then
the team should contribute to that to really be a part of it. And that
is something that within hotel A, we're not yet fully there, but
we're getting there (K)

Objective strategy eI, normally the strategy is being thought of by ourselves in the 6
formulation hotel and we'll make a yearly sales and marketing plan and that's

based on the strategy. And that has to be validated of course, by

our owners and our managing company. (A)

And any effects or anything that happened and whatever, you
would have to report that back. But you were responsible for your
tasks and your commitments to that. (F)

So, this is kind of top-down exercise. So the mother company says
what their vision and strategy is for the coming years, and then it
narrows down to the world, the different parts in the world. And
then, the area managers come and say, listen this is what we want
to achieve, and this is what | want to achieve in my area; GMs
what can you give me? How can you help me achieve those
goals? Then the GM gets the goals, then the GM of course goes
down into the organisation to the management teams, and says
okay, these are my goals, what can you do to help me to achieve
the goals? (G)

Now on a departmental level, so if an F&B manager, he gets
goals on revenue, cost goals, or guest satisfaction goals,
engagement goals, and they all get their part. (G)

Of course, we have to look at our competitors, and our financial
situation, where we would like to grow, how we can improve,
improve our quality, and how we can work internationally with
Hostelling International. Those topics are in the plan. (H)
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| arrived when the RevPAR in the Netherlands was minus 30%,
or something, which is nothing in comparison with now, but
anyway, we thought then, we would never get over it, but we got
over it. So when it happens, you just have to see how you can not
only decrease the cost side, but how you can be creative and how
you can make the difference with your competitor, right. (I)

First of all, there is of course, a big vision from Paris. And then
you have a look in your country. Like what's happening here? The
strategy, that is one of my strengths. I think I'm visionary at a
certain point, when | have little dots everywhere (I)

set the high level steering direction. (K)

There was a budget process that was owned by the CFO. And just
before COVID started, we were on the verge of starting to review
the business planning process where you really have like your
overarching company objectives, and then the themes will
contribute to that with the team objectives. It all should come
together. (K)

Structure of the 0
organisation

Centralised And so our business is very much with the forks, so there are quite 4
some level, but it was all quite transparent and very clear: who
was in the report structure and who was empowered to do things.
That was very clear in that structure (F)

A lot of what we do is centralized, so we have a centralized
financial administration, the accounting and marketing and sales
and regional managers for operations. Lots of work has been
centralized in the head office, and there we have around 35
people. (H)

Well, we centralize for example, bookkeeping, sales, but we see
ourselves as a service office, not as a real head office (H)

There was a lot of centralized (1)

very open young and dynamic company, but we were managed
quite centrally. So we have a central headquarters in Amsterdam,
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for example, all marketing, all sales, partnerships, reservations,
real estate. That's all managed from the headquarters in
Amsterdam. And then we have our hotels all over Europe. And
basically what they do there is they run the hotels, but they do not
do any sales and marketing whatsoever, that makes it relatively
hard for them to own their full p&lI. (K)

This is just an example. We are hiring a new GM in Maastricht.
And we offered her a certain salary, but it was too low. And then
he said, you can decide yourself if you want to increase that. So in
the end | did it and there was a bit like, okay, could I have done
this? You know, but he said, it’s your turn. It is really open. (B)

Yeah, well that's what | started up also, more the internal
communication, you have the external communication and
internal communication was sort of top-down and well, | changed
that the other way around to also inform people more in all the
parts of the processes and | think with great success. So people
were more involved with everything and they gave me better
ideas. They were more self-directive. (C)

Everybody organizes their own department? Of course, there are
rules. Of course, there are programs in HR, we have different
programs that we have to use, which is kind of mandatory from
the company. But the way you do it, that's up to you. They give
you the tools, but it's up to you, you make it work for yourself.
That's how | feel it. (G)

The working environment is very open, we are easily accessible,
it's a bottom-up organization. For some topics, you need to have
some top-down views and action, especially when you have to
react very fast, like in COVID times, but most of the time, we try
to involve everybody to find out what's best for the organization.
In the end, I think when everybody is involved, it stays longer. (H)

in countries we did what we wanted, and | was rebel, so | did
what | wanted. Although when something was good, we took it of
course. (1)

. And that's it, and trusting people and give them the let them do
initiatives, tests, and try. Try everything you can to make a
difference with your competitor. (1)

Files Ref
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In hospitality, we have to become less traditional, we have to
empower people. (I)

we have a very small head quarter because we think that the match
has to be played in the hotels themselves. So we give our general
managers a lot of freedom to do their thing to their image. That is
why we are able to have a very small headquarter, able to sleep at
night because we are very decentralised, and to attract skilled
people. So if you don’t give them the opportunity to get the best
skills, and their way of doing, they will hate the organisation. We
give them freedom, under only one condition and that is finance.

()

We are very decentralised, and having small HQ, there is a lot of
discussion possible in making final decisions. Me and my husband,
of course there has to be a captain of the ship, and if it is difficult
we make the final decision, but usually there is a lot space for
discussion and skills and knowledge to get to the right decision. We
have to because me and my husband would not have been able to
do it ourselves all these years. (J)

Are we empowering our people? (K)

And we're now in the middle of a transition of moving a lot of the
people in HQ to the local teams, so that they can work with a
general manager in the hotel and can manage their own p&I. So
we're in the middle of, they often call it from central to decentral |
call it more to local empowerment or an ecosystem of
collaborative teams, but much closer to the to the guests and the
consumer. So that is a change. (K)

Flat structure | think they were used to a top down and we tried to make it flat 6
and well that didn't come easy because some people were not used
to it and other people wanted to, and well, we tried to get it more
to one point which worked in some departments better than others.

(©)

think they are quite flat. What | noticed in hotel, which there is
normally it's quite tall, quite hierarchical. But | think our hotels
are not that hierarchical. (D)

Well, it's in fact quite flat. Yeah, it's quite flat. So we have, of
course, we don't have that many layers, in fact. (G)
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but I did a lot of clean-up as well, because there were a lot of, you
know, those general managers, who thought they were God. So |
changed that mentality as well, | set up leadership courses, which
were a little bit different than what they had before. So people
who thought they were God, they had to come down a little bit
and start to be normal again, you know. (I)

We have a very flat organisation (J)

I wanted it to be young and dynamic, without too much corporate
structure, so really informal, flat layers, no hierarchy, no politics.

(K)

Flexibility inwork  Ang nowadays we are far more flexible in offering temporary

methods

labor jobs to working mothers or working fathers who want to
work for four days instead of five. (A)

What | mean is if you do the job you can also be flexible. And that
it is important that you do the job and that you achieve your goals
as you have been asked. And if you do that, it shouldn't matter
how you do it. (B)

So children were a point that | wanted to be also at home, but I
also wanted to make a career. And now in the end when they're
older, now I can do my full-time, but | want to have the freedom
to be at home at Wednesday and work. And then my new boss
said perfectly fine, as long as you make your KPIs and then it's
fine with me and that was already from the start it was a feeling. |
thought “Okay. I'm flexible. I can do how I want it, as long as I do

it”. (B)

Because, they’re not willing to understand that there is a need to
change that pattern, that system. And there are so many ways you
can do it by again looking at dual, putting two women in one
position, or job sharing, (F)

, | remember the first time | had an interview with a young man,
and that he said, yeah I am willing to do the job but I only want to
work four days a week, because | want a day a week for myself.
And | remember being like, what do you mean a day a week for
yourself? That would never have come up in my mind! (G)

And | stimulated a lot of women to continue working. There were
a lot of women who want to work five days but they felt obliged.
And then | said okay, then you work one day home, I think due to

Files Ref
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COVID that is changed forever, because you can do a lot of things
from home, now. But in that time and | said you work home, and
they would say no, but I don't work from home because then my
kid perhaps... | said, Yeah, but if I call you or somebody else calls
you do you pick up the phone? Or do you call back when your kid
is in bed? And she said, Yes, I said it's working. So don't say you
work part time, take your five day money, and make sure you're
always available. Because you are always available. (1)

With your leadership style, you can delegate you can empower
others too in the hotel, it's not up to you, the general manager to
do everything, especially nowadays, you know. So it is all those
kinds of stories around it all those kinds of misunderstandings,
which we have to take away. (1)

My husband and I are very flexible and in the lead. (J)

Yes and it was very special because we lived in one of our hotels,
and that helped me a lot in my work. (J)

For me it was necessary, and a big advantage, and it helped me to
combine those two. (J)

and later on, we became peers in the board. So she was the second
female board members. So for her because we were so
complimentary, she could not work without me. I couldn't work
without her. But that also gave me an enormous flexibility in
working hours, because she fully accepted it. (K)

. And then | could get the emails into my big computer at home
and I could work from home. So | was super flexible. And | was
allowed to, like work from home on Wednesdays and Saturdays
and | worked in the beginning in the evenings. But I also was
picking up my children from school at three. | was on
Wednesdays and Fridays | worked from home and | could go with
them to tennis, hockey, wherever they needed to go to. | was the
first, 1 was one of the first women in the Netherlands that was
allowed to work from home and super flexible and just plan your
own time. (K)

Short lines easy on a low level. We are not in our ivory tower or in our glass 2
office. We try to have a heavily on a lower level. We also, | also
want short lines within the company, especially now because
we're in a crisis. We should not be far away, not literally but also
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not in our ways of thinking, we should be close to one another.
(A)

you should be close to one another and | just cannot afford to have
too many staff members it's too costly, and having a smaller
organization, everything should be more liquid. You should be
able to do things faster, and then you should be close. (A)

I wanted to do something where | can have more impact and a bit
smaller company where the political issues are not as high and
where the hierarchical lines are short. (B)

internal | think what I said the lines are short (B)
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Appendix 8. Panel Discussion

MAR
30

A paneldiscussionipast the business ease and

towardsia new approach The Approaches to Gender
Diversity on Executive Boards

March 30, 2021
1480:13:00 CET

Q Sales Ended Details
Registrations Are Closed Date and time
Registrations Are Closed Date and time
We are so excited to have you join us! See you on the 30th, and stay safe! Tue, 30 March 2021

11:30 - 13:00 CEST
Add to calendar

Practical approaches to gender equality in executive boards: panel

discussion past the business case, and onto new approaches
Location

About this event Online event

Recently, the business case to promote gender equality in executive
boards has flourished. However, could it be that there are other
approaches? And what can companies do, practically, to have more
gender diversity on their boards, and be more inclusive?

This event is part of the B Corp Month focused on #BetterBusiness, and

part of the governance week!



Appendix 9. Playbook for gender equality in executive positions
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are in the right ploce for this.

Through interviews with industry professionals, extensive research and

a panel discussion, this toolkit has been created. Its aim is 1o give

companias a holistic idea of what they can do to have more gander— A
inclusive boards. Yes, it is true that gender norms are deeply rooted in HIRING
cultures and sociketies, and that this toolkit cannot overcorme all PR ES
obstacles. However, it is a starting place and aims to give practical

advice for companies who want to becormne more inclusive but wonder

how or where to start. In this toolkit, you can find a gradual build-up i ‘ O i ’ :‘ J
that aims to change the way business is being done. The research

found the four most beneficial pillars to get more wormen in top

positions. They include open communication, collaboration, embracing . .

Congratulations! You want to create a more inclusive board, and you -|
C
w

change and radical empowerment. After reading this toolkit you should IMPLEMENT CONDUCTING

hewve the main elernents to foster such a culture. BRAVE SPACES THE BRAVE SPACE
.

Keep in mind that this transition will be most effective if it is an intringic PREPARATION OF

desire rather than one driven by money or because you fesl lorcad to. THE INTERVENTION
Bafore starting this journey, think about why you are doing this, how this

can be benelicial on a human and ethical level, and intermalise this.
Also consider the number of women you want on your board (hint: for
a minority voice to be heard they need to make up 30% of the group) .
. .

Enjoy the read and good luck on this journey to improve the way we do
business!

o
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1. CREATE

AWARENESS

WHAT GENDER DO YOUR
EMPLOYEES IDENTIFY AS?

Sometimes it is very hard to see what
is in plain sight. That is perfectly
normal and is one of the reasons why
it is useful to sither get an external
perspective or to hove self-imposed,
scheduled check-ins. It is then the
perfect opportunity to take that first
step and bacome aware of your own
top pasitions. The first step to change
is being aware of the need to change.

MEASURE THE ACTUAL
NUMEBERS
One way to do that is to measure
gender diversity at different lavals
within the organisation. The numbers
are very hard to come by, and it is
hard to create an action plan if you do
not have an idea of the current state
of things. We are also all prone to
bicses and measuring it objectivaly will
allow you to see the picture as it is. So
look at the different levels: employee,
middle management, senior
manageament, executive board and
supervisory board. What proportion
are men? What propartion are
women? Where do you neaed to
improve? Not only is this useful to get
a clear picture, but you can also see
whether there are possibilities for
internal pramotion, or if it is something
you need to work on

Is there a balanced pod of men and
women to choose from when
promoting internally? Is there a leak in
the pipeline that needs mending?

GET AN EXTERMAL FOINT
OF VIEW

Otherwise, if your company is blinded
to the phenomena, or if it needs an
extra push, seek an external point of
view. That could be from a client
company or from a consultancy firm,
but that external perspective might
make you realise the reality of your
company. Onee this first step ie done,
you can get ahead with the rest,
because if you are not aware of the
need to change, then there is nothing
you can do!

MAKE IT & PUBLIC
COMMITMENT

Then once you have the starting point
you can set goals and keep you and
your team accountable. Want to really
keep your company accountable?
Make it o public commitmant! This will
make sure external parties also hold
you accountable. It also ensures more
transparency at a wider scale, which
generates trust between all
stakeholdars.

Department: Human Resources + heads of department
Barrier tackled: lack of awareness
Goal: having accurate figures to hold the arganisation accountable

NON-EXECUTIVE BOARD

e » - .
SENIDR MANAGEMENT TEAM
MIDDLE MANAGEMENT TEAM

e »
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2. HIRING

PROCESS

HOW TO IMPROVE
THE HIRING PROCESS

The most obvious answer to the
question ‘how can we get more
women in executive board positions” is
usually ‘Hire them!”. From the ponel
discussion and interviews, that proved
tor b2 easier soid than done. Here are
some tips to help!

LOOK BEYOMD THE
OEVIOUS CAMDIDATE

First of all look beyond the obvious
candidate. f you keep searching for
condidates as you always have, it is
likely that this person will b2 a man
due to old boys club dynamics and
the role of networking. So challenge
yoursedf and your team to go beyond
the obwious male condidate you hove
in your network and make an effort to
diversity.

LOOK ACROSS

INDUSTRIES

Laok across industries, think about the
soft and hard akills you want that
person to have. get in touch with
ogencies speciolised in recruiting
underrepresentad groups. It is easy to
go for pecple in the same industry or
domain, but it is mare beneficial to get
o different perspactive. Try to have a
baolanced pool of candidates, and not
stop at just one female candidate.

ADAFT THE LANGUAGE OF
THE JOB POSTING TO FIT
THE SKILLE
Take a critical lock at the job postings
you currently have and the languoge
you uge. Think about the tone of voice
and termes, are they lkely to attroct
maosculine or feminine qualities? It is
important that you look for the
qualities you are misging and not just
post any standard vacancy posting.
If you need help with it, there are a
number of agencies out there, such as
¥Gen who can help create the write
job postings and distribute them in the
right networks.

TRAIM YOUR RECRUITERS

ON UNCONSCIOUS

BIASES
Do not stop at the first hurdie. If you
really wont @ woman to fill your vocaont
board position it might be that you
need to put in the effort but you will
find one. There are so many copable
women out there! Once you have
found condidotes, make sure your
recruiters are trained on unconscious
bioses. We all have biases, but the
important ekement is to be able to
recognise them and put themn aside to
ossess the candidaote objectively. Think
if Linkedin learning courses far
instance!

Department: Human Resources- learning and development + recruitment
Barrrier tockled: access to networks
Goal: help organisations develop inclusive hiring practices

Specialised agencies for diverse recruitment:
https: | /www talentnoordetop.nlf

https:) fweee sernl/nllthema/ topwrouwen
https:/ ten il

‘Companiss 1 Malp with languoge:

The xGen: hitpe: | thewgannif
Catalyst Consuinng: ngp_s:ﬂ\vww.mulyetmnwlﬁgﬂ[

Training on unconscious bioses:
Linkedin Learning

Occulug Agency. tips:{ {ocuive nlfen/
Ravilok: https | [www raviloknl].

Rose Stories: hup: ;fwww rosestoriesnl |
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3. RETHINK YOUR

REPORTING LINES

AUDIT
WORKSHEET

Without empowerment and flexibility, it
leaves people feeling unheord and
trapped despite their past devotion to
the comparny. Ultimately they leave
the company or even the industry.

By going owver the authorisation flows
you can reconsider what can still be
useful to decentralisa. Already
creating flatter organisations is an
excelent start. But by taking it one
step further and focusing on radical
EMpoWErMEnt CoMEanies can ensure
desires of change can be put into
action seamileasly. It can be foster,
more personal and adaptive to any
situation. This is great for employeses,
but also for companies as they
become more able to adapt to
unexpected changes both internally
and externally.

RETHINK THE REPORTING
LINES

If an organisation wants to ensure
their best talents climb up the career
lodder without feeling discouraged
and unwanted, the hisrarchy structure
should be reconsidered to be more
inclusive. Having these elements gives
more agility in working methods and
possibilities in adopting to each
‘employee’s circumatances. There are
no bureaucrocies slowing down any
process. Think about making shorter
lin2s, create mare self-steering teams
and let go of the tall hizrarchical
orgonisation.

MAKE THE NECE!
ADJUSTMENTS

Thinking about your organisation and
its structure is great. Acting on it is
better. Now that you hove seen how
your company with ite own challenges
and opportunities can empower
teams, oct upon it

Perhaps this means redesigning the
organisational chart, making somea
technological investments or having
discussiona betwesn departments on
best practices for empowerment

AUDIT THE INFORMATION
FLOWS

For companies who already consider
themsetves flat, the idea is to rethink
the authorisation and information
flows. What do you need to report®
who do you need approval from?
what is hindering your agility on a
day-to-day basis?

Department: Organisation wide

Barrier tackled: lack of flexibility in work organisation
Goal: create more agile work structures to embroce change effectively

Technology: aim for aligned, relevant interfoces and easy to access

database
What IT interfoces are used?
Are the interfoces aligned?®

How is the access to information crganised?

Is it easy to occess and up-to-date?

Processes: aim for efficient decision-making, experimentation and
clearly defined processes to ensure agility

How is the decision-making process?
Iz there room to fail in the company?

Are the processes chear and ensure speed?

Structure: aim for decentralisation and emnpowered, self-steering teams

Iz there decentralised power?

Are the teoms empowered ?

Are there clear, accountable roles?®
Is the structure tramsparent?

brad,
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4.1 PREPARATION
OF BRAVE SPACES

Creating trust is the most important commen denominator for getting to the
final desired company culture to naturally promote women to top positions.
Indewed, you cannat have openness, collaboration, empowearment or change
without trust For there to be trust you alse need the idea of psychological
sofety. However, some proctitioners note that this is an unreachable ideal. You,
as an individual, cannot ensure everyone feels safe, regardless of your best
efforts. Every person has a different journay, different experiences, and although
itis great to aim towards psychological safety. it is also realistic to ocknowledge
the difficulty of it, especially in large arganisations.

But do not lose hope! One stepping stone to this is creating brave spaces. Tha
concept iz o development from sofe spoces and aims to create a better
understanding of how to navigate potentially upsetting content. Our research
showed that business is currently being conducted in o male-centric way,
without reconsideration. As a response to this, it is important to tackle the
problem at the bud and maks it okay to talk about it rather than fesling forced
to leave the workplace. brave spaces pravide the spoce for learning about
diversity. Tha aim is to create the right environment where support is provided
to feel brave encugh to speak our own truths.

This starts with facilitating o conversation in a group where there is respect. o
promise of no attacks, a choice to challenge {or not), having individuals cwn
their intentions and impaocts, and controversy with civility. By having these brave
spaces interventions, you know what challenges every individual is confronted
with, and what is important to them. It is impossible to embrace change if you
don't know what changes are going on. Through regular sessions, the
organisation knows what they need to anticipate, have empathy and respect for
the situation and acts accardingly. This may seem very dounting, having to
adapt to every individual in the organisation, but the more you do it, the more
normal it will b2 and ultimately will make you able to reoct very rapidhy. it is also
a healthy way of making everyone aware of the other's capabilities, skills and
recognise them as an equal sparring partner.

As you can imagine, needs change over time. So the key is to carry out these
interventiona regularly so that they stay relevant. The scales can vary bosad on
the needs of individuals and groups within the organisation.

Thiz intervention repeated overtime
should engender culture change in
termz of open communication,
embracing change and
collaboration. As such, tha
preparation of o change plan is just
‘o8 important as the intervention itself.

IDENTIFY THE FORMAL
AND IMFORMAL LEADERS

The first step ance you have decided
to conduct this intervention is o
identify the formal and informal
leaders. Let's pouse here for a
second. By leoders, we don't just
understand formal leaders, but also
informal ones. with this intervention, it
ie important to identify whao the
informal leadars are in your
company. Ta do this rigorously, you
can choose to make a sociogram.
¥ou can do this through online
programs, by asking each employee
to name two people they would like
to work on a praject with. From this,
you can see who is excluded from the
group and wha is most sought after,
potentialty your informal leader.

It is alzo important to recognize them
at different levels, and based on the
scale of the intervention you wish to
conduct.

APFOINT A FACILITATOR

From the leaders identified per team
choose one to be port of the coalition
team as a focilitator. Since they
already are recognised by others ag
leaders, this will then facilitate the
adoption and minimize the risks of
resistance. It is important to also, in
combination with the next step,
prepare them for the emotional load
the brave spaces may create, and
facilitator "how-tos”.

‘BET LEADERS ON BOARD

©Once that is done, try to get them on
board and become alles in the brave
spaces. You can do that by having
on-on-one conversations with them.
It is important that you share the
wvision of creating o company culture
that promaotes gender diversity with
them and their contribution to the
pressing issue. By having them share
the urgency and the positive
outcomes of the brave spaces,
athers wil alsc be on beard and the
last preparation needed ia:

HAVE EACH FACILITATOR

orad,
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4.2 CONDUCT THE

INTERVENTI

Culture can be captured in employee
handbooks, presentations, code of
conducts... but in the end, how people
act in a company is down to the
actions of others. We, as humans, are
very good at mimicking the ways
others behave to feel part of the in-
group: actions speak louder than
words.

CREATE WITHIN EACH
TEAM THE GROUND
RULES
First and foremost, it is important that
everyone agrees on ground rules for
the session considering the potential
intensity of stories that will be shared.
This can be left up to the group itsalf,
but here are a few pointers of the
ground rules of brove spaces:
 Treat one another with respect
* Confidentiakty
* Itis okay to make mistakes
« A promise of no attacks
* Controversy with civility
Own your impacts
Listen with an open heart
The idea is not just for grievances to
be expressed, but also for norms to be
chalienged constructively through
dialogue. The facilitator should make
sure they address everyone present to
check what they would need to feel
brave in that moment.

ON

GET FACILITATORS TO

LEAD THE WAY AND BE

BRAVE THEMSELVES
Being willing to open up and be brave
themselves will encouroge others to do
the same. They should also express
thanks and graotefulness when others are
also willing to share difficult moments.
Through this first step, it also sets the
tone of how deep you wil be diving
cmnng the session, and what gnevances
will be shared. This can be very
powerful!
However, it is important to also check
yourself as a leader. You cannot know
what everyone is going through or has
gone through. But you can listen and you
can strive to understand the viewpoints
Take a step back, listen actively and
learn. It may be uncomfortable, but the
idea is to be brave. As a keader, be an
afly to marginalisad groups, recognisa
where the privileges are and whose
views are currently being disregarded
This is beneficial for creating o sense of
belonging since it gives everyone the
opportunity to express their opinions
freely and can truly be themselves.
Need some help to facilitate the
conversation? Use 23Plusone as a
method to create conversations, and
here is also a list of questions to help
guide the conversation.

4.3 HELP? USE

23PLUSONE

23plusone as a method was created by
PhD Kim Cramer and Alexander Koene
to understond whot makes a brand
attractive. It incorporates the 24 human
drives, which also happen to make
people happy. These 24 elements were
regrouped into five different groups
basic needs, self-development,
ambition, vitality and ottroction.
Considering that all humans have these
drives, and that gender equality is
about.._equality, the 23plusone method
could be used as a tool to help
companies discover their
commonalities, create trust and open
communication. Through this, it would
be possible to create meaningful
conversations between colleagues to
get mutual respect of all and be able
to have a shift in culture based on that

,@‘
&
'i_ =

23p(‘,3°n
e

Once we start understanding each
other, our emotions, our needs, our
background, it is hard to ignore the
need to support each other, understand
each other and be transparent The
idea would be to use the 23plusone
method to fociitate the conversation
and overcome certain barriers which
may still be present. This can get
individuals to already start connecting.
making the brave spoces
conversations easier. Facilitate the
conversation by asking individuals who
wish to speak up to choose a card their
grievance connects to. Then use itas a
starting point of the conversation, and
as a way of communicating your
individua! needs. Guiding questions can
be:
* What card represents a struggle for
you right now?
* What card is most important for you
in life right now?
* Which card are you missing in your
life right now?

brad,
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4.4 FOLLOW UP

OF BRAVE S

PACES
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TOOLBOX
SUMMARY

well done! Organising such a
widesprend intervention of open-
hearted communication through the
brave spoce is quite a feat! Now itis a
matter of acting upen it and making
sure it becomes part of the common
practices and that grievances are
addressed.

BASED ON THE

GRIEVAMCES SHARED,
COMMIT TO CHANGES

Each team will have gone through
different grievances bosed on each
individuals cwn background, family
situation, journey in the company etc._
the last step is committing to changes
with empathy to enable all are able to
grow and flourish within the orgonisation.
Here is where we also see that gender
diversity is not o woman's thing,. The
systemn as it stands rewards a specific
group of men who benefit from it. The
brave spoces will expose certain

MAKE THESE BRAVE

SPACES A REQULAR

MOMENT IN EACH TEAM
The aim is to moke these open
conversations a part of organisational
culture, 50 although one intervention is
good, mare is better.
We encouroge hosting brave spaces
every two months on average, to begin
with, to moke everyone more
accustomed to them and feel more
comfortable in being brave. Then they
can be camied out at the discretion of
the teams themselves bosed on their
own needs. It is also encouraged to
rotate the facilitotors to make sure
everyone feets heard, and that all topics
are covered during the sessions.
And remember to celebrate every emall
step in the right direction to making the
company culture more open and brave!

grievances men also encounter due to the

lack of recognition of private lives in the
wiork environment. Although this is initially
intended to benefit wormen, in the end,
most will reap the fruits of acknowledging
and embracing personal changes to
create the right work environment for all.
Ultimatedy, the mental health of
employess will improve to the benefit of
employee engogement and performance.

BECOME AWARE

SURE THE ACTUAL
MBERS

SET AN EXTERNAL FOINT
oF viEw

MIAKE IT A PUBLIC
ENT

HIRING PROCESS

LOOK BEYOMD THE
OEVIOUS CANDIDATE

100K ACEOSS
INDUSTRIES

ADAPT THE LANGUAGE
oF THE JOB POSTINGE
1o s

TRAIN YOUR
EECRUITERS OM
UMCOMECIOUS B,

RADICAL EMPOWERMENT

AUDIT THE INFORMATION
Flows

RETHINK THE REPORTING
LiNES

MAKE THE HECESSARY
ADJUSTMENTS

BRAVE SPACE INTERVENTION

IBENTIFY THE FORMAL
AND INFORMAL LEADERS

AFFOINT A FACILITATOR

WoRK OM BETTI
LEADERE TO SUPPORT THE
INTERVENTION

SCHEDULE BRAVE
SPACES IM EACH TEAM

EREATE WITHIN EACH
THE GROUND

T FACILITATORS TO
AD THE WAY AND BE
BEAVE THEMSELVES

VANCES SHARED,
COMMIT TO CHANGES
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CONCLUSION

By implementing these elements rigorously, o company culture change should
happen. By having regular brave spoces interventions, and also ensuring that
these proctices are carried out by the leoders (formal and informat),
communication should become the norm, with everyone fealing like they are
heard.

The aim is to overcome the one-size-fits-all opprooch which we currently
experience im business. Differences should be taken into account, and equity
should be implermentad. The current status quo may fit the ones in power, but
also maintain the rest of the population in an inferior position, maintaining
systemns of inequality.

There is @ nead to get this system to changs, one person at a time. It is hard

work but by getting leaders to show the way and actively take part in the brave

spaces and implemeant cultura changes themsehves, the momentum will grow
maturally.

Mo one wants to feal like the token woman, no one wants to feal like they are
there based on their gender over their skills. Thie toolit offers an alternative, a
way of embrocing everyone's journey, recognising the skills they bring to the
company, and being open to creating the changes everyone needs to flourish
in their company. As o company. it atao increases the overall health, by
reducing the amount of stress employees may be experiencing in their
personal lives.

Although thie toolkit has been created with women in executive positions im
mind, the elements can be transferable to different elements of diversity. It is
also not only limited to women but can also benefit men who do not recognise
themaehees in the sterectypes the male l=ader nead to embody. It
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Appendix 10. Summative Assessment

Criteria

Reasoning

Affordable for the company

In these times of corona, BR-ND People does not have the
money to be investing in expensive projects or risky
projects

Ethics is respected

As a B Corp that is part of their fundamentals

Backed up by research

Everything done at BR-ND People is science based, from
their 23plusone method to their strategy building, so
although the tone of voice can be casual, it still has to be
science based

Adds value to the company

The solution should add something, whether that is
monetary or not.

Solves a problem

Based on the panel discussion held and the brainstorm, it
needs to fit what was talked about as main problems
women encountered to get to executive positions.

Tailored to BR-ND People

Considering that the research has been carried out in a
different context, it is important that the specificities of
BR-ND People have been integrated into the design

Student works independently

Different stakeholders are taken
into account

As a B Corp that is part of their fundamentals

Solution benefits the wider
society

As a B Corp that is part of their fundamentals




Appendix 11. Client Evaluation Form

Appendix 11.1. Research Report Deliverable

Evaluation Form Company Project/Research
(EV&LUATION FORM OF ALL CLIENTS AND ON ALL DELIVERABLES IS COMPULSORY, FORMAT IS NO‘I’)

@
HOTELSCHOOL
THE HAGUE

Rating

Excellent

consideration for the final assessment of the student.

CATEGORY 1: EXPERTISE'KNOWLEDGE OF THE FIELD

Name of student: Diane Student number:

Name of company: HTH Department: Research Centre

Name of tutor: | Dr. A i Lomb Position of tutor: | Profe H itality, H; i & Care

Rrojcth) raport

(please specify) P

During the first evaluation the proposal for the project and end deliverable is discussed. For this final luation the project is d. This is taken into

Room for improvement

Comments

In-depih use of relevant iiterature and
knowledge of the field. The deliverable
shows excellent thinking capacity of
the student (taking into account all
significant factors and looking from all
different perspectives).

Use of relevant literature and knowledge
of the field. The deliverable shows
maostly intellectual depth (taking into
account significant factors and looking
from different perspectves).

Mo or incomect use of literature
and knowledge of the field. The
defiverable lacks intellectual depth.

CATEGORY 2:

KNOWLEDGE APPLICATION/SOLVING PROBLEMS

Rating Excellent Good Room for improvement Comments
The theories and modets are skillfully
;Ppheq and the sni'dfm caz lrar!rsr:ale The student uses theory and models and | Mentioning theory and models, but
sl:fd!‘r: :a"r:qru:ha: :it:):tizisutg o shows understanding of the issues at not using them in the comect way.
concapts that rasults into a solution hand. The solution is realistic and The student cannot convince of
. | implementable for the company. The the possibilifies to implement and
that adds great valua to he company’s. | oo o isican be implementad and evaluate. It is not solving the
overall sirategy. The creative solution blem
is/can be and pra :
and is solving the problem.
CATEGORY 3: INFORMED JUDGEMENTS
Rating Excellent Good Room for improvement Comments

CATEGORY 4:

The research process is done and
explained in an excellent way. All
statements, conclusions and

The research process is done and
explained well. Most statements,
conclusions and recommendations are

ars
with the data collected by the students
and/or referencing. The analysis is

very substantial.
COMMUNICATION AND SHARING KNOI

d with the data collected by
the student andlor referencing. The
analysis is substantial.

WLEDGE

Weak problem analysis, research
question not clear enough. Data
collection andior methodology is
insufficient. Weak analysis, use of
data from one dimension and not
backed up.

Rating Good Room for improvement [+
Excellent ability to communicate The deliverable could have been
information, ideas, problems and Good ability to communicate information, | better delivered to the
solutions to all stakeholders involved. ideas, problems and solutions to stakeholders. The deliverable
The deliverable adds great value to stakeholders. The deliverable adds could have added more value, if
the main stakeholders. Initial and value to the company. Existing channels | better deliverad. Mo active
creative channels have been actively | have been used io share knowledge communication of outputs and
used to share outputs and knowledge. knowledge.

CATEGORY 5: INTERCULTURAL HOSPITALITY LEADERSHIP
Rating Good Room for improvement [+

Comments on
evaluation:

18/05/2021

Student is able to lead the project by
themselves. Student is sel-critical
towards improvement and takes
feedback to heart. Student deals with
& diversity of stakeholders in an
intercultural competent way.
Hospitality mindset is seen in project
or work in & very distinct way.

Student is able to lead the project with
litthe help. Student is critical towards
improvement and listens to feedback.
Student deals with different
stakeholders. Hospitality mindset can be
seen.

OVERALL COMMENTS:

DATE & STUDENT'S SIGNATURE:

v SN

say the least ('shocking’ would be & more appropriate expression. ..), .offering a realistic bat not fully satisfactory insight . . It would have been i
executives on the one hand and the women in GM or other positions (those who, for whatever reason, did not make it to the exe cutive level) on the other hand had been highlightad more explicitly.
The results will be usad in the article that we are preparing at this moment, sssuring that this will be Diane's first academic article.

Tasks performed are described
and not critically anatyzed. Student
is not too critical towards own
learning and can listen betier to
feedback. Student does not know
how to deal with differences in
stakeholders. Hospitality can be
improved.

This study explains why famale board members are still under-represented. It does not start from the usual premises, namely the economic perspective, but from an ethical perspective. It uses a
feminist stakeholder perspective to identify the gap between the ‘ist' and the "solf. After all. & balanced representation of men and women in the board of directors would or showld be obvious, especially
since there is a balanced representation of men and women in the 'lower ranks', lower down the hierarchy of hotels. Mareover, the Dutch hotel management schools have had a reasonably equal
representation of male and female students for years, which would also suggest that an equal representation in management positions should be visible, or at least that there is a tendency towards 8
more equal representation.
The literature review is quite comprehensive, and therefore very applicable for the purpose of this research project, i.e., the preliminary research for an academic arficle. The findings are interesting to

To conclude, | want to thank Diane for very nice collaboration and this nice result. Her enthusiasm and professional stance, will assure a successful carreer. Wishing you all the best and once again,
thank you wery much.

if a more

between the

COMPANY TUTOR'S SIGNATURE:

18-5-2021

THE COMPLETED FORMS (ON ALL DELIVERABLES AND PERFORMANCE) NEED TO BE EMAILED TO THE LYCAR.COACH AND PUT IN THE APPENDICES OF THE CAREER PORTFOLIO



Appendix 11.2. Company Deliverable

Evaluation Form Company Project/Research

QY

HOTELSCHOOL
(EvALUATION FORM OF ALL CLIENTS AND ON ALL DELIVERABLES 1S COMPULSORY, FORMAT IS NOT) THE HAGUE
Name of student: Disne Leraculey-Paran Student number: 671550
Hame of company: ER-ND People Depariment: NA
Mame of company tutor: | Michael Corting Position of company tutor: | Emotive Transfarmer

(please

ProjectDeliverable:

Toolkit

During the first evaluation the propesal for the project and end deliverable is discussed. For this final evaluation the project is evaluated. This is taken inte
congideration for the final assesament of the atudenl

Rating

Excellent

Room for improvement

Comments

In-depth use: of nelevant kterature and
knowiedge af the field. The deliverable
shows excelent thinking capadty of
e shudent (taking into accownt all
significant factors and looking fram al
different perspectives)

U=z of redesant [Rerature and krowiedge
of the fisld. The delverable shows
masily irfeleciual depth {taung inlo
account significant factors. and looking
from diffen=nt perspectives).

Ma or incomect use of Berature
and knowledge of the field. The
dediverabile kacks intellectual
degpth

Rating

Excellont

Room for improvement

Comments

The theanes and models ane skitfully
applied and the student can ransiaie
#is in a unique salution acion. The
studert can relate sfuabons io
concepts Fat results info a solution
hat adds great value fo the
company's overall sirategy. The
creafve solution is/can be
mplemenizd and evalusted and is

soiving the profikem

The shudent uses Seory and madels
and shows understanding of the sswes
at hand. The solution is realisic and
implemnentable for the company. The
solution s/can be mplemended and
evaluaied

Mentioning theary and modsls, but
nod using fem in the comect way.
The student cannal cormince of
the possibikbes fo implernent and
evalusie. R is not solving the
problemn.

Page 1 of 2

Rating Excellent Room for improvement Comments
The ressarch process is done and
exytained i agexnelrn —_—r1 The research process is done and Weak prablem analysis, res=arch
st s " ndy explained well. Most statements question nat clear enaugh. Dats
- e d:f-": e ; " condusions and recommendations are collection andicr methodology s
_::::"":;I ""}5 “l:_":: l"p'”h_: g | Urderpinned with the data coliected by | insufficient. Weak analysis, use of
and G:E_EFE;:‘:_‘;:T"E :I'K:Ej-:l! |: the student andiar referencing. The data from ane dimension and nat
iy nibeskand aralysis is substantial. bascked up
Rating Excellent Room for improvement Comments

Emcedient ﬂbll’.s‘ o communicate
rdormation, ideas, problems and
soiutions o all stakesholders imvalved.
The dediverable adds ?Hl value to
e main stakeholders. inisal and
creative channels have been actively
uad o share ouiputs and knowledge.

Good ahility o communicate
information, ideas, profilems and
solutions to stakeholders. The
dediverable adds value o the company:
Existing channels have been used o
share knowledge

The defiverable could have been
betier deliverad to the
stakehalders. The deliverable
could have added mare value, if
better deliversd. No active
communication of autputs and
knowledge.

Rating

Excellont

Room for improvement

Comments

Swdent is able to lead the project by
emsshes. Sludent is self-crbical
fowards impravement and takes
feedhiack io heart. Student deals with
a diversity of stakeholders in an
rtercuitural competent wary.
Hospitality mindset is seen in project
ar work in & very distinct wary

Excellent end resull. From a process, content and relevanpe painl of view. You are able o engage the team, faclitate the prajed, share e oulcomes, ask for feedback
and further develop the ool Can't wait fo se= us apphying it

Shadent is able to lead the projed with
listhe help. Student is crifical lowards
improvernent and listens io fzedback.
Student deals with different
stakeholders. Hospitality mindset can be
seen.

Tasks performed are described
and nod aritically analyzed
Shudent is not too cribcal owards
own |earming and can lisien betier
io feedback. Student does not
know how to deal with difierences
in stakrholders. Hospitality can be
improved

THE COMPLETED FORMS (ON ALL DELIVERABLES AND PERFORMANCE) NEED TO BE EMAILED TO THE LYCAR COACH AND PUT W THE APPENDICES OF THE CAREER PORTFOLIO

Page 2 of 2



Appendix 12. Dissemination

Appendix 12.1 PowerPoint Presentation to LY Car students

SOLUTION 10 THE OBSTACLES WOMEN
FACE IN ACCESSING EXECUTIVE BOARDS
IN THE L0DGING INDUSTRY

FEMINIST STAKEHOLDER THEORY: A \

Background literature

Main findings from the research

AGENDA Theoretical impiications

Practical implications

Reflection and future research
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|
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e
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FEMINIST STAKEHOLDER THEORY: A
SOLUTION TO THE OBSTACLES WOMEN
FACE IN ACCESSING EXECUTIVE BOARDS
[N THE LODGING INDUSTRY

Diane Lereculey-Peran




Appendix 12.2 Journal Article

Please find below the confirmation of the publication:

CATEGORY 3: INFORMED JUDGEMENTS

Rating Excellent Good Room for improvament Cormments
The research process is done and Wealk problem analysis, research
explained well. Mosl stalemens, guestion not clear encugh. Data

W RT— conclusions and recommendalions are eollection andior methodology is
mencalionsa are Linderpinn undespinned with ihe data collecied by insulficient. Weak analysis, Use of
‘with the data callected by the stsdents . N .
P —————— the student andior referandng. The data from one dmension and not
Andior referancing = analysss 18 analysis is substantial. backed up.

wery subslantEal

CATEGORY 4: COMMUNICATION AND SHARING KNOWLEDGE

Rating Excellent Good Room for improvement Comments
Excaban! abiity 1o commismicale The deliverable could have baéan
niformalion, idess, problems and Good ability 1o commumicale informalion, | belter deliverad 1o the
solulions fo all siakeholders involved. ideas, problems and soluions o slakehokdens. The deliverable
The defiverable adds greal vale 1o slakeholdens. The delverable adds could have added more value, i
the rain stakebolders. Indkal and vahia lo the company. Exisling channels | balter delivered Mo active
crealive channels have been aclively have been used io share knowledge communication of oulpuls and
used o share oulpubs and knowledge. knowledge.

CATEGORY 5: INTERCULTURAL HOSPITALITY L EADERSHIP

Rating Excellent Good Room for improvement Commenis
Siudent is able o lead the project by Tasks performed are described
themsahes. Student is sell-crilical Stwudent is able lo lead the project with and not gitically analyzed. Stsdent
Ivwards imgrovemenl and takes little harlp. Student i critical lowards s nal oo ailical iowards can
feedback to hearl. Student deals wilth improvement and stens o feedback. leaming and can listen befier o
a diversity of stakeholders in an Student deals: with different Teedback. Student does nol knaw
milerciliural compelant way. stakeholdens. Hospitality mindssl can be | how bo deal with dflenencas in
Hospitality mindsel is seen in project | seen. slakehaklers. Hospitalty can be
af work ina very dstincd way. imgroved.

OVERALL COMMENTS:

This study explains why female board members: are =iill under-represenied. It doss nol starl from the wsual premises, namely the sconamic perspective, bul from an ethical perspeciive. || uses a
feminist slakeholder perspeciive o idenlify the gap betwesen the isl’ and the "salf. Alter all, a balanced representation of men and women in the board of dineclons would or shouwld be obvious. especially
since there is a balanced represantation of men and women in the Tower ranks’, lower down the hierarchy of holels. Moreover, the Dulch holel management schools have had a reasonably equal
regresentation of malke and female siudents Tor years, which wauld alse suggest thal an equal representation in managemeanl posiions should be vishle, or al leas! thal there is a lendency towands a
miode equal fepresenlation.

The Berature review is quile comprehensive, and therefore very applicable Tor the purpese of This research project, ie., |e preliminary reseanch for an academic anice. The findings are inleresting o
say the least " shodking’ wauld be a more appropriale expression.. ). offering a realistic but nol Rlly salisfaclory ght _ . 1 would have baen inleresiing if & more proncunced difference between the
execiilivas an lhe one hand and the women in GM or alher positions [those who, Tor whalever reason, did nol make il 1o the exsdulive level) on the olber hand had beaen highlighted more explicilly.

The resulls will be used in the arlicke hal we ane preparing & this moment, assusing hal tis will be Diane’s sl academic anicle.

To eandiide, | wanl 16 thank Diane for very moe oallaboration and this nice resull. Her enthusiasm and profestional stance, will assiine a siceessful carmear. Wihing you all the bast and once gan,
Bhank yail very much.

Comments on
evaluation:

Page 2of 3

DATE & STUDENT'S SIGNATURE: COMPANY TUTOR'S SIGNATURE:

1810512021 AR 1852021

THE COMPLETED FORMS (ON ALL DELIVERABLES AND PERFORMANCE) NEED TO BE EMAILED TO THE LYCARCOACH AND PUT IN THE APPENDVICES OF THE CAREER PORTFOLIO




Appendix 12.3 Sharing of the toolkit on BR-ND People website

& Toolkit gender diversity — BR-NI X 4
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Tabs Q To feel better (G Météo Amsterdam @ Shared Le Debut Kit... L¥Car

Gender diversity.

Congratulations! You want to create a
more inclusive board, and you are in the
right place for this.

Through interviews with industry professicnals, extensive research
and a panel discussion, this toclkit has been created. Its aim is to
give companies a holistic idea of what they can do to have more
gender-inclusive boards. It's a starting point and aims to give
practical advice for companies who want to become more

inclusive but wonder how or where to start.

In this toolkit, you can find a gradual build-up that aims to
change the way business is being done. The research found the
four most beneficial pillars to get more women in top positions
They include open communication, collaboration, embracing

change and radical empowerment.

After reading this toolkit you should have the main elements to

foster such a culture.

BR-ND Pecple
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]
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Appendix 13. Proof of proposal assessment

LYCar Pr upnsui Gruqu Ruhr ic

biane Lereculey-Péra Ior. Brannon
Student Name: L¥Car Coach:

Student Number: Primary PLO: P

Date Submitted: Secondary PLO(s): |y

Pracon:

jons (required for assessment) Yes No Comments

Checks content and completeness

Executive Summary is present, coneise, can be read
independently, contains information about process and o
centent, focuses on resilts end outcomes

. LYCar Reading & Writing
Guide)

L¥Car Propasal is weitten in Enalish and i peofessionl,

incuting eomman basic components such 35 Intr, ToC. v [l
Conciusion etc - see Reading & Writing Guide =

L¥Car Proposal is max. 5.000 words [counting after

Tabla of Content, 0 est i able)  isual oot of v O
weordcount s mcluced in Appendices. =

DD1: The student has knowledge and

in a field of study that builds upon their general

secondary education, and is typically at a level that is supported by advanced textbaoks

ot ot e Barepert. Tha
1950 CLinG S0 mistans
TaCTL mECATRCIRASE 1 . SVTRd partof

o smcant o cmc s ot
2 iy of the T b
T rapart cont: ke and sl

1.1 Use of Iterature and knowledge of  inomiose o
the fiela ropen 'M:vlpa/- Coceai 20 mictanes.

Stucdant takes 3l sigaifican facers into
accaunt and kacks fom SR

i Studece s
ulons et s ol e

1.2 Imeiiectusi depth and sbstract proveene i i S ,:?l-mm o i marehy cncerpons) in
thinking g e T 30013 pars o ta rapar. Fatara s nat
7 paCiar A s Som I pava  SUMCANEY mace cear.

ey

Excellent(_ rarees

Not Yet (

DD3: the student has the ability to devise data gathering events, gather and interpret relevant data (usually within their
field of study) to inform judaements that include reflection an relevant social, scientific or ethical issues.

Excellent

Susant s s e s up 13
o .

prcbiom, and
IncdTars sl vy
3.1 The Design Based Research Process g 2 g relnproreleiior Y

Matad and ecil 1<aty coicen

Soliians cladey, Wi s s e FIan of i
Cobans & he cear o
oty et undaranad o s ana
- g soma aee
contradicting. Mo toas ae sed. Laing
2 i analy s 2n ok Backod wp wen

3.2 Analysis and evaluation of data
Staps Analyais is sufcanty compies
i U o RGO S ar T 2

aratir, i arganaation aed
ors)

Excellent ()

Pass
Mot Yet (~

Excellent
Pass O

Mot Yet

DDS: the student has developed thase learning skills necessary to continue to undertake further study with a high degree
of autonomy

Stuciant . car plans an what wil e
Gulares and vsss. Siferent ravart

Stucons nac 3 plan e w3t wil o
oy ta undarsn one mark and rafack

i st ey i
gt rery
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5.1 Plan on 1Q ﬂﬂe'"FMEM in PLO: almos no theary to undersin own work
e 3

Refiection on produc
Seare sessas st ey v

Studons shaws devolsomental goslc 03 ¢ | g v it comerat,
e e st grovn

5.2 Plan on AQ & £Q Self sevelopment e i o P cn how el & e
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e e hokcan Somaneista masiuremarts >4 prov @ som grown.
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ot 3 ootk shows Sudors rovies 3 gan oo i 51
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e pian on daveiopmant 22 3n

5.3 Plan on EQ Social development

Community s missng. ide
Cakaboraton ar RespRaIcy are nck
o

Harvara Referenting Style is used eansistently
v to primary sources. oaly, List of References v
s well presented

Check (technical) formalities and submissions

Ephorus upload

LAY

L¥Car Propasal incl. Appendices are uploaded in Osiris

Ethics and data management

Ethical, integrity and dats management requirements

A

DD2: The student can apply their knowledge and understanding in 2 manner that in

oo

ates a professional approach to their

wark or vocation, and has competences typically demonstrated throuah devisina and sustaining feedback and solvina

prablems within their field of study

Sttont uco: 3 g o hactes radele

2.1 Application of w

iy oun s

Situstions st hand Parspacivs and ndght. They omn e
modas)
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Appendix 14. Mid-Term Appraisal Form

APPRAISAL FORM

Name of student:

Diane Leraculey-Péran

Student number:

671559

Name of company:

BR-ND People

Dapartmert:

NA

MName of company
tutor:

Michael Cortino

Pasition of company tutor:

Emotive Transformer

Assessment no:

1

Date: 31 March 2021

UNDERSTANDING

1: Clear area of weakness

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

Rating:

Below standards. Has
insufficient job knowledge
and technical skills to
perform job responsibilities.
Requires frequent
Supervisson.

Has some job knowledge but
often needs help to apply it.

Has sufficient job knowledge and
applies this in practice. Requires
minimum eupanvision.

Has a very good leved of job

work independanthy.

knowledge, experienca and insight
and applies this in practice. Can

Has an exceptional level of job
knowledge, exparience and insight
and applies this in practice. Works
independanthy. can train others.

Comments:

Wery independent and pro-actively asking for input to achieve desired results.

1: Clear area of weakness

PROFESSIONAL PRODUCTS (PLEASE SPECIFY PER PRODUCT, IF POSSIBLE)

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

Rating:

Below standards, makes
ermors and does not perform
according to the standards.

Standards are met, but work and
deliverables are often lacking
precision and consistency.

Sufficient, in general makes few
errors, level of deliverables is
good.

performs well and sometimes
excasds standard.

‘ary good, rarely makes mistakes,

Excallent, hardly aver makes
mistakes, quality of work is superb.

PRODUCT 1

(specify) Content plan & execution

PRODUCT 2

(specify) Panel The Approaches to Gender Diversity on Executive Boards
PRODUCT 3

(specify) Article The Approaches to Gender Divarsity on Executive Boards

Page 1 of 4

1: Clear area of weakness

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

Rating:

Beldow standards, only solves
probdems with guidance.

Occasionally solves problems but
this could be better.

Sufficient, generally can solve
problems independently.

‘ery good, solves mast problems
independanthy.

Excellent, atways solves problems
independently. does not require any
guidance.

=

Comments:

CATEGORY 4: LEARNING S

1: Clear area of weakness

KILLS

2: Room for improvement

3 Sufficient

4: Very good

5: Excellent

Rating:

Below standards, often
forgets information.

Able to learn but this could be
batter.

Sufficient, generally understands
and is able to apply new
infiormation.

ery good, understand and
applies information easily.

Excellent, consistently leaming,
understanding and applying new
knowledge and information.

Comments:

CATEGORY 5: COMMUNICATION SKILLS TOWARDS CLIENTS (Guests, employees, etc.]

1: Clear area of weakness

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

Rating:

Below standards, often
forgets or does not share
informaticn.

Communicates in a sufficient
manner but this could be bettar.

Sufficient, generally shares
information.

‘Very good, shares information
apenly.

Excellent, consistently shares
information openty.

Comments: ‘

1: Clear area of weakness

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

CATEGORY & INTERACTION AND CO-OPERATION WITH COLLEAGUES AND OTHER DEPARTMENTS

Rating:

Below standards, is not
involved in daily tasks, at
work, shows limited interest
in other department and the
company in genersl

Show occasional interest but this
could be better.

Shows interest in daily tasks, ks
interested and involved with other
departments. co-operates
sufficiently and knows what's
going on within the company.

Clearty shows interest in other
departments. is very social while
interacting. Enjoys daily tasks and
keep well informed of what is
happening within the company

Excellent, is extremaly dedicated
ahways knows what's going on;
seeks out new information |s atways
very interested and social to other
departments. Shows. great flexdbility
in assisting other depts.

=

Comments:




CATEGORY 7: READINESS FOR THE INTERNATIONAL HOSPITALITY INDUSTRY

1: Clear area of weaknass 2: Room for improvement 3: Sufficient 4: Very good 5: Excellant Rating:

Below standards, is not
ready for a career in the
international hospitality

industry.

Sometimes shows not to be ready
fior a career in the hospitality
industry

Accepiable readiness for a career Definitaly resdy for a career in the Excellent readiness to start a career
in the Hospitality indusiry hospitality industry in the hospitality industry.

t

Comments: |

REVIEW OF LAST OBJECTIVES AND ANY ADDITIONAL ACHIEVEMENTS:

TRAINEE'S STRENGTHS:

TRAINEE'S DEVELOPMENT NEEDS:

TUTOR: ADDITIONAL COMMENTS (OPTIONAL):

TRAINEE'S COMMENTS:

Comments on appraisal:

DATE FOR FOLLOW-UP MEETING AND / OR NEXT EVALUATION:

It feeds like you are working with us for years. From the start, you were able to bland in with the team. You come up with ideas. execute them and manage the procass.
We're happy to have you onboard, Diane. Thank you.

DATE TRAINEE'S SIGNATURE: COMPANY TUTOR'S SIGNATURE:

310032021 ——rEoa—— 31/03/2021 Yo7 =1

4
THE COMPLETED FORM NEEDS TO BE EMAILED BY THE STUDENT TO PLACEMENT OFFICE AND CAREER COACH



Appendix 15. F

inal Appraisal

APPRAISAL FORM

@

HOTELSCHOOL
THE HAGLUE

Narma of student: Diane Lereculey-Péran Student numbar: BT1559
Name of company: | BR-ND Peopla Department: MA
::::e of company Michael Cortino Position of company tutor: | Emotive Transformer

Assessment no:

z

Date: 17 May 2021

1: Clear area of weakness

: Room for improvement

3: Sufficient

4: Very good

UNDERSTANDING

5: Excellent

Rating:

Below standards. Has
insufficient job knowledge
and technical skills to
perform job responasibilities.
Requires frequent

supervision

Has some job knowledge but
often needs halp to pply it

Has sufficient job knowledge and
applies this in practice. Requires
minimum supervision

Haa & very good level of job
knowledge, experience and insight
and applies this in practice. Can
work indepandently.

Has an exceptional level of job
knowledge, expenence and insight
and applies this in practice. Works
independently; can train others.

Comments:

Very independent and proactively asking for input to achieve desired results. Initistes and comes with ideas.

1: Clear area of weakness

PROFESSIONAL PRODUCTS

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

Rating:

Below standards, makes
emors and does mot perform

Standards are met, but work and
deliversbdes are often lacking

Sufficient. in general makes few
ermors, level of deliverables is

Wery good, rarely makes mistakes,
parforms well and sometimes

Excedent, hardly ever makes
mistakes, quality of work is superh.

acconding to the standards. precision and consistency. good axceeds standard.
PRODUCT 1
(specify) Content plan & exacution
PRODUCT 2
ispecify) Panal The Approaches to Gender Diversity on Executive Boards
PRODUCT 3
Ispecify) Article The Approaches to Gander Diversity on Executive Boards
Page 1 of 4
CATEGOR MAKING JUDGEMEN
1: Clear area of weakness 2: Room for improvement 3: Sufficient 4: Very good 5: Excellent

Below standards, only soives
problems with guidance.

Occasionally solves problems but
this could be better.

Sufficient, generally can solve
problems independently.

Very good, solves most problems
independently.

Excellent. aiways solves problems
independently, does not require any
guidanca

Comments: Working on t

CATEGORY 4: LEARNING 5

1: Glear area of weakness

he BR-MD People displayed her abiity to solve problems independently with

KILLS

2: Room for improvement

3:

litthe: b0 no guidance.

4: Very good

5: Excellent

Rating:

Below standards, often
forgets information.

Able to learn but this could be
batter.

Sufficient, generally understands
and is able to apply new
information.

Wery good, understand and
applies information easiy

Excedlent, consistently leaming,
understanding and applying new
knowledge and information.

Comments:

Proactively taking up responsibility for certain tasks and seeking knowledge to fulfil it

CATEGORY 5: COMMUMNICATION SKILLS TOWARDS CLIENTS (Guests, employees, efc. |

1: Glear area of weakness

2: Room for improvement

3: Sufficient

4: Very good

5: Excellent

Rating:

Below standards, often
forgets or does not share
informaticn

Communicates in a sufficient
manner but this could be battar.

Sufficient, generally shares
information.

Wery good, shares information
openly.

Excedlent, consistently shares
information openly.

Comments: ‘ Constantly sharing ideas. thoughts. insights etc. |s engsged in discussions and aware about internal and external developments

1: Glear area of weakness

2: Room for improvement

3: Sufficient

4: Very good

CATEGORY 6: INTERACTION AND CO-OPERATION WITH COLLEAGUES AND OTHER DEPARTMENTS

5: Excellent

Rating:

Below standards, is not
involved in daily tasks, at
work, shows limited interest
in other department and the
company in genersl

Show occcasional interest but this
could be better.

Shows interest in daily tasks, ks
interested and involved with other
departments, co-operates
sufficiently and knows what's
going on within the company

Clearly shows interest in other
departments, is very social while
interacting. Enjoys daily tasks and
keep well informed of what is
happening within the company

Excedlent. is extremely dedicated,
always knows what's going on
seeks out new information |s always
wary interestad and social to other
departments. Shows great flexibility
in assisting other depts.

Comments:

Collaborating with sl team members, engaging in / faciitating sessions with extemal stakehokders (kids of the team, trainees, B Lab stc.)

Page 2 of 4
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CATEGORY 7: READINESS FOR THE INTERNATIONAL HOSPITALITY INDUSTRY

1: Clear area of weakness 2: Room for improvement 3: Sufficient 4: Very good 5: Excellent Rating:

Below standards, is not
ready for & career in the
international hospitslity
industry

Sometimes shows not to be ready
for & carser in the haspitality
industry

Acceptable resdiness for & caneer Deefinitely ready for & career inthe | Excellent readiness to start a careaer
in the Hospitality industry hospitaiity industry in the hospitadity industry.

Comments: ‘

REVIEW OF LAST OBJECTIVES AND ANY ADDITIONAL ACHIEVEMENTS:

TRAINEE'S STRENGTHS:

TRAINEE'S DEVELOPMENT NEEDS:

TUTOR: ADDITIONAL COMMENTS (OPTIONAL):

TRAINEE'S COMMENTS:

Comments on appraisal:

DATE FOR FOLLOW-UP MEETING AND / OR NEXT EVALUATION:

Paoe 3 nf 4

DATE TRAINEE'S SIGNATURE: COMPANY TUTOR'S SIGNATURE:
17/05/2021 . 17/05/2021 i

THE COMPLETED FORM NEEDS TO BE EMAILED BY THE STUDENT TO PLACEMENT OFFICE AND CAREER COACH
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