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Origins of Service Leadership Education in 
Hong Kong 
• “The Li & Fung Service Leadership Initiative (SLI) (was) a cooperative 

effort of the Victor and William Fung Foundation, the Hong Kong 
Institute of Service Leadership (HKI-SLAM), and the eight University 
Grants Committee (UGC)-funded institutions in Hong Kong. The 
initiative represent(ed) a bold strategic effort to strengthen service 
leadership education in Hong Kong.”

• http://hki-slam.org/index.php?r=article&catid=3
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Seven Core Beliefs of 
Service Leadership

Daniel T.L. Shek and Li Lin (2105). Core beliefs in 
the service leadership model proposed by the 
Hong Kong Institute of Service Leadership and 
Management.

Int J Disabil Hum Dev; 14(3): 233–242
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Core Belief 1 –

“Leadership is a service aimed at 
ethically satisfying the needs of self, 
others, groups, communities, systems, 
and environments.”- Po Chung 2011
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Core Belief 2 –

“Everyday, every human occupies a 
position of leadership and possesses 
the potential to improve his or her 
leadership quality and 
effectiveness.” - Po Chung 2011

6



Core Belief 3 –
“Leadership effectiveness and 
service satisfaction are dependent 
on a leader or service provider 
possessing relevant situational 
task competencies plus being 
judged by superiors, peers, and 
subordinates as possessing 
character and exhibiting care.” -
Po Chung 2011
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Core Belief 4 –

“Service includes self-development efforts aimed at 
ethically improving one’s competencies, abilities, and 
willingness to help satisfy the needs of others.” - Po 
Chung 2011
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Core Belief 5 –
“Service leadership is about creating 
appropriate personal service propositions in real 
time and constantly striving to provide the 
highest quality service one afford to everyone 
one comes into contact with and whose lives 
are affected by one's actions or leadership.” - Po 
Chung 2011
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Core Belief 6 –

Service leadership is the 
world’s oldest, most 
competitive, and longest 
surviving business model.
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Core Belief 7 –

“Now and in the future, high-paying, 
high status positions and 

management promotions will go to 
people who have domain specific 
knowledge and skills plus service 

leadership competencies, appropriate 
character strengths and a caring social 

disposition.” - Po Chung 2011
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What is distinctive about Service 
Leadership?

COMPARING SERVICE LEADERSHIP WITH OTHER TYPES AND 
CONCEPTS OF LEADERSHIP
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Reference
Daniel T.L. Shek*, Po P.Y. Chung and Hildie Leung. How unique is the service 
leadership model? A comparison with contemporary leadership approaches. 
International Journal of Disability & Human Development 2015; 14(3): 217–231
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Service Leaders positively influence the 
Service  ‘Habitat’ 

‘True leaders influence the habitat for the better’

They take care to cultivate a supportive organizational climate, 
characterized by (for example)
◦ Sensitivity to people and their differences

◦ Respect for the service recipient’s time and need for efficiency

◦ Engaging in and fostering ‘on the spot’ problem solving skills

They encourage constructive relationship building. 
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Everyone is (can be) a leader

Service leadership stresses that “everyone is a leader for at least 15 
min every day”. Specifically, “several times each day, every human 
being occupies a position of leadership and possesses the potential 
to improve his leadership quality and effectiveness”
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Mentoring Followers

Service leadership theory values mentor-apprentice models as these 
professional relationships enable learning and sharing of 
experiences, thus enabling followers to master knowledge and skills 
in ways that help build their efficacy.



Servant Leadership versus Service Leadership
Servant Leadership

Assumes a position of formal responsibility in 
relationships with subordinates/juniors (hence 
the use of ‘servant’ to reframe the relationship)

Emphasizes caring for the needs of subordinates

Altruistic (some self-sacrifice)

Service Leadership

Anyone can be a service leader day to day

Involves caring for stakeholders 

Pro-social (care for self as well as others)

Involves practicing generic leadership skills
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Service Habitat

• Richard S. Lytle and John E. Timmerman (2006) “Service orientation 
and performance: an organizational perspective”. Journal of Services 
Marketing, Volume 20, Number 2, pp. 136–147
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Facets of Organizational Service 
Orientation (Lytle & Timmerman)

Key Aspects of Service Habitat by 
Po Chung

Service vision
 strategic focus on serving 

customer needs

Inspiring a shared vision

 encouraging the heart

Servant leadership
 management knows about, cares 

about, and communicates about 
the  importance of service

Service leadership attributes

 management practices character 
and care with team members, 
subordinates and service 
recipients

Customer treatment
 employees go the ‘extra mile’ for 

customers

The server is the service

 obstacles to good service are 
resolved on the spot

Employee empowerment
 employees have the freedom and 

authority to act independently in 
order to provide excellent service

Decentralized authority

 distributed leadership
 freedom for the server to engage 

in on-the-spot problem solving to 
meet the service recipient’s 
needs. 19



Attributes of Middle-to-Senior Level Service 
Leaders

Source: Tracy X.P. Zou, Robin S. Snell, Maureen Y.L. Chan, 
Amy L.Y. Wong, (2018) "A 7 Cs model of effective
service leadership", Leadership & Organization Development 
Journal, Vol. 39 Issue: 6, pp.745-761,
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Service Leadership through Service Learning 
Courses at LU

• Service Leadership (CLE 9023)

• Service Leadership Practicum (MGSL 3001)

• Strategic Management (BUS 4301)
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Service Leadership and Service Learning at LU
Service Leadership Attributes Typical Outcomes Domains of Service-Learning  3 Cs 

Active listening   
 
Relationship & Team Skills  

 
 
 
 
Competence 

Expressing sincere opinions 

Contributing to cohesiveness & close 
relationships 

Influencing others  

Project coordination skills  

Undertaking delegated responsibilities 

 Knowledge application 

Anticipating & solving problems  Creative Problem-Solving Skills 

Critical Thinking Skills 

Committing to continuous self-improvement Commitment to Self-Improvement   
Character  Reflection Skills 

Self-Efficacy 

Self-Understanding  

Caring disposition Caring & Respect  
Care Citizenship/ civic engagement Community Commitment & Understanding, & 

Sense of Social Responsibility 
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Source for Service-Learning Outcome Domains 

• Snell R. S., Lau K. H. “The Development of a Service-Learning 
Outcomes Measurement Scale (S-LOMS)”, Metropolitan Universities. 
Accepted on 25 September 2019.
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Service Leadership (CLE 9023)

• General education course

• Aims:
• to help students to appreciate the abilities, character strengths, and moral 

and caring dispositions that are salient attributes of service leadership.

• to encourage and support students in acquiring, developing and practicing 
service leadership attributes through project work in teams, through giving 
and receiving feedback, and through reflective self-assessment. 

• Includes a service-learning project. This semester, the students are 
partnering with a local community association to introduce 6 moral 
characters to kids in local kindergartens.
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Service Leadership Practicum (MGSL 3001)

• 3-credit bearing summer practicum 

• Seeks to enable each student to practice service leadership through 
service-learning under supervision, working full-time in a host 
community organization over an 8 week period.

• The practicum is launched by a 12 hour-long briefing workshop, 
including input from OSL. There is a one day-long experience-sharing 
workshop in the middle, and another day-long plenary meeting at the 
end.
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Strategic Management (BUS 4301)

• The capstone course in the BBA programme

• Familiarizing students with some new subject matter

• Requires students to apply their prior learning to various business issues of 
a strategic nature. Planning issues explored include the importance of the 
vision, mission and objectives, the nature of effective strategic leadership 
and decision making, frameworks for external and internal analysis, and 
functional, business, global and corporate strategies. 

• In the Service-Learning sections, students undertake a field study project 
for a social enterprise, non-profit organization or charity organization. 
Students produce a business plan for a new service, along with a strategy 
for implementation. 

27



Some Assessment Tasks on Service Leadership 
(CLE 9023)
• One of the in-class exercise involves completion of a team review 

proforma, collectively by each team. (5%)

• Each student compiles an individual reflective essay (the instructor 
provides a structured proforma to guide the reflections). The essay reviews 
how the student has performed acts of service leadership during the 
semester, especially for the group project. (15%)

• In an oral group presentation (30 minutes per group) students convey and 
defend key points and findings from their group project, and reflect on how 
the group itself has provided service leadership. (10%)

• In a written group project report of 2500 words, teams of students explain 
and illustrate how they have been applying principles and practices of 
service leadership in their team project. (20%)
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Assessment Tasks on Service Leadership Practicum 
(MGSL 3001)

 

Assessment tasks Weights 

Fortnightly individual learning diaries over 8 weeks 20% 

Individual 20 minute presentation during the interim workshop  10% 

Individual 20 minute presentation during the concluding workshop 15% 

Participation during the briefing, interim and concluding workshops  15% 

Individual 3000 word reflective essay  25% 

Assessment report by the POR 15% 
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Salient Assessment Tasks on Strategic Management 
(BUS 4301)

• Individual self-reflection on the field study (at least 500 words). 5%.

There are also (focusing on quality of analysis and recommendations):

• Field Study Written Project Report (Groupwork) (3000 to 5000 words). 20%.

• Initial (1000 words) & Interim (12 minute presentation) Project Reports 
(Groupwork). 9%.

Plus: (focusing on the presentation skills used in delivering individual parts of the 
group presentation)

• Field Study Final Oral Presentation. 10%
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Extracts from a Team Reflection on CLE 9023 
Indicate to what extent 
the following 
statements describe  
your team as a whole

Always Often
Some-

times
Rarely Never Illustrations (Areas of achievement / for improvement) 

1. Our team 

has realistic 

goals.



List all of your team’s major goals

- Have a good relationship with the kids

- Introduce various types of use of internet to kids

- Facilitate the kids to have a better understanding of themselves 

and develop an e-portfolio for future use.

- Everyone contributes his/her own part and is a good team 

player

- Have good time management 

8. Our team 

works 

cooperative

ly toward 

its goals.



Provide some examples of how the team works together to 

review its progress toward its goals

We have set regular dates at the very beginning to ensure all 

members can attend the meeting. We do evaluation about the 

learning and performance of students and our work. Sometimes, we 

ask the kids opinions about the workshop and try to modify it for 

next time. This helps to fulfil their learning needs. We use google 

drive to share documents, so everyone knows about our progress. 

We monitor each other and have a better time management system.  
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Extract from a Reflective Essay (Service Leadership, CLE 9023)

5. Committing to 
continuous 
improvement. 
(Working to 
improve your self-
leadership and self-
management 
competencies)

After completing each workshop, I 
reflected on my own performance in the 
workshop, in order to identify 
improvements. For example, I helped 
lead several games in the project. I 
reflected on my performance of leading 
the games by thinking of whether the 
atmosphere was well set and whether 
the mentees enjoyed playing the games. 
Also, I compared my performance in 
different workshops, so as to see 
whether I had made improvements.

In my opinion, I have to learn to use 
different methods to evaluate my 
performance, so that I can make 
improvements continuously and effectively. 
One of the team members told me that my 
time management was not very good when I 
was leading the game in Workshop 2. Since 
then, I realized that I actually can ask my team 
members for opinions and advice on how to 
improve my performance. By learning to use 
various means to evaluate myself to make 
improvements, I believe that I can be a more 
successful service leader.

8. Civic engagement.
(Striving to maximize 
the value of your 
project to the service 
recipients/communit
y)

I do service because I care. I understand 
that the mentees are not from a rich 
family. Therefore, they may have less 
opportunity to use computers and have 
limited computer skills. Thus, I tried my 
best to teach them how to use software 
like Microsoft Word, so that they will not 
be less competitive than their 
classmates….

I think I have to learn to take the initiative to 
serve the community. Before taking part in this 
project, I have limited understanding about 
[the partner organizations] Since engaging in 
the project, I have realized that I should join 
more voluntary services organized by different 
non-governmental organizations, in order to 
give a helping hand to the community.
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Source for Team Reflection and Individual 
Essay on  CLE 9023 
• Snell R. S., Chan, Y. L. M., Ma, H. K. C., Chan, K. M. C., “The Service 

Leadership Initiative at Lingnan University”, Promoting Service 
Leadership Qualities in University Students: The Case of Hong Kong, 
Shek, D. T. L. and Chung, P. Y. (eds.), Springer, Singapore, pp. 99-115, 
September 2015.
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Students’ Comments about the Importance of 
Affirmation on MGSL 4301

“I accomplished something. I persuaded a bakery shop to donate their bread to 
us after closing time. Organizing this project was not an easy task, but luckily, my 
immediate supervisor and my partner [M1] helped me a lot and we cooperated 
with each other so well.” (Reflective report)

“I invited comments from other interns on the colors and layout of the poster. 
Then I revised the output. They were satisfied, with only some comments for 
improvement on the content display. The general public also gave good comments 
on the posters and when I overheard their positive remarks I was very excited, as I 
didn’t expect my work would be appreciated.” (Interview- research study)
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The Co-educator (Servant Leader) Role for PORs on MGS 4301
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Good Co-educator (Servant Leader) Practices 
by  PORs on MGS 4301

Dimension Servant leader practices 
Putting followers 
first

‘We needed to ensure that [M1 and F3] were willing and committed in taking 
up certain job assignments. I could afford meeting [M1 and F3] once a week 
for 2 to 3 hours discussion. I would offer more meeting time if I accept 
interns again.’

Helping followers 
grow and 
succeed

‘I let each intern choose two projects based on their interests and 
capabilities. [M1] wanted the opportunity to start a project from scratch and 
he put a lot into it. I think that [F3] has changed herself to face challenges. I 
recognized this change in her and told her about that.’

Empowering ‘Each intern developed two project proposals. They determined their own 
work schedule. [M1 and F3] also handled day-to-day duties, being overall in 
charge and guiding the work on the spot. This required instant responses, 
quick decisions, organizing, and a sense of ownership and responsibility.’

Emotional healing ‘We have many experiences of being rejected [by potential donors]. We 
need to coach interns if responses fall short of expectations. Last year, a 
group of students was rejected. I coached them and learned to become 
more sensitive to the emotions of students, who had been rejected.’      
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Virtuous Spiral of Development on MGSL 3001 
  

 

FAVOURABLE CONDITIONS 

SECURE FOUNDATION 

 Body of salient prior 

knowledge/ experience 

 

POR SUPPORT THROUGH 

SERVANT LEADERSHIP 

 Providing preparation 

 Empowering & encouraging 

 Serving as a mentor and coach 

 

 

ENGAGEMENT 

Exercises & develops a 

range of service 

leadership attributes  

  

AFFIRMATION 

Observes practical & 

social impact 

 

APPROPRIATE 

RESPONSIBILITIES 

Service duties involving: 

 Creativity 

 Analysis 

 Organizing people & events 

 Working in teams 

 Contact with community 

members 

 

 

STAKEHOLDER SUPPORT 

 Sharing information 

 Giving advice and feedback 

 Open to ideas 

 

INCREASED SELF-EFFICACY 

Gains confidence through a 

sense of achieving 

DEVELOPMENTAL 

READINESS  

  

RECOVERY 

Draws positive 

lessons from any 

mistakes, mishaps 

Figure 2 

Expanded model of interns’ developmental engagement as emerging service leaders 

Faced with appropriate 

challenges  

 

Willing to address and 

overcome challenges 
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Source for MGSL 3001 Data & Analysis 

• Snell, R. S., Chan, M. Y-L., Wu, C. X., Chan C. W-Y. Service Leadership 
Emergence Through Service-Learning Internships in Hong Kong. 
Michigan Journal of Community Service Learning. Vol. 25, Issue 2, 
Summer 2019. September 2019. DOI: 
http://dx.doi.org/10.3998/mjcsloa.3239521.0025.211
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Extracts from Reflective Essays (BUS 4301 Strategic Management)

When I was doing the project, I tried to think from the social view and 

evaluate everything based on improving the community. It is special that this 

project taught me about civic engagement and let me experience how to 

contribute to society with the knowledge I learnt at the university. [TSY].

I actively approached the NGOs, who were interested in cooperation with 

[Organization N] … It was an opportunity to develop multiple personal skills. 

We were learning to serve and serving to learn. Serving does not mean that 

you are giving without return. During the process, I sought advice from the 

Professor and other team members in order to make improvements. As a 

result, I have learnt how to cooperate with others and to plan such a big 

project for a real organization. [YHLS].
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Factors Conducive to Service Leadership Emergence (on 
BUS 4301)
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Antecedent Factors for Service Leadership 
Emergence on BUS 4301

• Reality: students undertake consultancy projects that address real problems and needs

• Reciprocity:  anticipated mutual learning benefits vis-à-vis the partner org.

• Reflection: students are required to submit progress reports and reflect on the progress 
of their projects and on associated problems and issues, feedback helps to deepen the 
reflections 

• Mastery experience: students perceive that their ideas and suggestions are worthy of 
being taken seriously 

• Social persuasion: students receive recognition and appreciation for their contributions

• Modelling: ongoing guidance from OSL, in-class consultation meetings, interim in-class 
project presentations 
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Mediating Factor for Service Leadership 
Emergence on BUS 4301
Project efficacy belief

• Our client is interested in our project proposal.

• Our project is closely aligned with the needs of our client.

• Our project proposal would be implemented by our client.

• Our team has a potential to address the difficulties/challenges faced by 
our client.

• Our team can make a good contribution to our client.

• Our team can help our client do a better job.
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POR Responsiveness (a Moderator on BUS 
4301)
To what extent have the PORs…

1. been responsive to your questions and enquiries?

2. provided constructive feedback on your ideas and suggestions?

3. helped you solve your problems and difficulties?

4. responded promptly to your enquiries?

5. opened up about their problems and challenges to you?

6. given you access to the information and people resources to do 
your project?

43



Source for Analysis of BUS 4301

• Chen T., Snell R. S., Wu C. X. “Comparing the Effects of Service-
Learning versus Non-Service-Learning Project Experiences on Service 
Leadership Emergence and Meaning Schema Transformation”, 
Academy of Management Learning and Education, Vol. 17, Issue 4, 
pp. 474-495. December 2018.
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How Service-Learning Induces Service-Leadership 
Attributes 
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Figure 1. Developing civic mindedness through civic engagement and service leadership

Framing civic 

engagement as a 

key purpose of 

service-learning 

Applying 

service 

leadership 

practices to 

civic 

improvement 

Attaining a rich 

set of service-

leadership 

emergence 

outcomes

Relational support (coaching & guidance)

Direct contact with people in need

Empowering infrastructure

Exercising autonomy

Demonstrating competence

Addressing genuine community needs



The Within-Team Mentoring Factor (on CLE 9023)
• An interchange involving three members of the same team, F5, J1, 

and a non-business senior year student (NBSYS):
F5: At first, I thought I didn’t need to help as my team members would be OK 
without me. I would make no difference to the project even if I tried to help. 
Later on, I thought I could be helpful.
Interviewer: How did members motivate him (F5) to participate more? 
NBSYS: We emphasized to him the importance of his attending meetings. We 
stated different reasons, the academic perspective, the necessary project 
processes. Through alternate intimidation and inducements, he finally woke 
up and we are grateful.
J1: Two of us are in year 3 and have more experience. Another year 2 team 
member has participated in committees, so is also more experienced in this 
sense. We encouraged the two year 1 students to learn more as they would 
participate in committees sooner or later. 
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Source of Further Analysis 

• Snell R. S., Chan, Y. L. M., Ma, H. K. C., Chan, K. M. C., “Developing 
Civic-Mindedness in Undergraduate Business Students through 
Service-Learning Projects for Civic Engagement and Service 
Leadership Practices for Civic Improvement”, Asian Journal of 
Business Ethics, Vol. 4, Issue 1, pp. 73-99, September 2015.
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Further Reading

• Snell R. S., Chan, Y. L. M., Ma, H. K. C., Chan, K. M. C., “A Road Map for 
Empowering Undergraduates to Practice Service Leadership through 
Service-Learning in Teams”, Journal of Management Education, Vol. 
39, Issue 3, pp. 372-399, June 2015.
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