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What do you think of a strategic
plan for learning & development



Everyone has a plan until you 
get punched in the face 
Mike Tyson



What do you think about Resilience



Resilience isn’t born, 
it’s BUILT.
Tim May



Resilience is forged in fire.
Khalis Rahim



Organisational
Sustainability

High Performance
& Productivity

Employee Safety 
& Well-being

Profitable
Growth

Customer
Satisfaction

Innovation &
Creativity

Employee Engagement 
& Retention

Creating An Inclusive & Collaborative Culture through
Effective Communications and Robust Feedback Mechanism

Cultivating Growth Mindset Promote Agility

Cultivate A Resilience Culture Strong Leadership
Commitment
Training & Development
Programme
Effective Communication
Strategies
Recognition & Reward
System
Data-driven Decision
Making



The Malaysia Airline Story





Malaysia Airlines, an organisation that was…
2 Major Air Disasters Making Losses

Transformation-fatigueUnreasonable union Entitled Workforce

2 expat CEOs 
struggled and departed



Cultural Transformation Initiatives
Our culture initiates are defined into DIRECT aspect (changes that are easily perceived from outside) and
INDIRECT aspect (changes that underlying beliefs and values that cannot be easily perceived or evaluated). 

WELLBEING
Mental Health: MHeart Virtual Consultation, C.A.R.E
Programme for People Managers, On-site Consultation
Financial Health: Financial Wellbeing Webinar
Spiritual Health: Sembang Santai, Open Floor Sessions

NARRATIVE 
(emphasis on the cascading, advocating and understanding of
Statement of Purpose & Culture Beliefs as way of life), Effective
Communication (for Absence & Operational Workforce) & Success Stories

INTEGRITY
Maintaining Industry Harmony, Grievances Management,
Diversity & Inclusion at Workplace

ACCOUNTABILITY & CUSTOMER-CENTRICITY
Supervisory Leadership Programme

WORK PROGRESSIVE CLIMATE
Safety: Whistle Blower, Sexual & Bully Harassment
Programme, Psychosocial Safety
Reward: Reimagine Performance Management, Pay-for-
Performance, Consequences Management

WORK ETHOS
Industrial-Organisational Psychology Study, 360 Survey,
People Engagement Survey, DASS-21 (Mental Health
Survey)

VOLUNTEERISM
MH Rangers

INDIRECT
Deeper Culture

Aspects that underlying
beliefs and values that

cannot be easily
perceived or evaluated

as external factors

DIRECT
Surface Culture

Aspects that easily
perceived from the

outside

ENGAGEMENT
Winning with MH Passion, Festivities Celebration, MAG Road

Safety, IR 1-on-1 Sharing Session, Leadership Engagement,
On-Site Engagement (Turun Padang, Stations Visit, Teh Tarik,

Round Table Discussion, etc)

WORKPLACE
Workplace Improvement Programme (staff

restrooms, office areas, common area & common
facilities)

LEARNING & DEVELOPMENT
MAG Learning Hub, MABES Accelerated

Apprenticeship Training Programme, LEAP
Management Trainee Programme, Cabin Crew

Career Path, Digital Upskilling

KPI
Financial Performance: Revenue, EBITDA, NIAT

Operational & Business Performance: PES, CSI, NPS, OTP & MHB

REWARD & RECOGNITION
Total Rewards Transformation

Salary Adjustment & Productivity Incentives
Monetary: Anugerah WOW, SPOT Award, Wellness Programme

Non-Monetary: Retiree Appreciation Programme, IdeaBox, Safety
Champion, Entity/Divisional



At MAG, We Drive Change Towards Resilience.
Our journey to building organisational capabilities for a stronger future

Handle and comprehend
organisation thoughts and
issues

Changes should be planned
Adjustments must be
performed
Assist employees in
understanding a new
concept or perspective

Reinforce the new changes for
desired culture
Create stability to re-adjust and
embrace the desired changes
Align processes and practices to
support the newly implemented
changes
Address resistance and barriers to
realign the internalisation
Anchor on the specific core areas to
strengthen the culture change

2030

   Winning & Passion Mindsets

   Commitment & Flexibility Mindsets

   Customer-Centricity & Accountability Mindsets

Building Foundation

Realising Experience

Driving Productivity & Performance

2024-2030

COVID-19

Organisation
Restructure

Anticipated Impact of Change
Actual Impact of Change

Start

Acknowledge the
need for change
Decide what needs
to be changed



Problem & Drama
Focus

Indirect Communication
& Feedback Discretionary EffortChange Overload &

Apathy

To build resilient teams, we identified the culture gaps
and defined the future state to drive mindset shifts.

Curiosity

Continuous
Improvement

Accountability



Cultivating Growth Culture:
Fostering a growth culture cultivates resilience, empowering our employees to boldly take risks
and transform failures into valuable learning experiences.

Intentional Growth

Internal Promotions

Continual Coaching

Core Values

Safety to Fail

Challenges
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Shifting our people mindset from FIXED to GROWTH
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Promote Agility
We move fast, scale quickly and continuously reinvent ourselves.

Data Driven

Characteristics of 
Agile Culture

Outside-In Thinking Experimentation & Innovation

Speed
Risk-taking & Learning

Act. Learn & Adapt 
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Poised to Face the Pandemic



During the pandemic years, the aviation industry was
devastated. 
Many airlines took drastic measures to continue flying, while many were… 

3 Aug 2021

31 Jul 2021

4 Aug 2021

15 Oct 2021

…undertaking drastic cost
cutting measures 

13 Nov 2021

12 Nov 2021

…on the verge of
bankruptcy & lawsuits

1 Nov 2021

…receiving government aid
/ support

31 Oct 2021

1 Nov 2021

…undertaking corporate
restructuring



We took a different route…
Focusing on protecting our employees and re-strategising the business through our Long Term
Business Plan 2.0, fixed our legacy issues, and protected the jobs of our people.



Never Waste a Crisis.
We introduced the Total Rewards Transformation Programme to drive a Pay-for-Performance
and Productivity culture to future-proof the company.

Quarterly
Variable

Component 
(QVC)

The sole entity
within the realm

of Corporate
Malaysia to
pioneer the

introduction of
QVC

Restructure 
Pilots’ Salary &  

Productivity
Allowance

Likely the sole
Airline which
restructured

pilots’
remuneration 

Productivity
& Efficiency

Incentive
(PEI)

To counter the
prevalent
culture of

"Overtime Pay"

Employee
Recognition
Programme

Additional Funds
allocated to

acknowledge the
unwavering

commitment
and dedication
of the people

Annual
Performance

Bonus

Marking a
significant

milestone after a
lapse of nearly
two decades



It’s been quite a journey.

The Outcome Today?



12 June 2023

18 April 2023

21 Mar 2023

4 May 2023

5 Dec 2022



“A lifetime of pain forged a culture
of resiliency.”
Dave Roever


