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Introduction  

 

On 15 March 2012, the claim manager of First Takaful Berhad, En Dollah, was 

sitting in his office in Kuala Lumpur going through an investigation report on an all-risks 

insurance claim prepared by its loss adjuster, Agilent Adjuster Sdn Bhd. The 

investigation report was the output of an assessment by the loss adjuster on a stolen 

generator set belonged to a policyholder of an all-risks insurance policy, Quality 

Machinery Sdn Bhd. The insurance claim arose when the generator set owned by the 

policyholder that had been leased to its customer being a telecommunication company, 

AAA TelCom Sdn Bhd, was being stolen.  

 

After a close scrutiny of the investigation report provided by the loss adjuster, En 

Dollah had to make the following decisions: 

(a)  whether the loss experienced by the policyholder was a legitimate loss covered by 

its all-risks insurance policy;  

(b) whether the loss was a genuine loss that had not violated any of the terms, 

conditions and warranties specified in the policyholder’s all-risks insurance policy;  

(c)  whether a liability had arisen for his insurance company to pay for the loss 

experienced by the policyholder; and 

(d)  in the case when the payment of claim was warranted, the amount of claim payable 

by his insurance company taking into account the following conditions:    
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(i) whether the policyholder had other insurance policies for the same loss 

coverage with other insurance companies;  

(ii)  whether the policyholder had bought sufficient amount of insurance coverage 

to insure its equipment; 

(iii) whether the insurance policy was subject to any deductible; and 

(iv) whether there was an element of negligence at the part of lessee during its use 

of the generator set under the lease inked between the lessor (supplier) and the 

lessee (hirer) that had caused the loss of the generator set.     

 

Background of Companies 

 

First Takaful Berhad (First Takaful)  

 

First Takaful operated within the insurance sector. The principal activities of First 

Takaful consisted of family and general takaful business, whilst the principal activities of 

its subsidiaries were family and general retakaful business and investment holding. The 

business operations of First Takaful conformed to syariah laws, which were according to 

the Islamic principles of al-takaful and al-mudharabah.  

 

First Takaful was incorporated in 1984 and was subsequently transformed into a 

public limited company listed on the main board (now known as ‘main market’) in 1996. 

At the end of 2003, as a result of a restructuring exercise, First Takaful’s capital had been 

further enhanced. The current authorised capital of First Takaful was RM500 million and 

its paid-up capital was RM162.817 million.  

 

Agilent Adjuster Sdn Bhd (Agilent Adjuster) 

 

Agilent Adjuster was a family-based (being a combination of daughter-and-father 

team) loss adjusting firm set up in 1987. The company was licensed by the central bank 

of Malaysia, Bank Negara Malaysia, and the Ministry of Internal Security and Home 

Affairs. It had nine branches nationwide with a total of approximately 40 loss adjusters 
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and support staffs. The headquarter office of Agilent Adjuster was located at Wangsa 

Maju, Kuala Lumpur. It rendered its services to 10 local insurance companies and takaful 

operators. Over the years since its inception, capitalising on the academic qualifications 

and past underwriting experience of the daughter and the vast investigating experience of 

the father being a former police officer, Agilent had become an expert in theft and road 

accident investigations as well as in loss adjustments of fraud and fire insurance claims. 

 

Being a loss adjuster, Agilent Adjuster was a professional representing the 

insurance company in reconciling claims. Its main functions were to find out the facts 

related to the claim case and then used them to negotiate a settlement. Its tasks normally 

involved a review of the insurance contract, investigation of the facts and determination 

of the exact value of the loss. In the process of fact-findings, other than reviewing 

insurance contract, a loss adjuster would obtain related information from other relevant 

documents such as quotations for price estimates, property valuation reports and police 

reports. The loss adjuster would also talk to the people involved in the loss such as the 

policyholder, the witnesses (if any) and the police personnel. All these tasks were 

performed to determine whether the information gathered from the various parties all 

matched with the description of the incident and whether a claim payment was in order.  

 

At the end of the investigation, the information, which might include photographs 

or sketches, written statements, recorded statements and documents provided by the 

claimant, was compiled by the loss adjuster in a written report. In the report, the loss 

adjuster would also put forward its recommendations so that the insurance company 

could use all of the information to evaluate and make important decisions related to the 

insurance claim. 

 

Quality Machinery Sdn Bhd (Quality Machinery) 

 

Quality Machinery was established in 1990. The company’s principal business 

activities were supplying and renting machineries, mainly power generators, to corporate 

customers in the industrial and commercial sectors. Besides power generators, other 
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machineries such as air compressors and welding equipments were also available for 

renting. On the other hand, the principal business activities of its subsidiaries were 

providing other complementary services such as transportation and crane services and the 

use of forklifts for the customers.   

 

Due to the growing economy and the stronger demand for the company’s products 

and services, Quality Machinery had experienced rapid growth and expansion.  As a 

result, the company had employed several employees who were equipped with 

specialised skills in order to serve the various needs of its customers. Other than having 

its own task force of service team, Quality Machinery also had an extensive network of 

parts and service dealers. This dealer network had further enhanced its ability to provide 

after sales support activities to its customers all over East and West Malaysia, particularly 

to those customers based in strategic locations. 

 

As Quality Machinery had a wide variety of machineries, especially different 

stocks of generator sets with varying capacities ranging from 5 KVA to 1250 KVA to 

serve the different power requirements of its customers, and a sound record of after sales 

support activities, it had an impressive and varied portfolio of customers. Over the years, 

the company had grown tremendously due to its reputation in the industry as an excellent 

after sales service provider. This had prompted management to increase its stocks and 

inventory of generator sets, air compressors and welding equipments, not just in terms of 

number but also in terms of a wide array of branded and quality models. 

 

AAA TelCom Sdn Bhd (AAA TelCom) 

 

AAA TelCom was one of the leading telecommunication service providers in 

Malaysia. It was granted communication licences in 1993. AAA TelCom, along with its 

subsidiaries, was a provider of mobile, fixed-line and international gateway 

telecommunication services. Its clienteles consisted of both residential customers and 

enterprise clients. 
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Broadly speaking, AAA TelCom operated actively in four major segments:  

(a)  mobile services, which comprised postpaid mobile, prepaid mobile, mobile data, 

broadband and roaming services;  

(b)  enterprise fixed services, which comprised a suite of voice services, data services, 

very small aperture terminal services and internet protocol (IP), and managed 

services to cater for business customers;  

(c) international gateway services, which comprised services to international 

telecommunication carriers for termination of traffic into Malaysia, services to send 

its own international traffic abroad and bandwidth leasing services; and  

(d)  home services, which comprised fixed voice services and data services to home 

customers. 

  

 

Leasing of Generator Sets  

 

Quality Machinery and AAA TelCom had entered into a lease contract. Under the 

contract, the former had agreed to lease two generator sets of 20 KVA and to provide 

generator maintenance service twice weekly to the latter for a three-year period from 

1/1/2011 to 31/12/2013.   

 

On 1 January 2011, two generator sets were delivered by Quality Machinery to its 

customer, AAA TelCom. They were installed at the customer’s telecommunication site in 

Seremban, Negeri Sembilan. The two generator sets were placed in the compound of the 

customer’s telecommunication site and they were soldered to iron anchors on a concrete 

slab beside a transmission room to make them difficult to be removed. The generator sets 

had been used by the customer to supply power to the digital equipments in the 

transmission room situated next to them at the site. 

 

Quality Machinery had insurance coverage for the two generator sets, each from a 

different insurance company. One generator set of model Nissha NES55SM bearing the 

engine number W04D-TA10511 was being insured for an amount of RM16,500 by First 
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Takaful. The other generator set was being insured by another insurance company, 

Takaful Nasional Sdn Bhd.  

 

 

The Telecommunication Site in Seremban 

 

Quality Machinery had leased its two generator sets of 20 KVA to AAA Telcom, 

a telecommunication company. The generator sets were placed in the customer’s 

telecommunication site in Seremban. 

 

The telecommunication site was located at a higher ground in a secluded area. 

The lands to its left and behind were not developed. Two sides of the site were 

surrounded by trees. On the left, it was packed with trees which had grown extensively 

over the years while rows of coconut trees filled its back.   

 

A transmission tower and a transmission room were erected at the site’s enclosed 

area. The transmission tower was at the front and the transmission room was behind the 

tower but towards the back of the site. Both the transmission tower and transmission 

room were situated towards the left of the site.  

 

The transmission room was installed with an alarm system which was directly 

connected to AAA TelCom’s office. The alarm would be set off when the power supply 

was found faulty or when the transmission room was trespassed. At this time, AAA 

TelCom’s office would be alerted automatically so that prompt actions could be taken to 

investigate the situation. 

 

The compound of the site was protected by an eight-feet high chain-link fencing 

topped with barbed wires. The main entrance was protected by a wire mesh gate secured 

with a padlock. 
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No one was stationed at the telecommunication site. As such the area was deserted even 

at daytime. 

 

(Refer to Exhibit 1 for the sketch diagram of AAA TelCom’s telecommunication site in 

Seremban.) 

 

 

The Affected Generator Set  

 

The affected generator set was a 20 KVA generator set of model Nissha 

NES55SM bearing the engine number W04D-TA10511. It was purchased by Quality 

Machinery on 24 October 2009 from LTP Generator and Service Centre at a price of 

RM20,500 without indicating the year of manufacture. It was a soundproof re-

conditioned generator set. This generator set was among the two generator sets being 

leased to AAA TelCom.   

 

On 1 January 2011, the above mentioned generator set together with another 

generator set were delivered and installed at the customer’s telecommunication site in 

Seremban. The two generator sets were placed beside the transmission room. In order to 

make them difficult to be removed, they were welded to iron anchors on a concrete slab.  

 

The two generator sets were operated on diesel. Only one of them was in use at a 

time to provide electricity supply to the digital equipments in the transmission room at 

the site. Each of the two generator sets switched operation twice weekly for maintenance 

purpose and this task was performed by the technician of Quality Machinery. 
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The Incident of Missing Generator Sets  

 

The two generator sets that Quality Machinery leased to AAA TelCom were 

being stolen from the customer’s telecommunication site in Seremban. The incident of 

missing generator sets was discovered on 24 February 2012. 

  

At about 5.10 p.m. on 24 February 2012, En Omar, a technician of Quality 

Machinery, received a telephone call from his manager, Mr Tan, who had instructed him 

to visit the telecommunication site of AAA TelCom in Seremban. Mr Tan’s request for a 

technician to perform a site inspection was in response to an emergency call he received 

from AAA TelCom. Upon arrival at the customer’s telecommunication site in Seremban 

at about 6.45 p.m., En Omar discovered that the main gate to the transmission tower was 

partly opened, the padlock chain was cut and two generator sets secured at the concrete 

slab beside the transmission room had gone missing. (Refer to Exhibit 1 for the sketch 

showing the diagram at the scene of loss at the time of discovery at AAA TelCom’s 

telecommunication site in Seremban.)  

 

Subsequent to his discovery, En Omar called his manager to report the findings of 

his discovery at the site. On the same day, Quality Machinery had taken immediate action 

to replace the two missing generator sets for its customer so that AAA TelCom could 

restore the power supply to its digital equipments in the transmission room at the site.  

 

On the following day, at about 12.36 p.m., En Omar, the technician of Quality 

Machinery, lodged a police report on the two missing generator sets at the Seremban 

police station. After lodging the police report, Quality Machinery had taken further action 

to notify the two insurance companies insuring the two missing generator sets seeking for 

compensation for the loss that had happened. (Refer to Exhibit 2 for ‘conditions on 

claims’ contained in the policyholder’s industrial all-risks insurance policy.) 
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Police Findings  

 

As a police report had been made, a sergeant by the name of Kamarudin was 

assigned to investigate into the case. Based on the circumstances of the case and the 

evidence gathered at the scene of loss, the police believed that the culprits had come to 

the site and cut the padlock chain at the gate to enter into the enclosed area of the 

telecommunication site of AAA TelCom in Seremban. After successfully removing the 

generator sets from the concrete slab, the culprits then used a mobile crane to lift the two 

generator sets onto a lorry and fled the scene. The telecommunication site in Seremban 

was not guarded. As there was no one being stationed at the telecommunication site, the 

police believed that the theft could have taken place in broad daylight after the culprits 

had gained entry by force into the telecommunication site where the generators were 

located. 

 

At the time when the investigation report was prepared by the loss adjuster, the 

police officer, sergeant Kamarudin, disclosed that there had been no apprehension or 

recovery up to that point in time. However, the Seremban police station had registered the 

interest of First Takaful as the insurer of the affected generator set for the purpose of 

notification in the event of recovery.    

 

 

Short Form Services Agreement  

 

The lease contract being the rental agreement of two generator sets between the 

supplier, Quality Machinery, and the hirer, AAA TelCom, was referred to as a ‘short 

form services agreement’. There were two specific clauses in the short form services 

agreement that required special attention to their interpretation.  

 

The first clause was item 15 in the short form services agreement. The clause 

stated that the supplier should arrange/insure the equipments on hire. This statement 

clearly indicated that it was the responsibility of Quality Machinery to insure its two 
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generator sets leased to AAA TelCom. Further, the clause could also be interpreted to 

mean that the rental charged by Quality Machinery was inclusive of insurance premium. 

 

The second clause was item 13 in the short form services agreement. The clause 

stated that the supplier could still hold the hirer responsible for a loss, if the loss was due 

to the hirer’s negligence. In interpreting this clause in relation to the case of two missing 

generator sets, the hirer who was in custody of the supplier’s generator sets seemed to 

have failed to prevent the generator sets from being stolen as the generator sets were left 

unattended in an open site with no security personnel to guard them.  

 

Having said the above, the issues of open site and inadequate security in loss 

prevention had been made known to the supplier. Furthermore, it was the supplier who 

had performed the installation, commissioning and maintenance of the generator sets at 

the hirer’s telecommunication site. 

 

 

Previous Claim Experience  

 

The incident of missing generator sets, for the case that had happened to Quality 

Machinery for its generator sets placed at AAA TelCom’s telecommunication site in 

Seremban, was not the first loss of its type. From the investigation of the loss adjuster, it 

showed that Quality Machinery had experienced similar losses in the past with three 

other insurance companies, namely Tokio Marine Insurans (M) Berhad, Zurich Insurance 

Bhd and Allianz General Insurance Malaysia Bhd. 

 

 

Industrial All-Risks Insurance Policy 

 

One of the missing generator sets at the telecommunication site of AAA TelCom 

in Seremban, which was of model Nissha NES55SM bearing the engine number W04D-

TA10511, was insured under an industrial all-risks insurance for an amount of RM16,500 
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by First Takaful. The insuring period was from 11/03/2011 to 10/03/2012. Meanwhile, 

the other generator set was not being insured by First Takaful but by another insurance 

company, Takaful Nasional Sdn Bhd. 

  

The insurance coverage of Quality Machinery’s industrial all-risks insurance 

policy was subject to takaful contribution warranty of which the insurance company 

could easily verify whether its policyholder complied with the warranty. (Refer to Exhibit 

3 for ‘premium warranty’ clause contained in the policyholder’s industrial all-risks 

insurance policy.) 

 

For industrial all-risks insurance, the insurance company agreed to provide 

coverage for losses other than those losses resulting from an excluded cause specified in 

the policy provided that at the time of the happening of the loss, the insurance covering 

the interest of the insured equipment shall be in force. For the incident of two missing 

generator sets of Quality Machinery, the loss was a result of a theft. The loss did not 

happen at the premises of Quality Machinery, however the loss occurred at its customer’s 

telecommunication site in Seremban. (Refer to Exhibit 4 for ‘insuring’ clause and Exhibit 

5 for clauses on ‘excluded causes’ contained in the policyholder’s industrial all-risks 

insurance policy.)   

 

A thorough review of Quality Machinery’s industrial all-risks insurance policy by 

the loss adjuster revealed that there was no other interest noted in the insurance policy. 

There was also no other insurance providing similar coverage at the time of writing the 

industrial all-risks insurance policy with Quality Machinery. However, it was noted that a 

claim would be subject to an excess of RM1,500 on each and every loss. (Refer to 

Exhibit 6 and Exhibit 7 respectively for clauses on ‘contribution’ and ‘deductibles’ 

contained in the policyholder’s industrial all-risks insurance policy.) 

 

Another two important clauses contained in the policyholder’s industrial all-risks 

insurance policy were clauses related to ‘average’ and ‘subrogation’. The former was a 

co-insurance clause that required the policyholder to purchase insurance for a stipulated 
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portion of the entire value of the property insured. The latter was an assignment or 

substitution clause that allowed the insurance company to step into the rights of the 

policyholder who had been indemnified by the insurance company. (Refer to Exhibit 8 

for ‘average’ clause and Exhibit 9 for ‘subrogation’ clause contained in the 

policyholder’s industrial all-risks insurance policy.) 

 

In claim settlement, the insurance company had the option of either to make cash 

payment, to reinstate or to replace the lost, damaged or destroyed equipment(s) under 

insured. (Refer to Exhibit 10 for ‘repair and replacement’ clause contained in the 

policyholder’s industrial all-risks insurance policy.)   

 

 

Price Estimate for Generator Set 

 

On 24 February 2012, Quality Machinery had taken immediate action to purchase 

two generators from Millennium Machinery Sdn Bhd in order to replace the missing 

generator sets at its customer’s telecommunication site in Seremban to restore electricity 

supply. In facilitating its insurance claim, Quality Machinery had forwarded to First 

Takaful the quotation and the purchase invoice issued by Millennium Machinery for the 

replacement of the missing generator sets. 

 

The loss adjuster had also performed a market survey in trying to find out the 

price estimates of generator set. Several local dealers had been approached for this 

purpose. According to the dealers, the current market price of a re-conditioned generator 

set similar in make and model as that of the stolen generator set at the time of loss would 

be in the range from RM19,000 to RM20,000. One of the dealers had even mentioned 

that the market price of a re-conditioned generator set at present was in fact higher than 

its price in the past.  
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Quality Machinery’s Claim: is First Takaful Liable? 

 

En Dollah, the claim manager of First Takaful, had spent the whole morning 

carefully studying the investigation report provided by its loss adjuster, Agilent Adjuster. 

En Dollah was now able to make a comprehensive assessment on the insurance claim of 

its policyholder, Quality Machinery, as to whether the loss experienced by Quality 

Machinery for a stolen generator set which was insured by First Takaful was a valid 

claim that warranted a payment by his insurance company.    

 

EXHIBITS 

 

Exhibit 1: Sketch Diagram of AAA TelCom’s Telecommunication Site in Seremban 
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Exhibit 2: Conditions on Claims 

  

If any event giving rise to, or likely to give rise to a claim under this policy comes to the 

knowledge of the policyholder, the policyholder shall  

(a)  immediately  

(i)  take steps to minimize the loss or damage and recover any missing property,  

(ii)  give notice in writing to the insurer, and  

(iii)  give notice to the police, if the event be theft, or suspected theft, or willful or 

malicious damage;  

(b)  within 30 days, or such further time as the insurer may in writing allow, deliver to 

the insurer  

(i)  a claim in writing for the loss or damage containing as particular an account as 

may be reasonably practical of all the several articles or items of property lost 

or damaged, and the amount of loss or damage thereto respectively having 

regard to their value at the time of the loss or damage, and  

(ii)  the particulars of all other insurances, if any.  

 

The policyholder shall at all times at his own expense produce, procure and give to the 

insurer all such further particulars, plans, specifications, books, vouchers, invoices, 

duplicates or copies of documents, proofs and information with respect to the claim, and 

the origin and cause of the loss or damage, and the circumstances under which the loss or 

damage occurred, and any matter touching the liability or the amount of liability of the 

insurer as may be reasonably required by or on behalf of the insurer together with a 

declaration on oath or in other legal form of the truth of the claim and any matters 

connected therewith. 
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Exhibit 3: Premium Warranty Clause  

 

It is a fundamental and absolute special condition of this contract of insurance that 

the premium due must be paid and received by the insurer within sixty (60) days from the 

inception date of this policy/endorsement/renewal certificate. If this condition is not 

complied with, this contract is automatically cancelled and the insurer shall be entitled to 

the pro rata premium on the period it has been on risk. Where the premium payable 

pursuant to this warranty is received by an authorised agent of the insurer, the payment 

shall be deemed to be received by the insurer for the purpose of this warranty and the 

onus of proving that the premium payable was received by a person, including an 

insurance agent, who was not authorised to receive such premium shall lie on the insurer. 

 

Exhibit 4: Insuring Clause  

 

If any of the property insured situated in the premises within the geographical 

areas of Malaysia and Singapore accidentally physically lost, destroyed or damaged, 

other than by an excluded cause, at any time during the period of insurance or any 

subsequent period in respect of which the policyholder shall have paid and the insurer 

shall have accepted the premium required for the renewal of the policy, the insurer will 

pay to the policyholder the actual value of the property at the time of the happening of the 

damage, or at its option to reinstate or replace such property or any part thereof.  

 

Exhibit 5: Clauses on Excluded Causes  

This policy does not cover  

1.  damage to the property insured caused by  

(a)  (i)  faulty or defective design, materials or workmanship, latent defect, 

gradual deterioration, deformation or distortion, or wear and tear,  

(ii)  the interruption of water supply, gas, electricity or fuel systems, or the 

failure of effluent disposal systems to and from the premises, or 

(iii)  the settling or bedding down of structures, shrinkage, or the expansion of 

foundations, walls, floors or ceilings,  
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unless damaged by a cause not excluded in the policy ensues, then the insurer 

shall be liable only for such ensuing damage; 

(b)  (i) collapse or cracking of buildings, or  

(ii)  corrosion, rust, extremes or changes in temperature, dampness, dryness, 

wet or dry rot fungus, shrinkage, evaporation, loss of weight, pollution, 

contamination, changes in color, flavor, texture or finish, action of light, 

vermin, insects, marring or scratching, or inherent vice,  

unless such loss is caused directly by damage to the property insured or to the 

premises containing such property by a cause not excluded in the policy;  

(c)  (i)  theft unless accompanied by violence or threat of violence to persons, or 

forcible and violent entry to or exit from the premises,  

(ii)  any fraudulent scheme, trick, device or false pretence practised upon the 

policyholder or upon any person(s) having care of the insured property 

at such time,  

(iii)  the act of infidelity or acts of dishonesty on the part of the policyholder 

or any of the employees of the policyholder,  

(iv)  disappearance unexplained or inventory shortage, misfiling or 

misplacing of information, shortage in supply or delivery of materials, or 

shortage due to clerical or accounting error,  

(v)  the cracking, fracturing, collapse or overheating of boilers, economizers, 

vessels, tubes or pipes, nipple leakage, or the failure of the welds of 

boilers,  

(vi)  mechanical or electrical breakdown, or derangement of machinery or 

equipment including electronic installations, computers and data 

processing equipments,  

(vii)  the damage to boilers, economizers, turbines, or other vessels machinery 

or apparatus in which pressure is used, or their contents resulting from 

their explosion or rupture, or 

(viii) bursting, overflowing, discharging or leaking of water tanks, apparatus 

or pipes when the premises becomes unoccupied and so remains for a 

period of more than thirty (30) days,  
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unless  

(I)  damaged by a cause not excluded in the policy ensues, then the insurer 

shall be liable only for such ensuing damage, and/or  

(II)  such loss is caused directly by damage to the property insured or to the 

premises containing such property by a cause not excluded in the policy;  

(d) (i) coastal or river erosion,  

(ii)  storm, tempest, water and rain to the property in the open (other than 

property designed to exist and operate in the open),  

(iii)  freezing, solidification or inadvertent escape of molten or gaseous 

material, unless a fire ensues, then the insurer shall be liable for such 

ensuing damage, or  

(iv)  false programming, punching, labeling or inserting, inadvertent 

cancelling of information or discarding of data media, and the loss of 

information caused by magnetic fields;  

2.  Damage caused by or arising from  

(a) any willful act or willful negligence on the part of the policyholder or any 

person acting on his behalf,  

(b)  cessation of work,  

(c)  the delay or loss of market, or  

(d)  consequential losses of any description other than those insured;  

3.  Damage occasioned directly or indirectly by or through or in consequence of any of 

the following occurrences namely  

(a)  war, the invasion act of foreign enemy, hostilities or warlike operations 

(whether war be declared or not), or civil war,  

(b)  mutiny, civil commotion assuming the proportions of or amounting to a 

popular arising, military rising, insurrection, rebellion, revolution, military or 

usurped power,  

(c)  any acts of terrorism,  

For this purpose, an ‘act of terrorism’ means an act, including but not limited 

to the use of force or violence and/or the threat thereof, of any person or 

group(s) of persons, whether acting alone or on behalf of or in connection 
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with any organization(s) or government(s), committed for political, religious, 

ideological or similar purposes including the intention to influence any 

government and/or to put the public or any section of the public in fear.  

(d) (i) permanent or temporary dispossession resulting from confiscation, 

nationalization, commandeering or requisition by any lawfully 

constituted authority, or  

(ii)  permanent or temporary dispossession of any building resulting from the 

unlawful occupation of such building by any person,  

provided that the insurers are not relieved of any liability to the policyholder 

in respect of the damage to the property insured occurring before 

dispossession or during temporary dispossession which is otherwise insured 

by this policy; or  

(e)  the destruction of property by order of any public authority; and  

4.  damage directly or indirectly caused by or arising from or in consequence of or 

contributed to by  

(a)  nuclear weapons material, or  

(b)  ionising, radiations or contamination by radioactivity from any nuclear fuel or 

from any unclear waste from the combustion of nuclear fuel.  

 

 

Exhibit 6: Contribution Clause  

 

If at the time of any loss, destruction or damage happening to any subject matter 

insured there be any other subsisting insurances whether by the policyholder or by any 

other person or persons covering the same subject matter, the insurer shall not be liable to 

pay or contribute more than their rateable proportion of such loss, destruction or damage. 
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Exhibit 7: Deductibles Clause 

 

This policy does not cover the amounts of the deductibles stated in the policy 

schedule in respect of each and every loss as ascertained, after the application of all other 

terms and conditions of the policy including any condition of average. 

 

 

Exhibit 8: Average Clause  

 

The sums insured of each item under this policy are declared to be separately 

subject to average. If the subject matter insured at the time of any loss, destruction or 

damage be collectively of greater value than the sum insured thereon, then the 

policyholder shall be considered as being his own insurer for the difference and shall bear 

a rateable proportion of the loss accordingly. Every item (if more than one) of the policy 

shall be separately subject to this condition. 

 

 

Exhibit 9: Subrogation Clause  

 

The policyholder shall at the expense of the insurer do and concur in doing and 

permit to be done all such acts and things as may be necessary or reasonably required by 

the insurer for the purpose of enforcing any rights and remedies or of obtaining relief and 

indemnity from other parties to which the insurer shall be or would become entitled or 

subrogated upon their paying for or making good any loss destruction or damage under 

this policy whether such acts and things shall be or become necessary or required before 

or after the indemnification by the insurer. 
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Exhibit 10: Repair and Replacement Clause  

 

The insurer may at its option reinstate or replace the property damaged or 

destroyed, or any part thereof, instead of paying the amount of the loss or damage, or 

may join with any other insurer or insurers in so doing but the insurer shall not be bound 

to reinstate exactly or completely but only as circumstances permit and in reasonably 

sufficient manner and in no case shall the insurer be bound to expend more in 

reinstatement than it would have cost to reinstate such property as it was at the time of 

the occurrence of such loss or damage nor more than the sum insured by the insurer 

thereon.  

 

If the insurer so elect to reinstate or replace any property, the policyholder shall at 

his own expense furnish the insurer with such plans, specifications, measurements, 

quantities and such other particulars as the insurer may require, and no acts done or 

caused to be done by the insurer with a view to reinstatement or replacement shall be 

deemed an election by the insurer to reinstate or replace. 
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INTRODUCTION 

 

Sime Darby Berhad appears to be in a downward spiral as it faces huge losses again 

after a similar experience about thirteen years ago, with top officials being moved out from 

several units.
1
  On 14 May 2010, Sime Darby Berhad’s shares had dropped by 40 cents or by 

almost five percent to RM8.25 on Bursa Malaysia. Sime Darby was also the top loser in the 

local house.  This was followed by the revelations of the delays and cost overruns in several 

projects, which had a significant negative financial impact of RM964 million.  Investors 

asked probing questions about the company’s fundamentals, but several inquiries remain 

unanswered.   

 

Sime Darby Berhad had to seriously consider terminating several Board directors.  

Projects in Qatar and the Bakun hydro-electric dam project in Sarawak, were of major 

concern.  As a consequence, the Chief Financial Controller met and discussed with the 

Chairman, Tun Musa Hitam about this issue.  After several meetings, the Board advised 

Datuk Seri Ahmad Zubir Murshid, the President & Group Chief Executive (GCE), to take a 

leave of absence prior to the expiry of his contract on 26 November 2010, together with four 

other directors.
2
  The Board realized the impact of their actions; besides lower value of share 

prices, the Company was also facing a lower financial performance. 

 

 

                                                           
1
  The Malaysian Insider, August 5, 2010 

2
  Bernama, May 14, 2010 

mailto:afza@uum.edu.my
mailto:nurwati@uum.edu.my
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BACKGROUND OF SIME DARBY  

 

The history of Sime Darby dates way back to 1910, when it started off as a small 

incorporated British company managing 500 acres of rubber estates in Malacca.  From such 

modest beginnings, Sime Darby grew to become one of the biggest multinational 

corporations in Malaysia.  The company was named after its founders, John Middleton Sime 

and Henry Darby.  Sime Darby Berhad’s head office is situated on the19
th

 Floor, Wisma 

Sime Darby, Jalan Raja Laut, 50350 Kuala Lumpur, Malaysia.  Since its establishment in 

1910, Sime Darby has grown to become a key player in the Malaysian economy.  It 

developed into a diversified multinational company, spanning operations in more than 20 

countries.  The company’s core divisions were in key growth sectors, comprising Plantation, 

Property, Industrial, Motors, Energy & Utilities and Healthcare.  Sime Darby was a symbol 

of commitment to a sustainable future and younger generation were the future leaders and 

ambassadors of the Group. 

 

 

COMPANY MISSION AND OBJECTIVES 

 

With company operations in more than 20 countries, Sime Darby was supported by a 

team of over 100,000 people worldwide and guided by the mission, i.e. “to make a 

sustainable future real for everyone”.  The corporate values practiced by Sime Darby are: 

 Respect and Responsibility  

Respect for the individuals it interacted with and the environments that it operated in 

internally and externally and committed to being responsible for all Sime Darby’s actions. 

 Excellence  

Stretch the horizons of growth for Sime Darby, our businesses and our people through our 

unwavering ambition to achieve outstanding personal and business results. 

 Enterprising  

Seek and seize opportunities with speed and agility, challenging set boundaries. 

 Integrity  

Uphold high levels of personal and professional values in all Sime Darby’s business 

interactions and decisions. 
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MANAGEMENT STRUCTURE AND BOARD OF DIRECTORS 

 

The board of Sime Darby Berhad consisted of fifteen (15) directors with five (5) Non-

executive Directors, and ten (10) Independent Non-executive Directors, including the 

Chairman.  Exhibit 1 depicts the Board of Directors of Sime Darby Berhad.  The Board 

comprised high caliber individuals who were professionals in their respective fields.  

Together, the Directors, with their wide range of competencies, capabilities, technical skills 

and relevant business experience, added value in governing the strategic directions of the 

Sime Darby Berhad and ensuring that the Sime Darby Berhad continued to be a competitive 

leader with a strong reputation, within its diverse industry segments. 

 

As indicated above, Sime Darby Berhad comprised six core divisions, i.e. Plantation, 

Property, Industrial, Motors, Energy & Utilities and Healthcare.  Exhibit 2 shows all the six 

core divisions and also the subsidiaries under each of the divisions.  One of the subsidiaries 

under Plantation division is Sime Darby Plantation Sdn. Bhd.  This subsidiary involved in 

Upstream/Downstream plantation activities; Agribusiness and Foods; and Research and 

Development.  Meanwhile, Sime Darby Property Bhd., was one of the subsidiaries under the 

Property division.  It dealt with Property Development; Property Investment; Asset 

Management; Hospitality and Leisure.  The Sime Darby Industrial Sdn. Bhd. was a 

subsidiary of the Industrial division, which focused on Dealership of Caterpillar heavy 

equipment; Sales and Distributorship of other heavy equipment, including Case New 

Holland, Kubota, Terberg, Jacobson, Perkins and Omega.  Sime Darby Motors Sdn. Bhd., a 

subsidiary under the Motors division that involved in importation, assembly, distribution and 

retail of various marques, including BMW, Porsche, Land Rover, Ford, Hyundai, Mazda, 

Rolls Royce, Mini, Peugeot, Hino and Mitsubishi.  The next two subsidiaries, Sime Darby 

Energy Sdn. Bhd. and Sime Darby Utilities Sdn. Bhd. are under the Energy & Utilities 

division, involved in oil and gas, engineering services, water management, ports and 

logistics, power, security solutions and calibration.  Finally, Sime Darby Healthcare Sdn. 

Bhd. is one of the subsidiaries under the Healthcare division.  It dealt with provision of 

tertiary and day-care health services; operated the Sime Darby Medical Centre in Subang 

Jaya, the Sime Darby Specialist Centre in Megah and Sime Darby College of Nursing & 

Health Sciences in Shah Alam. 
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In year 2010, Sime Darby Berhad was managed by Dato’ Seri Ahmad Zubir, 

President & Group Chief Executive (GCE) together with Group Chief Operating Officer, 

Dato’ Abd Wahab Maskan and Group Chief Financial Officer, Tong Poh Keow. There were 

also eight Executive Vice Presidents for each division (Property, Energy & Utilities, 

Plantation, Industrial, Motors, Energy & Utilities in China, Healthcare and Corporate 

Services) who helped manage the business operations.  

 

Since the company was large and diversified, the operations became increasingly 

complex.  The sweet successes enjoyed by Sime Darby begun to sour as two subsidiaries 

(Sime Darby Energy Sdn. Bhd. and Sime Darby Utilities Sdn. Bhd.) started to face massive 

problems.  As a consequence of these problems, in May 2010, Sime Darby was found to have 

suffered a loss of RM2.1 billion in its Energy & Utilities division.  This, of course, created 

shock waves in the market, as Sime Darby was renowned as a successful multinational 

conglomerate.  It had thus far been involved in five core sectors with a total annual turnover 

of about RM33 billion.  Under such a situation, who should be blamed? 

 

In December 2010, Datuk Seri Ahmad Zubir Murshid, President & Group Chief 

Executive (GCE) and four other former executives (Datuk Mohamad Shukri Baharom, the 

former executive Vice President of the Energy & Utilities division; the division’s Chief 

Financial Officer, Abdul Rahim Ismail; Chief of oil and gas unit, Abdul Kadir Alias; and 

Mohd Zaki Othman, from Sime Darby Engineering Sdn. Bhd.) were sued for the huge losses 

in relation to the Qatar Petroleum project, Maersk Oil Qatar Project and the Bakun hydro-

electric dam project.
3
  Several questions were raised over the management of the above 

projects, including the Maersk Oil Qatar (MOQ) Project, which had  losses amounting to 

RM526 million and the Bakun hydro-electric dam project, which suffered losses of RM340 

million.  The losses of these projects may be due to mismanagement and abuse of power by 

the directors.  Sime Darby alleged that the five who were accused acted as a “decision-

making unit” in the Energy & Utilities division and were responsible for the division’s 

actions and omissions.
4
 

 

                                                           
3
  Business Times, 27 April 2011 

4
  The Malaysian Insider, 15 May 2011 
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The Energy & Utilities division was involved in four projects, i.e. the Qatar Petroleum 

(QP) project; the Maersk Oil Qatar (MOQ) Project; the Bakun hydro-electric dam (Bakun) 

project and a project known as the “Marine Project”.  The QP Project was awarded in April 

2006 and was scheduled for completion in August 2008.  However, the Division had 

encountered delays and cost overruns, which resulted in losses on the project exceeding 

RM500 million, which had already been accounted for.  The Division was in negotiations 

with the client on the QP Project on claims for the cost overruns.  Although negotiations were 

on-going, in light of the delay in concluding this matter, the Board had decided to reverse the 

revenue of RM200 million previously recognized in the Group accounts for financial year 

2009. 

 

Next, the MOQ Project was awarded in January 2007 and was due for completion in 

October 2009.  There had been delays and cost overruns in this project which had resulted in 

foreseeable losses of RM526 million for financial year 2010.  Of this, RM367 million had 

already been recognized in the Group’s first half of financial year 2010 and the Board had 

decided to recognize the remaining RM159 million for the year ended 2010.  Again, 

negotiations were underway with the client on the MOQ Project. 

 

The third project, the Marine Project, involved the construction of two tug boats and a 

Derrick Lay barge for use in the MOQ Project.  The barge had not yet been delivered and the 

Board estimated that the project may result in losses of about RM155 million.  Management 

was presently reviewing all available options. 

 

Lastly, the Bakun project (in which Sime Engineering Sdn. Bhd. held a 35.7% 

effective interest), was awarded in September 2002 and was initially scheduled for 

completion in September 2007.  However, due to various factors, completion was delayed 

and costs had escalated.  The Management had estimated that there could be a potential 

additional cost attributable to the Group in the financial year 2010 of RM450 million.  Again, 

negotiations were in progress with the client and subcontractors on the project.  The Group 

had appointed independent technical advisers for the project.
5
  

 

                                                           
5
  The Edge Financial Daily, 13 May 2010. 
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Due to huge losses on these projects, the President & Group Chief Executive (GCE) 

and the other four directors were charged by Sime Darby.  They were accused of breach of 

trust and fiduciary duties in managing the projects.  Sime Darby Berhad took on a RM340 

million lawsuit against its disgraced President & Group Chief Executive (GCE), Datuk Seri 

Ahmad Zubir Murshid, and four other directors, which led to a major scandal.  “They have all 

been sued for breaches of duties owed to the Sime Darby Group,” said  the Chairman, in a 

statement released on December 23, 2010.   

 

In May 2010,  the President & Group Chief Executive (GCE), Datuk Seri Ahmad 

Zubir Murshid, was asked to take a leave of absence prior to the expiry of his contract 

following the discovery of RM964 million in cost overruns from the four Energy & Utilities 

projects.  The massive costs overruns bled the division and led to the announcement of Sime 

Darby’s first ever quarterly loss of RM308.6 million in that same month.
6
  Sime Darby’s 

action against Datuk Seri Ahmad Zubir Murshid, indirectly was a sign of weak corporate 

governance in the organization.  As a result, Sime Darby not only suffered financial losses, 

but its reputation was tarnished leading to lower shareholders’ confidence.  However, OSK 

Research Sdn. Bhd. claimed that the source of Sime Darby’s problems was that it was too big 

and diverse to be managed and controlled properly.  It was unfair to put the blame squarely 

for the conglomerate’s cost overruns of RM9 million on Ahmad Zubir’s shoulders.  “We do 

not disagree that a CEO needs to be held responsible for a company’s massive losses.  But in 

the case of Sime Darby Bhd., it is all too easy to put the blame on the CEO,” said OSK Sdn. 

Bhd.
7
 

 

After the resignation of Datuk Seri Ahmad Zubir Murshid, Datuk Azhar Abdul 

Hamid, the existing executive Vice President for the Plantation division was appointed as 

acting President & Group Chief Executive (GCE).  Datuk Azhar was assigned to work 

closely with the Group Chief Operating Officer, Datuk Abdul Wahab Maskan, who was 

responsible for group operations and also with the Group Chief Financial Officer, Tong Poh 

Keow. 

 

                                                           
6
  The Malaysian Insider, 14 March 2011 

7
  Bernama, 10 May 2010 
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Since Sime Darby’s President & Group Chief Executive (GCE) was required to take a 

leave of absence prior to the expiry of his contract on 26 November 2012, investors looked 

more critically at the fundamentals of Sime Darby’s business.  They began to ask many 

probing questions.  Was this a healthy company?  What had happened to the company that 

used to have an iconic status?  Was the company efficiently managed prior to the plummeting 

of the stock price in 2010? 

 

FINANCIAL RESULTS 

 

The Companies Act, 1965, requires the Directors to prepare financial statements for 

each financial year.  They should give a true and fair view of the state of affairs of the Group 

and the Company at the end of the financial year and the results of the Group and the 

Company for the financial year.  As required by the Act and the Main Market Listing 

Requirements of Bursa Malaysia Securities Berhad, the financial statements of Sime Darby 

were prepared by the Directors in accordance with the Financial Reporting Standards issued 

by the Malaysian Accounting Standards Board and the provisions of the Act. 

 

The Directors considered that in preparing the financial statements for the financial 

year ended 30 June, the Group had used the appropriate accounting policies, consistently 

applied and supported by reasonable and prudent judgments and estimates.  The Directors 

had responsibility for ensuring that the Group and the Company kept accounting records, 

which disclosed with reasonable accuracy, the financial position of the Group and the 

Company.  They also had to ensure that the financial statements complied with the Act.  The 

Directors had the general responsibility for taking such steps, to safeguard the assets of the 

Group, and to prevent and detect fraud and other irregularities. 

 

The Chief Financial Controller was wondering whether the trend analysis of Sime 

Darby might be useful to identify the management efficiency, such as in the form of short-

term liquidity, capital structure and solvency, asset utilization, and profitability.  The five-

year summary of financial results and selected financial statistics for Sime Darby for 

financial years 2007-2011 are shown in Exhibit 4.  Panel A reports the financial results while 

Panel B reports the financial statistics. 
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Further investigations revealed that the Energy & Utilities division faced a financially 

challenging period during the year 2010 due to cost overruns in the QP project, MOQ project, 

Bakun project and Marine project.  Despite the under-performance of the Energy and Utilities 

units, other business units including Power as well as Engineering services, performed 

relatively well.  Various business transformation initiatives had been undertaken to 

turnaround the Division, particularly the Energy & Utilities. 

 

Division Information – Group 

 

The Group has six reportable divisions, which are the Group’s strategic business 

units.  The strategic business units offer different products and services, and are managed 

separately.  For each of the strategic business units, the Group Chief Executive Officer 

reviews the internal management reports on a monthly basis and conducts Performance 

Dialogues with the business units on a regular basis.  The products and services provided by 

each division are as follows: 

 

Division   Products and services 

 

Plantation  Production and marketing of fresh fruit bunches, crude palm oil, palm 

kernel, rubber and refining and marketing of palm oil related products. 

 

Property  Developing and marketing residential, commercial and industrial, 

properties and development land, and management and provision of 

golf, and other recreational facilities and services. 

 

Industrial  Sales, rental and servicing of heavy equipment. 

 

Motors  Assembly and distribution of vehicles and the provision of after-sale 

services 

 

Energy & Utilities  Engineering design and fabrication, system integration, power 

generation, treatment and supply of treated water, and ownership and 

management of port facilities. 
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Healthcare  Provision of healthcare services, bedding operations and insurance 

broking. 

 

Transactions between divisions were carried out on an arm’s length basis.  The effects 

of such interdivision transactions were eliminated on consolidation.  Except for some 

additional disclosure, the measurement basis and classification were consistent with those 

adopted in the previous financial year.  In addition, there were no impairment or reversal 

impairment of jointly controlled entities or associates for the financial year ended 30 June 

2009. 

 

Exhibit 5 shows the revenue and expenses information by divisions for years 2009 

and 2010.  The Energy & Utilities division reported a higher loss for the financial year ended 

30 June 2010 compared to that of the previous year.  This was mainly due to delays and 

provisions for foreseeable losses on certain projects.  A higher loss for the financial year 

ended 30 June 2010 had raised more questions about the company’s fundamentals. 

 

Exhibit 6 shows the market value and book value of equity of Sime Darby.  Since 31 

Dec 2007, the company had lost nearly RM40.26 million in its market value of equity in a 

year.  Do the market values and book value indicate that Sime Darby is a growing company 

or a value company? 

 

Exhibit 7 illustrates the share price patterns for Sime Darby relative to the FTSE 

Bursa Malaysia KL Composite Index from 1 Jan 2007 to 31 December 2011.  Panel A of 

Exhibit 7 shows the share price patterns for Sime Darby, while Panel B charts the Index value 

for the FTSE Bursa Malaysia KL Composite Index.  Surprisingly, in addition to what was 

reported earlier, Panel A shows that the lowest share price of Sime Darby actually occurred 

on 5 Dec 2008 at RM5.00, which is 62.4% lower than the highest share price of RM13.30 

reported on 11 January 2008 for the given period.  Are the share prices of Sime Darby 

moving in line with the FTSE Bursa Malaysia KLCI?  Are there numerous issues in Sime 

Darby that deserve inspection? 
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FUTURE OUTLOOK AND ANALYSTS’ RECOMMENDATIONS 

 

Since the gloomy days of 2010, equity analysts following Sime Darby’s case have 

been making recommendations for the company’s shares.  Exhibit 8 provides table of analyst 

recommendations and revisions.  Exhibit 9 gives table of consensus estimates analysis of 

Sales figures (Panel A) and Earnings Per Share (Panel B) for the year ending June 2012 until 

June 2014.  Exhibit 10 presents the financial statistics for Sime Darby and a group of 

comparable companies in the Industry and Sector for the year 2012.  These statistics are the 

financial strength ratios (Panel A), the profitability ratios (Panel B), the efficiency ratios 

(Panel C), and the management effectiveness ratios (Panel D). 

 

Based on the case above, the questions are as follows: 

1. Who sits on the Board? 

2. Define the fiduciary duties of the directors. 

3. Who are accountable for the losses of Sime Darby Berhad? 

4. In your opinion, what is considered as the ‘ideal’ number for board size, and does Sime 

Darby Berhad apply what is being proposed by the Malaysian Code on Corporate 

Governance. 

5. Discuss the roles of CEO and how it differs from the roles of the Chairman. 

6. Write a report using a financial statement analysis for the following ratios: financial 

strength, profitability, efficiency, and management effectiveness. 
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Exhibit 1 

Board of Directors of Sime Darby Berhad 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Independent Non-Executive Chairman 

Tun Musa Hitam 
 

 Non-Independent Non-Executive Deputy 

Chairman 

Tun Ahmad Sarji Abdul Hamid 
 
 

 

Independent Non-Executive Director 

Raja Tan Sri Dato’ Seri Arshad Raja Tun Uda 

Dr. Arifin Mohamad Siregar 

Tan Sri Datuk Dr. Ahmad Tajuddin Ali 

Tan Sri Sheng Len Tao 

Dato’ Henry Sackville Barlow 

Tan Sri Datuk Amar (Dr) Tommy Bugo @ Hamid Bugo 

Dato Sri Lim Haw Kuang 

Mr Sreesanthan Eliathamby 
 

Non-Independent Non-Executive 

Director 

Tan Sri Dato’ Dr. Wan Mohd. Zahid 

Mohd. Noordin 

Tan Sri Samsudin Osman 

Dato’ Sri Mohamed Sulaiman 

Dato’ Dr. Abdul Halim Ismail 

Datin Paduka Zaitoon Dato’ Othman 
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Exhibit 2 

Divisions and Subsidiaries of Sime Darby Berhad 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Plantation 

Sime Darby Plantation Sdn Bhd 

PT Anugerah Sumbermakmur 

PT Minamas Gemilang 

Sime Darby Plantation Investment (Liberia) Ptd Ltd 

Mulligan International BV 
 

Sime Darby Property Bhd 

Sime Darby Properties Singapore Limited 

Weifang Sime Darby Property Co Ltd 

Sime Darby Australia Limited 

Property 

Sime Darby Industrial Sdn Bhd 

Sime Darby Tractors Enterprise Sdn Bhd 

Sime Darby Industrial Holdings Pte Ltd 

The China Engineers (South China) Limited 

Hastings Deering (Australia) Limited 

Industrial 

Sime Darby Motors Sdn Bhd 

Sime Singapore Limited 

Sime Darby Motor Group (HK) Limited 

Sime Darby (Thailand) Limited 

Sime Darby Automobiles Pty Ltd 

Motors 

Sime Darby Energy Sdn Bhd 

Sime Darby Utilities Sdn Bhd 

Port Dickson Power Berhad 

Sime Darby Engineering Sdn Bhd 

Sime Darby Water Resources Sdn Bhd 

Sime Power Pte Ltd 

Energy & Utilities  

Sime Darby Healthcare Sdn Bhd 

Sime Darby Medical Centre Subang Jaya Sdn Bhd 

Sime Darby Specialist Centre Megah Sdn Bhd 

Sime Darby College of Nursing & Health Sciences 

Healthcare 
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Exhibit 3 

 

Management Team Structure 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

President and Group Chief Executive 
Dato’ Seri Ahmad Zubair@ Ahmad Zubir Haji Murshid 

 

Dato’ Mohd Bakke Salleh 

(Appointed as Acting President & Group Chief 

Executive with effect from 15 July 2010) 

Group COO 
Dato’ Abd Wahab Maskan 

Group CFO 
Tong Poh Keow 

Exec VP 

(Property) 

Dato’ Tunku 

Putra 

Badlishah 

Tunku 

Annuar 

Exec VP 

(Energy & 

Utilities) 

Dato’ Ir’ 

Jauhari 

Hamidi 

 

Exec VP 

(Motors) 

Dato’ 

Lawrence 

Lee Cheow 

Hock 

 

Exec VP 

(Industrial) 

Scott 

William 

Cameron 

 

Exec VP 

(Plantation) 

Franki 

Anthony Dass 

 

Exec VP  

(Energy & 

Utilities – 

China 

Operating) 

Hisham 

Hamdan 

 

Exec VP 

(Healthcare) 

Raja Azlan 

Shah Raja 

Azwa 

 

 

Exec VP 

(Corporate 

Services) 

Philip 

Kunjappy 
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Exhibit 4 

5-Year Financial Summary 

 

Year Ended 30 June (RM million) 2011 2010 2009 2008 2007 

Panel A: Financial Results       

Revenue  41,858.80 32,506.20 28,921.00 31,838.80 26,866.50 

Profit before tax  5,449.20 2,818.60 3,128.90 5,217.80 3,528.50 

Tax expense  -1,602.70 -905.50 -669.10 -1,400.10 -878.20 

Profit from continuing operations  3,846.50 1,913.10 2,459.80 3,817.70 2,650.30 

Profit/(loss) from discontinuing 

operations  1.40 -1,058.30 -119.00 -65.20 32.80 

Profit for the year  3,847.90 854.80 2,340.80 3,752.50 2,683.10 

Non-controlling interests  -183.40 -128.00 -60.70 -240.40 -297.40 

Profit attributable to owners of the 

Company  3,664.50 726.80 2,280.10 3,512.10 2,385.70 

Equity and liabilities     

Share capital  3,004.70 3,004.70 3,004.70 3,004.70 2,755.10 

Reserves  21,025.60 17,445.40 18,380.10 18,663.90 14,599.20 

Shareholders’ equity  24,030.30 20,450.10 21,384.80 21,668.60 17,354.30 

Non-controlling interests  787.20 680.80 621.00 536.30 2,199.80 

Non-current liabilities  4,857.70 5,106.40 2,826.80 4,460.30 4,883.90 

Current liabilities  13,168.70 11,340.30 10,607.30 9,307.50 8,597.10 

Liabilities associated with assets held 

for sale  22.30 - - - 178.70 

Total equity and liabilities  42,866.20 37,577.60 35,439.90 35,972.70 33,213.80 

Assets       

Property, plant and equipment  12,656.10 12,245.70 10,730.70 9,774.80 9,145.90 

Biological assets  2,429.70 2,417.50 2,323.30 2,245.00 2,238.80 

Prepaid lease rentals  1,044.10 1,152.60 1,111.50 1,064.00 1,036.50 

Investment properties  407.20 435.60 361.10 242.10 170.00 

Land held for property development  893.70 674.10 605.20 624.00 652.10 

Jointly controlled entities  295.50 215.90 530.90 2.10 7.70 

Associates  685.80 625.50 607.10 1,109.00 1,024.70 

Investments  125.50 155.10 220.00 316.80 389.20 

Other non-current assets  1,093.60 1,037.30 932.50 1,044.70 820.30 

Current assets  22,449.00 18,607.80 17,959.10 19,529.60 16,943.10 

Non-current assets held for sale  786.00 10.50 58.50 20.60 785.50 

Total assets  42,866.20 37,577.60 35,439.90 35,972.70 33,213.80 
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Exhibit 4 (continued) 

5-Year Financial Summary 
 

 2011 2010 2009 2008 2007 

Panel B:  Financial Statistics      

Basic earnings per share (sen)  60.98 12.09 37.94 59.63 44.16 

Gross dividend per share (sen)  30.00 10.00 20.30 49.00 *  

Net dividend per share (sen)  30.00 10.00 19.00 38.20 *  

Dividend cover (times)  2.03 1.21 2.00 1.56 *  

Net assets per share attributable to owners   

of the Company (RM)  4.00 3.40 3.56 3.61 3.15 

Return on average shareholders’ 

equity (%)  16.48 3.47 10.59 18.00 14.57 

Debt to equity ratio (times)  0.28 0.36 0.25 0.22 0.31 

 

Source of data:  Company annual reports 
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Exhibit 5 

Revenue and Expenses by Division 

 
Panel A:  Year 2010 Plantation Property Industrial  Motors Energy & 

Utilities 

Healthcare 

Division revenue 

External 10,857.70 1,784.50 8,231.30 10,068.20 1,403.20 499.80 

Inter-segment 3.20 28.20 63.30 29.80 6.20 14.00 

 10,860.90 1,812.70 8,294.60 10,098.00 1409.40 513.80 

Division results 

Operating profit/(loss)  

2,097.80 

 

451.70 

 

748.10 

 

374.90 

 

(1,478.50) 

 

8.10 

Share of results of jointly 

controlled entities and 

associates 

 

 

15.40 

 

 

41.30 

 

 

9.90 

 

 

11.40 

 

 

(273.20) 

 

 

25.80 

Profit/(loss) before 

interest and tax 

 

2,113.20 

 

493.00 

 

758.00 

 

386.30 

 

(1,751.70) 

 

33.90 

Included in operating profit/(loss) are: 

Depreciation and 

amortisation 

 

(356.10) 

 

(41.00) 

 

(244.20) 

 

(130.20) 

 

(81.00) 

 

(24.00) 

Amortisation of prepaid 

lease rentals 

(56.00) (3.10) (0.40) (6.10) (7.60) (0.10) 

Allowance for doubtful 

debts 

(10.60) (8.70) (11.80) (2.50) (171.60) (1.90) 

Impairment losses (50.60) (3.90) (3.60) (26.10) (147.60) (61.20) 

Reversal of impairment 

losses 

- 2.20 - 12.30 - - 

Provisions for guarantees 

and performance bonds 

- - - - (277.20) - 

Other non-cash items (79.90) 42.90 32.20 30.50 (14.40) 18.80 

Panel B:  2009 Plantation Property Industrial  Motors Energy & 

Utilities 

Healthcare 

Division revenue 

External 10,657.90 1,407.50 7,870.10 7,510.30 2,939.40 628.70 

Inter-segment 4.10 41.60 56.40 15.10 8.80 22.50 

 10,662.00 1,449.10 7,926.50 7,525.40 2,948.20 651.20 

Division results 

Operating profit/(loss) 1,795.80 410.40 850.60 178.10 23.30 0.60 

Share of results of jointly 

controlled entities and 

associates 

(76.80) 51.50 11.50 0.40 17.50 9.30 

Profit/(loss) before 

interest and tax 

1,719.00 461.90 862.10 178.50 40.80 9.90 

Included in operating profit/(loss) are: 

Depreciation and 

amortisation 

(300.60) (33.40) (193.50) (115.80) (68.20) (19.20) 

Amortisation of prepaid 

lease rentals 

(55.00) (2.00) (0.10) (4.50) (5.60) (1.00) 

Allowance for doubtful 

debts 

(18.90) (8.80) (38.10) (7.60) (1.40) (4.80) 

Impairment losses (38.80) (14.20) (14.80) (37.20) (15.20) (49.80) 

Reversal of impairment 

losses 

- - 0.30 5.80 - 0.20 

Other non-cash items 19.70 119.60 (13.30) (5.40) 20.30 38.50 

Source of data:  Company annual reports 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 
 

36 
 

Exhibit 6 

Market Value and Book Value of Equity of Sime Darby from 2007 until 2011 

 

Date 
Market Value 

(in million RM) 

Book Value 

(in million RM)  

31-Dec-2007 71,509.56 17,354.30 

31-Dec-2008 31,249.20 21,668.60 

31-Dec-2009 53,904.83 21,384.80 

31-Dec-2010 52,883.25 20,450.10 

30-Dec-2011 55,287.03 24,030.30 

 
Source of data:  DataStream database and Company annual reports 
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Exhibit 7 

 

Share Price Patterns Relative to FTSE Bursa Malaysia KL Composite Index 

 

 

Panel A:  Sime Darby’s Share Price from Jan 2007- Dec 2011 

 

 

 

Panel B:  FTSE Bursa Malaysia KL Composite Index from 1 Jan 2007 until 31 Dec 2011 

 

 

Source of data:  DataStream database 

y = 0.0005x - 12.978 
R² = 0.0381 

y = 0.0005x - 12.978 
R² = 0.0381 

y = 0.1674x - 5410.2 
R² = 0.2031 
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Exhibit 8 

 

Analysis Recommendations and Revisions 
 

1-5 Linear Scale Current 

1 Month 

Ago 

2 Month 

Ago 

3 Month 

Ago 

(1) BUY 12 12 10 10 

(2) OUTPERFORM 6 8 8 7 

(3) HOLD 9 6 9 9 

(4) UNDERPERFORM 0 0 0 0 

(5) SELL 0 0 0 0 

No Opinion 0 0 0 0 

Mean Rating 1.89 1.77 1.96 1.96 

 

Source of data:  http://www.reuters.com 
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Exhibit 9 

 

Consensus Estimates Analysis 

 

  # of Estimates Mean High Low 1 Year Ago 

Panel A:  SALES (in millions RM) 

Year Ending Jun-2012 24 45,458.90 51,365.00 34,438.30 -- 

Year Ending Jun-2013 24 48,973.70 57,300.00 35,402.60 45,911.30 

Year Ending Jun-2014 22 52,306.80 65,238.00 44,798.20 49,358.30 

Panel B:  EARNINGS (per share in RM) 

Year Ending Jun-2012 27 67.08 80.00 61.00 -- 

Year Ending Jun-2013 27 70.73 79.00 63.30 67.27 

Year Ending Jun-2014 25 73.65 91.00 62.00 70.43 

LT Growth Rate (%) 4 2.25 20.29 -19.40 10.84 

 
Source of data:  http://www.reuters.com 
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Exhibit 10 

 

Financial Statistics for the Year 2012 

 

  Company Industry Sector 

Panel A:  Financial Strength 

Quick Ratio 0.97 0.83 1.27 

Current Ratio  1.55 1.19 1.66 

Long Term Debt to Equity  15.11 74.24 49.71 

Total Debt to Equity  37.68 113.85 70.42 

Interest Coverage  160.80 10.06 30.83 

    

Panel B:  Profitability Ratios 

Gross Margin  -- 21.96 28.20 

Gross Margin - 5 Yr. Avg. 44.45 24.55 30.89 

EBITD Margin  14.75 -- -- 

EBITD - 5 Yr. Avg 14.75 9.36 16.03 

Operating Margin  12.21 4.77 10.00 

Operating Margin - 5 Yr. Avg. 12.15 5.09 10.17 

Pre-Tax Margin  12.02 5.48 9.88 

Pre-Tax Margin - 5 Yr. Avg. 11.91 5.16 9.95 

Net Profit Margin  9.27 3.65 6.64 

Net Profit Margin - 5 Yr. Avg. 8.70 3.13 6.96 

Effective Tax Rate  22.87 33.76 30.95 

Effective Tax Rate - 5 Yr. Avg. 26.95 50.50 40.88 

    

Panel C:  Efficiency Ratios 

 

Revenue/Employee (TTM) -- 41,462,462.00 

 

39,779,679.00 

Net Income/Employee (TTM) -- 1,581,434.00 2,469,249.00 

Receivable Turnover (TTM) 8.01 4.12 6.82 

Inventory Turnover (TTM) -- 3.79 17.87 

Asset Turnover (TTM) 1.05 0.77 0.61 
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Exhibit 10 (continued) 

 

Financial Statistics for the Year 2012 

 

  Company Industry Sector 

Panel D:  Management Effectiveness Ratios 

Return on Assets  9.69 2.76 2.89 

Return on Assets - 5 Yr. Avg. 8.45 2.41 4.14 

Return on Investment  14.75 4.88 4.17 

Return on Investment - 5 Yr. Avg. 12.37 4.78 6.71 

Return on Equity  16.85 10.77 7.27 

Return on Equity - 5 Yr. Avg. 14.15 8.62 10.30 

 
Source of data:  http://www.reuters.com 
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ABSTRACT 

 

Datuk Wahab read the New Strait Times (NST) and there are comments from the 

editorial board of a newspaper about the role played by MIMOS. It was 11 a.m on 

August 22, 2010 and only one week remained before his presentation to Ministry of 

Finance (MOF) for forthcoming budget approval. Does MIMOS use government-

provided financial allocations properly? The issue is about the relationship relevant to 

the existence of MIMOS as a R&D center in ICT and allocation of funds by the 

government through MIMOS tax payers to ensure that their activities go smoothly. 

Datuk Wahab was trying to convince the MOF that the existence of MIMOS to 

provide critical infrastructure for the advancement of local electronic industry and 

continuing on commercialization activities are crucial for company competitive 

advantage. Towards this end, MIMOS is not achieving the company mission to 

pioneer innovative information and communication technologies (ICT) towards 

mailto:ghozali@uum.edu.my
mailto:shahimi@uum.edu.my
mailto:rzy278@uum.edu.my
mailto:ghozali@uum.edu.my
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growing globally competitive indigenous industries and is also failing to 

commercialize the innovation product. 

 

Keywords:R&D, ICT, MIMOS, MOSTI, competitive advantage, commercialization, 

innovation 

 

INTRODUCTION 

MIMOS Berhad (Malaysian Institute of Microelectronic Systems) is an 

agency under the Ministry of Science, Technology and Innovation (MOSTI), as a 

national premier applied research centre in frontier technologies in Shah Alam, 

Malaysia.  

 

In the early 1980s a group of academicians, led by Dr. Tengku Mohd Azzman 

Shariffadeen, the Dean of School of Engineering University of Malaya, discussed and 

realized that Malaysia was a leading country in exporting electrical and electronics 

products but none of the product’s design, brand and marketing belong to Malaysian 

companies. 

 

The informal discussions involving Dr. Mohd Azzman (University of 

Malaya), Dr. Mohamed Awang Lah (University of Malaya), Dr. Muhammad Ghazie 

Ismail (University of Science Malaysia), Dr. Mohd Arif Nun (University of 

Technology Malaysia) and Dr. Mohd Zawawi Ismail (University of Technology 

Malaysia) led to the realization of Malaysia’s need for an institute to conduct 

microelectronics research to support the industry and to develop indigenous products. 

 

This realization enabled the informal team of academicians to present the 

concept paper on microelectronics research and development institute to the minister 

and senior officers of the Ministry of International Trade and Industry (MITI) in early 
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1984.  Arising from the feedbacks, a concerted effort was made to present the idea to 

the then Prime Minister of Malaysia, Dr Mahathir Mohamad. 

 

MIMOS is at the forefront of innovation in the ICT field, pioneering the 

creation of new markets together with partners, through research, development and 

commercialization of innovation for economic development. Armed with over 25 

years of experience, MIMOS contributed greatly to the efficiency of the technology in 

the industry to increase the competition of local companies in local and international 

market. MIMOS also attended by more than 600 researchers, scientists and engineers 

with experience in design, research and development globally. MIMOS is one of the 

government agencies operating in the field of research and development for 

commercialization potential for sustained development. To date, MIMOS has 

contributed to the ICT landscape through development of more than 20 technology 

prototypes and transfer of technology 18 technology platforms to 23 recipients, all of 

which have helped create a new market funnel of RM1.6 billions in 2011 alone. This 

is in addition to the RM1 billion market funnel created in the previous year. In 2011, 

MIMOS contributed 43 percent of Malaysia's total filed patent applications at the 

Patent Cooperation Treaty (PCT). MIMOS was also ranked at number 7 for top PCT 

applicants among Government-owned International Organizations (Government and 

Research Institutes). 

 

OBJECTIVES OF THE STUDY 

Innovation definitely gives enterprises a sustainable competitive advantage but 

only when it is done on a continuous basis and supported by the leadership team and 

not pursued as a flavour of the season. Innovation can happen in multiple areas within 

your company – E.g., your product team can do innovation by experimenting and 

releasing a new product line ahead of its competition.  
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In the present study, our intention is to examine the extent of how:  

i. Innovations that accurately reflect market realities are more likely to lead to 

sustainable competitive advantage 

ii. Innovations that are hard to imitate are more likely to lead to sustainable 

competitive advantage. 

 

Figure 1 shows the total application and granted IP achieved by the 

government of Malaysia. In 2008, the application was 864 with granted IP of 198. 

Meanwhile in 2009, the total application increased to 1234 with the granted IP of 270, 

followed by 2010 in which the application increased to 1275 with the granted IP of 

204. In 2011, the total application decreased to 1136 with granted IP of 335. Lastly, in 

2012, the total application decreased to 511 with granted IP of 132. 

 

Figure 1: Patent and Utility Innovations Grants for Malaysia 

As the nation’s R&D centre in ICT, the role of MIMOS will be critical in 

shaping Malaysia into a Digital Economy with positive contributions to global trade 

through innovative, technological solutions. 

2008 2009 2010 2011 2012

Application 864 1,234 1,275 1,136 511

Granted 198 270 204 335 132
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MIMOS endeavors to revolutionize and transform the business landscape in 

the country through a paradigm shift in the local industry. Their efforts have been to 

help local technology consumer’s move to the next level of entrepreneurship to 

emerge as the new community of technology producers. This would mean, supported 

by MIMOS, local industry players would operate over 70% of their own equipment 

and engineering services rather than rely on foreign supplies. This will further 

enhance their global competitiveness as well as positioning in international markets. 

 

In the commercialization ecosystem, for instance, MIMOS plays a crucial role 

in offering its expertise and support to significantly reduce the risk magnitude of local 

industry players and technology recipients. 

 

MIMOS is well-positioned in the industry to help with Productisation, 

Business Planning, Product Lifecycle & Roadmap, Manufacturability, Regulatory 

Approval, and Branding & Distribution Channels. This provides an added advantage 

and impetus to the technology recipients, with low technology risk for successful 

commercialization and market creation. Figure 2 below shows the Commercialization 

Ecosystem applied by MIMOS into the organization. 

 

 

 

 

 

 

 

 

 

Figure 2: Commercialization Ecosystem 
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 As a leader in ICT in Malaysia, MIMOS takes responsibility for developing 

innovation in the selected platform, and to commercialize these innovations to local 

companies to enhance their competitive strength to compete with foreign companies. 

Therefore, MIMOS also provides encouragement to any local companies for 

innovation produced through specified channels. It aims to accelerate the pace and 

expand their business through technology licensing or collaboration. MIMOS is active 

in their commercialization innovation via transfer of technology and subject matter 

expertise. 

 

Encouraging Employees to Generate IP 

MIMOS Berhad has also placed emphasis on the generation of IP-level in 

internal organizations. MIMOS believes that innovation can be done by encouraging 

the employees to generate their own innovation. Therefore, MIMOS organizes various 

programs to encourage the workers involved in producing innovation. Some of the 

initiatives are Reward System and Badge Scheme. 

 

Reward System 

MIMOS is always placing emphasis on product quality and the development 

of potential innovation that can be commercialized. MIMOS believe this goal can be 

achieved by doing the brainstorming of ideas from all MIMOS staff. To that end, 

MIMOS has run campaigns to encourage employees to become equally involved in 

the development of innovation in Intellectual Properties (IP) production. To 

encourage the generation of IP, MIMOS has embarked on a comprehensive awareness 

campaign in MIMOS IP to internal IP by offering a reward scheme. Through the 

reward scheme, the exposure for each employee who received IP, MIMOS will be 

awarding RM300. Consequently, when the IP is filed, consideration will also be given 

at RM3,000 and when IP is approved by MyIPO, a reward of RM1,000 will be given. 

For each IP commercialization, each employee will receive 55% of net royalties. 
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Badge Scheme 

Apart from Reward Scheme, MIMOS also introduced the badge (Badge 

Scheme). This scheme is also one of MIMOS initiative to encourage their employees 

to be equally involved in the development of innovation. Inventors who filed at least 

five patents will be granted the employee badge gold (Gold Employee Badge), and for 

10 patents, they will be granted the employee badge platinum (Platinum Employee 

Badge). Figure 3 shows the increase in IP status for 2012. 

 

Status Report 

MIMOS places high importance on IP generation and protection, which results in 

many disclosures, patents in Intellectual Property Corporation of Malaysia (MyIPO) 

and submissions to Patent Cooperation Treaty (PCT). The strong performance is 

shown year-on-year by the incremental number of IPs illustrated in the charts in this 

section. Figure 3 below shows the IP Status Report. 

 

  

 

 

Figure 3: IP Status Report 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

50 

 

 

Figure 4: Application 

 

 

 

Figure 5: Published 

Table 1 shows the total amount of government fund and granted IP in 2008 until 

2010. In 2008, the total amount of government fund was RM196,368,577 with the 

granted IP of 198. Meanwhile in 2009, the total amount increased to RM253,429,509 

with the granted IP of 270. Lastly, in 2010, the amount of government fund was 

RM186,920,246 and granted IP is 204. The statistic shows that the more government 

funds allocated, the more innovation is made. In other words, the government funding 

has helped MIMOS to improve their performance more effectively. 

 

Table 1. Government fund and IP 

Year Government Fund Granted IP 

2008 RM196,368,577 198 

2009 RM253,429,509 270 

2010 RM186,920,246 204 
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SATRIA 

SATRIA emphasizes the building of mental approach required to develop the 

innovation culture in the organization. 

 

 

Figure 6. Using Satria to Power at MIMOS. 

 

CONCLUSION 

Information and Communications Technology (ICT) is a very important sector 

in the country.   Almost the same time, changes will be done over their products or 

services. This is the beginning process of innovation and commercialization which 

constantly enhance value to remain competitive in the market. This situation is putting 

pressure and challenges to MIMOS Berhad to always produce a more aggressive 

innovation. Recognizing this, MIMOS Berhad has to organize production resources 

available in the belief that innovation and commercialization can be done. It aims to 

bring more profitable local companies into the market. To ensure this happens, 

MIMOS Berhad should always monitor and share information with more advanced 

foreign companies. In addition, MIMOS Berhad should increase the options to be 

given to local companies for commercialization success. In addition to producing a 

product, a more effective innovation management should also be a concern to 

MIMOS Berhad. 
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ABSTRACT  

This case highlights the importance of insurance protection in a family.  What 

happened when the sole provider is gone?  Who is going to support the family?  This is a true 

story about a middle class family who tried to pick up the pieces when the father passed away 

at an early age of 35 years old leaving behind a wife and their 4 children still schooling, 

between the age of 7 and 12.  I discovered that 65% of world population do not have 

insurance protection.  Those who are insured are facing under insurance.  Life is precious and 

sometimes bad things happen to good people.  It is imperative to provide insurance coverage 

for our society. 

 

PROLOGUE 

The telephone in the living room rang suddenly.  Maria walked towards the telephone and 

answered it.   

 

“Assalamualaikum.  Is this Puan Maria, Encik Abdul Alamin’s wife?” a man’s voice could be 

heard on the other line enquiring. 

 

“Yes, this is Puan Maria,” she answered, “Who is this?” she asked puzzled. 

 

“Puan, your husband had a heart attack in the office.  I am Aziz, a colleague of his.  We are 

sending him to the General Hospital.” Aziz sounded tensed. 

   

“Ya Allah! ” Maria cried. 
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“Mom, what is wrong?” all the children spoke together when they saw their mother crying. 

 

“Papa! Papa is sick.” Maria sadly explained. 

 

 

 

 

Fateful Morning   

Early morning that day, Alamin woke up and went to work just like any other day.  

The children also woke up early and were playing with their breakfast.  His wife, Maria was 

busy taking care of their children’s preparation to school.  The children were due to ride the 

school bus in a few minutes time.   

 

“Fairuz! Could you please stop playing with the cat and finish your breakfast?  The bus is 

coming soon.  You must hurry.” Maria shouted at her naughty son. 

 

“Mom, he keeps kicking the cat. Make him stop.” Amelia cried loudly.  She loved the cat but 

her brother hated it. 

 

“Mom, I have finished my breakfast.  I am going to wait for the bus at the front porch.” Maya 

informed her mother. 

 

“Maya, could you take Edrus and Amelia with you and wait for the bus together?” Maria 

instructed her eldest daughter. 

 

Figure 1 - The Happy Family 
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Maya took her brother and sister to the front porch and waited for the bus quietly.  

Amelia has stopped crying and happily followed her favourite sister.  Fairuz tried to finish his 

breakfast in a hurry so that he would not be left behind.  He kicked the cat one last time and 

ran towards his siblings. 

 

Sadly, Maria just watched his young son misbehaving.  She wondered what she had 

done wrong raising her naughty son.  She can just hope that he would turn out to be a good 

son.  She would pray very hard.  On the same morning, she received the bad news about her 

husband. 

 

 

Abdul Alamin’s family  

Abdul Alamin was a hardworking family man who was 35 years old.  He went to 

overseas to further his study at Leeds Metropolitan University, UK.  He graduated with 

Honours in Computing Studies and came back to Malaysia looking for work.  He was hired 

as a programmer in Mayban Assurance and worked for 10 years until he became an IT 

General Manager.   

He met his wife who was also working at the same company.  Together, they built a 

home for their 4 lovely children. They decided that his wife would stay at home to look after 

their children.  Maya was the eldest, Fairuz was the naughty one, Edrus was the polite one 

and Amelia was the cheeky one.  They had 2 boys and 2 girls or sometimes they called their 

children princes and princesses.  They saw themselves as the Queen and the King. Everything 

was perfect until that fateful morning. 

 

Burial Ceremony   

It was raining that day when they buried Maria’s husband.  She did not know how to 

describe the sadness that she felt, the sense of hopeless and melancholy. The children kept 

asking about their Papa and she too was depressed to answer.  She tried to ignore the children 

and the rest of the world.  Shutting herself from life itself was the best way for her to cope 

with her misery.  The man she loved and depended on has passed away.  She could not look 
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at her children and lied to them that everything was going to be alright.  Nothing made sense 

to her anymore. 

Maria’s family was very supportive.  They took care of the children.  They cried all the time, 

asking for their Papa.  Everybody was sad.   A cloud of death hung around the house.   

 

 

 

 

Surprise Visit  

“Assalamualaikum.  Is this Puan Maria, Encik Abdul Alamin’s wife?” a young man’s voice 

enquired. 

 

Everybody pointed to Maria sitting quietly at the corner.   

 

“Madam, I am Hilmi, an insurance agent from Etiqa,” the man introduced himself, “Your 

husband bought Takaful Life insurance from Etiqa a few years back.  Here is the cheque for 

RM250,000.” 

 

Maria stared at the cheque with tears in her eyes.  Her husband never told her about the 

insurance.  She looked again and again at the cheque.  Thank Allah..... But the money could 

never bring her husband back to her.  She still felt sad. 

 

“Thank you for bringing the cheque to us, Encik Hilmi.” she said softly to the agent. 

 

Figure 2 – The cemetery where Papa was buried. 
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EPILOGUE 

The telephone in the living room rang again. 

 

“May I speak to Puan Maria.  This is Harun from CIMB bank.” a man introduced himself. 

 

“Yes, this is Puan Maria” she answered. 

 

“The bank has cleared the cheque.” the officer informed. 

 

“Thank goodness.”  Maria sounded relief.  She looked at her children playing outside.  The 

sound of laughter from her children gave her hope for the future.  She believed that 

everything was going to be alright. 

 

Life Insurance Protection   

Life insurance is a contract between an insured (insurance policy holder) and an 

insurer, where the insurer promises to pay a designated beneficiary a sum of money (the 

"benefits") upon the death of the insured person. Depending on the contract, other events 

such as terminal illness or critical illness may also trigger payment. The policy holder 

typically pays a premium, either regularly or as a lump sum. Other expenses (such as funeral 

expenses) are also sometimes included in the benefits.  The advantage for the policy owner is 

"peace of mind", in knowing that the death of the insured person will not result in financial 

hardship for loved ones. 

Takaful is a co-operative system of reimbursement in case of loss, paid to people and 

companies concerned about hazards, compensated out of a fund to which they agree to donate 

small regular contributions managed on behalf by a Takaful Operator.  It is defined as an 

Islamic insurance concept which is grounded in Islamic Muamalat (Islamic banking), 

observing the rules and regulations of Islamic law.  

Based on the hadith and Qur'anic verses mentioned below, Islamic scholars have decided 

that there should be a concerted effort to implement the concept of Takaful as the best way to 

resolve these needs. Some examples are: 

http://en.wikipedia.org/wiki/Insurance_policy
http://en.wikipedia.org/wiki/Insurance
http://en.wikipedia.org/wiki/Beneficiary
http://en.wikipedia.org/wiki/Terminal_illness
http://en.wikipedia.org/wiki/Critical_illness
http://en.wikipedia.org/wiki/Islamic
http://en.wikipedia.org/wiki/Insurance
http://en.wikipedia.org/wiki/Islamic_banking
http://en.wikipedia.org/wiki/Sharia
http://en.wikipedia.org/wiki/Hadith
http://en.wikipedia.org/wiki/Qur%27an
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 Basis of Co-operation:  Help one another in al-Birr and in al-Taqwa (virtue, 

righteousness and piety), but do not help one another in sin and transgression. (Surah 

Al-Maidah, Verse 2).  Allah will always help his servant for as long as he helps 

others. 

 Basis of Responsibility:  The place of relationships and feelings of people with faith, 

between each other, is just like the body; when one of its parts is afflicted with pain, 

then the rest of the body will be affected.  One true Muslim (Mu’min) and another 

true Muslim are like a building, whereby every part in it strengthens the other part.  

 Basis of Mutual Protection:  By my life (which is in Allah’s power), nobody will 

enter Paradise if he does not protect his neighbour who is in distress. The 

fundamentals underlying takaful are very similar to co-operative and mutual 

principles, to the extent that the co-operative and mutual model is one that is accepted 

under Islamic law. 

Some Muslims believe insurance is unnecessary, as society should help its victims. 

Others believe that Muslims should not ignore the fact that they live, trade and communicate 

with open global systems, and the need for banking and insurance. They believe in creating 

Muslim-friendly banking systems and a workable insurance framework by which Muslims 

can compete with non-Muslims in business and have coverage in daily life. 

 

Findings 

Since 1996, insurers began to take a more active role in loss mitigation. The total 

global gross insurance premiums for 2008 were 4.27 trillion dollars, which accounted for 

6.18% of global GDP (Plunkett, 2010). Previously between 2004 and 2007, the conventional 

insurance has an estimated average annual growth rate of 10.2% and Takaful (Islamic 

insurance) with an estimated average annual growth rate of 25% (Essen, 2010). As the result, 

65% of the world population has no insurance protection and this is a problem. Those who 

are insured are facing under-insured.  It is imperative to provide insurance coverage for our 

society. 

 

In Malaysia (Table 2.17), the total of sum insured in force is increasing annually.  In year 

2012, it has reached RM 1.02 trillion.  From the year 2008 to 2012, the premium income has 

http://en.wikipedia.org/wiki/Paradise
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increased from 18.74 million to 24.90 million.  This shows a promising growth in life 

insurance business in Malaysia. 

                              

Table 2.17                           

Life Insurance : Life Insurance Growth and Socio-economic 

Indicators         

                              

Year 

Total Sums Insured in Force Premium Income
1
 

RMm 
% 

 of GNI 

Per  

capita 
RMm 

%  

of 

GNI 

Per  

capita 

Per  

member 

of 

Employ-  

ment 

2008  771,274.8    

 

107.9    

 

27,844    

 

18,736.9     2.6     676     1,615    

2009  791,360.8  

   

119.0  

   

28,364  

   

19,831.3  

  

 3.0  

  

 711  

  

 1,710  

  

2010  881,935.9  

   

119.3  

   

31,164  

   

21,804.7  

  

 2.9  

  

 770  

  

 1,824  

  

2011  917,121.0  

   

106.8  

   

31,625  

   

22,815.8  

  

 2.7  

  

 787  

  

 1,857  

  

2012 

 

1,021,907.0  

   

113.1  

   

34,877  

   

24,902.5  

  

 2.8  

  

 850  

  

 1,957  

  

                              

   

    1    
 As per revenue accounts   

    p     
Preliminary   

       (Source: Department of Statistics, Malaysia and Economic Planning Unit)  
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Summary 

This case study is to educate the students on the topic of Takaful insurance.  It guides 

them to discuss the implications of not having insurance protection.  It also explains the 

concepts of Takaful insurance in terms of similarities and differences with conventional 

insurance. 
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Abstract 

Kota Bharu Medical Centre (KBMC), a 44 bedded hospital was established in 1997, at 

the height of the Asian financial crisis.  It is the first Private Specialist Hospital in the state of 

Kelantan serving communities in Kelantan and the neighbouring states, Terengganu and Pahang, 

the less developed compared to other  states in Malaysia. In its early years, KBMC many 

challenges.  In 2001 things took a further downward turn when it had to face a stiff competition 

with the Perdana Specialist Hospital (PdSH), the 11th hospital under KPJ Healthcare Berhad, the 

largest healthcare provider in Malaysia and a well-known player in the healthcare industry in the 

region. This case study showcase how an organization managed to sustain its business through 

the strengthening of its organisational culture, prudent financial management and other 

management initiatives. 
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Prologue 

It is Monday 3
rd

 December, 2002.  Cik Wan Nazifah looks at the company’s financial 

statement intently. She scrutinizes the figures, and looks at it long and hard.  Once in a while she 

taps both her right and left fingers on the table.  Once in a while she draws a heavy sigh. Across 

her table, En Mohd Nazri sits quietly, deep in his thoughts.  Besides the tapping and the soft 

heavy sigh once in a while, a long silence prevails, with both people deep in their own thoughts.  

Only the droning sound of the air conditioning system fills the room.  “We must not let ourselves 

be easily defeated …KBMC’s culture for excellence and quality, and the values espoused by the 

founder and the owner of this organization, which was embraced by its members has seen it 

through in the previous years.  Surely it can also help see it through to counter the competitor 

and push up KBMC’s revenue.  But how?...” the thoughts and question linger in his mind.  

“Nazri, there is no other way for us but to compete with our giant competitor.  And we will 

compete in the way that we are good at,” says Cik Wan Nazifah optimistically.   En Nazri looks 

up to Cik Wan Nazifah, questioningly.  “Size does not matter.  If we engaged all our staff to 

align to our organisation’s aspirations for quality, perhaps KBMC can not only sustain but 

flourish its business in the years to come….” says  Cik Wan Nazifah with much gusto, her head 

nods several times, and slowly her smiles beaming.    

Suddenly, an intent discussion pervades the room.  It is as if one could not stop the other from 

talking. 

 

--------------------------------------------- 
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Introduction 

 

Since its inception in 1997 till 2002 the story of Kota Bharu Medical Centre (KBMC) 

was a chronicle of dramatic turns. Similar to many other newly start-up businesses, KBMC’s 

financial statements in its early years were in the red.  What made it worse was that besides 

having to service two bank loans, the business was dead slow due to the thin economic 

conditions in the country. There were somber times at KBMC in the competitive healthcare 

industry.  However, the business shows signs of upward trend, and what was encouraging was 

that the company had a culture that prized good values and ethics.  Nontheless, just as soon as 

things were set to be encouraging, the year 2001 brought unexpected turn of events to KBMC -- 

a complaint of medical negligence which was brought against it, which could have brought 

serious problems to the business besides the costly lawsuits and long-drawn court case,  had it 

not been properly handled by its senior management.  The worse event was yet to come. The 

culmination of it was that in December the same year, a new corporate hospital, the Perdana 

Specialist Hospital (PdSH),   owned by KPJ Healthcare Berhad, a big player in the healthcare 

industry was set up not far from its vicinity.  KBMC was a no competition to the sprawling 

hospital of more than 100 beds, and as a result, by 2002, KBMC’s revenue dropped to its lowest.   

However, with a long-term strategic vision, backed by strong organizational culture and 

management’s attention to group processes and people side of the business, the management 

managed to turn the floundering organization around. 

 

Background  

Kota Bharu Medical Centre (KBMC), a 44 bedded hospital housed in a three-story 

building with a total gross floor area of approximately 32,686-sq.ft, is the first Private Specialist 

Hospital in the state of Kelantan.
1
  Situated on Lot 179-184, Section 24, Jalan Sultan Yahya 

                                                           
1Kelantan is a state of Malaysia, positioned in the north-east of Peninsular Malaysia. It is bordered by Narathiwat Province of 
Thailand to the north, Terengganu to the south-east, Perak to the west, and Pahang to the south. To the north-east of Kelantan 
is the South China Sea.  It is mainly agrarian, growing rice, rubber and tobacco.  It has a GDP per capita of about RM10,000, 
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Petra, Lundang, Kota Bharu, Kelantan, it is located five km away from Kota Bharu town centre 

and has been strategically placed to serve the communities of several large housing estates and 

industrial areas.  The feasibility studies for the establishment of KBMC, indicated that KBMC 

was to serve communities not just in Kelantan but also in the neighbouring states, Terengganu 

and Pahang. 

KBMC started its operations on December 14, 1997 after a soft launch by its Chairman 

and was later officiated by His Royal Highness the Sultan of Kelantan, KDYMM Sultan Ismail 

Petra Ibni Almarhum Sultan Yahya Petra on April 14,1998.  Set up by a group of five individuals 

who were experts from various professional and business backgrounds, KBMC was dedicated to 

provide efficient health care services to the community; and to undertake the social and private 

responsibilities in treating and caring for the sick and ailing. It is a fully-owned Bumiputera 

hospital. Inspired by the twin aspirations of business interest and social responsibility, the board 

and staff dedicated themselves to provide specialist treatment and care for patients with medical 

conditions as well as out-patient treatment for mild discomfort.  The services provided include 

specialist clinics and general practitioners clinic.  

 

Challenges 

KBMC confronted with a series of challenges, the most significant of these were:  

Thin economic situation: KBMC entered the healthcare industry with already a massive 

challenge waiting at hand:  it was established at the height of the Asian financial crisis.  Between 

June 1997 and January 1998 a financial crisis swept like a bush fire through the "tiger 

economies" of SE Asia. Over the previous decade the South East Asian countries of Thailand, 

Malaysia, Singapore, and Indonesia had registered some of the most impressive economic 

growth rates in the world. Their economies had expanded by 6% to 9% per annum compounded, 

as measured by Gross Domestic Product. Throughout the region, Governments also encouraged 

growth of private businesses, including sectors that were formerly in the public domain such as 

                                                                                                                                                                                           
which is about one-third that of other richer states. However, it is widely believed that many Kelantanese are involved in small 
and medium businesses with a good level of income that is not reflected in the GDP calculations. 
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the health and educations sectors, in accordance with "national goals" and "industrialization 

strategy".  When the dust started to settle in January 1998 the stock markets in many of these 

countries had lost over 70% of their value, their currencies had depreciated against the US dollar 

by a similar amount, and, the leaders of these nations had been forced to go to the International 

Monetary Fund (IMF) to beg for massive financial assistance. Malaysia however, did not accept 

the IMF rescue package to get it through the regional financial crisis as the authorities have taken 

measures to deal with the difficulties.  For KBMC, the financial crisis translated into a 

discouraging and depressing business climate. 

 

Less developed state: KBMC was the first private hospitals built on the northeast coast 

region of Malaysia, serving Kelantan, Terengganu, and Pahang.  These three states are the less 

developed states compared to other  states in Malaysia. In 1995 and 1999, the mean monthly 

household income of Kelantan was at RM1,091 and RM1,034 respectively, being the lowest 

among all the states in Malaysia.  Its closest neighbour Terengganu recorded RM1,117 and 

RM1,599 respectively, whilst Pahang recorded slightly higher i.e RM 1,436 and RM1,482.  

Comparatively, among the highest mean monthly household income was Kuala Lumpur at 

RM3,371 and RM4,105 respectively, followed by Selangor at RM 3,162 and RM3,702 

respectively, and Penang at RM2,225 and RM3,128 respectively.  Besides the high purchasing 

power, the states are well endowed with employment opportunities and generally with 

employment, the healthcare is provided for by the employer through medical and health 

insurance.  This situation has not changed much since with the less developed states remain less 

developed and the more developed states remain developed.  Not surprisingly, it was in these 

more developed states that many private hospitals mushroomed and thrived since the early 1980s 

till presently.   

 

Peoples’ perception: The healthcare for the population of Kelantan is served by public 

hospitals and community clinics.  There are two main hospitals: the Raja Perempuan Zainab 

Hospital and University of Science Malaysia  (USM) hospitals, besides the district hospitals and 
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community clinics.  These hospitals provided healthcare services with a minimal charge of 

RM5.00 per visit. Hence, having gotten used to the perception that healthcare services are almost 

for free, KBMC received many complaints from its customers of the “high charges”. Majority of 

the population of these states were self employed, and are without any form of insurance, life or 

health insurance.  Added to the fact that customers pay from out-of pocket for the healthcare at 

private hospital, it takes quite an uphill task for KBMC to convince and educate the local 

customers that KBMC a private hospital.  As such, its services and healthcare are not at 

subsidised rate as the public hospitals and hence customers need to pay the ‘real price’ for all the 

private healthcare services and facilities provided and used.   

 

Besides the “high charges’’ KBMC also received many complaints from its clients on 

other matters, such as its delivery, the “unfriendliness of the staff”, etc. As in many other 

hospitals, KBMC is also exposed to medical risks at every level in providing medical treatment.  

In the early 2001 it received complained of medical negligence from the kin of a patient.  Being 

a small company, KBMC could not afford any law suits.  Satisfied with the internal 

investigation, the company decided to settle out of court and paid an agreed amount of 

compensation. 

 

A giant competitor: Things took a further downward turn and KBMC found themselves 

in a financial nightmare. In December 2001, KBMC faced stiff competition from its competitor, 

the Perdana Specialist Hospital (PdSH), the 11th hospital under KPJ Healthcare Berhad, one of 

the largest healthcare provider in Malaysia and a well-known player in the healthcare industry in 

the region. Newly established in December 2001, the hospital has a maximum capacity of 126-

beds, located at the heart of Kota Bharu.   In addition to outpatients and inpatients care, the 

multi-disciplinary care provided by Perdana Specialist Hospital includes a host of up-to-date 

support facilities.  Being a 44-bed hospital, the competition between KBMC and Perdana 

Specialist Hospital seems that of ‘David and Goliath’.  At KBMC, the number of patients which 

have shown an increasing trend in the past years have dwindled with the existence of this new 
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private hospital. This translated into its revenue.  For the financial year 2002,  KBMC’s revenue 

backslided to RM1million less.  Another competitor, though far from the extent of Perdana 

Specialist Hospital in its size, was An-Nissa’ Hospital, a small 25-bed maternity hospital.  The 

number of deliveries at KBMC which used to be in the region of 50-60 per month at that time 

saw rapid decreases.    

 

Organizational Culture  

 

KBMC was founded by a group of professional experts in various fields and has pledged 

to provide exceptional heath care services to the community; undertake the social and private 

responsibilities in treating and caring for individual treatment and health assistance; and 

dedicated themselves in line with its aspirations of active social responsibility as well as business 

development.  KBMC envisioned “to be at the forefront of healthcare delivery” and it had as its 

mission to provide the effective treatment and abiding care attention according to the stated 

expectations of clients, the authorities and the shareholders; and that KBMC to function on the 

basis of three objectives:  

 To diagnose and treat disease of patients and restore as well as care for their well being 

with a view to mitigating pain and sustaining life 

 To be efficient, productive and competitive so as to facilitate the equitable discharge of 

health, financial and social responsibilities 

 To ensure the provision of private specialist healthcare to the sick and ailing remains a 

viable business. 

In order to achieve its vision and mission, through its continuous objectives KBMC adopts a six 

core values: 

 Compassion: Providing the highest quality of services and compassionate patient care 

 Customer Focused: Meet and exceed customers’ needs and expectations 

 Family: The wellbeing of our patients and their families come above all else 

 Integrity: We are bound and guided by the highest level of integrity at all time 
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 Leadership: Making healthcare advancement within the community as our priority 

 Respect: Respecting the diverse people who make up the core of the hospital 

 

The vision to be the preferred choice private hospital and its future directions were 

communicated to its staff through its monthly departmental meetings.  The KBMC’s aspirations 

were triggered down to all the staff through their team-building activities and training. The 

aspiration was also transmitted through its regular staff meetings.  KBMC underwent through 

major restructuring to regain control of its operations and finances in order to stay competitive in 

the healthcare market. The culture of KBMC was based on an ideal that all of its members are 

self-motivated individual with good attitudes and prized values and work ethics and that they 

will work harder if they do not have a boss micro-managing every action. 

 

Organisational structure 

 

KBMC had 138 staff: 70 are nursing staff, 45 non-medical staff whilst the remaining are 

medical-related including three medical officers, five resident doctors and twenty-seven visiting 

doctors from the neighbouring public hospitals. The organisational structure of KBMC is almost 

flat with few administrative layers.  There are eight core departments: The Specialist Clinic, 

Accident and Emergency (A&E), X-Ray Department, Pharmacy, Medical Laboratory, Medical 

Record, Labour Room and the Operation Theatre. They provided a 24 hour service. They are 

supported by other services in other areas namely the Maintenance, the Housekeeping, the 

Accounts Department, Purchasing Department, Training Department and Security Department. It 

is managed by a CEO and a General Manager who also took charge of the financial matters.  

Currently the organization chart is as attached. 

 

 

The turn of events provided as a critical juncture in the company’s history, and the 

company was determined to transform to be more competitive. The lean structure of KBMC had 

allowed it to grow and react quickly to changes.  Members shared the values of quality and more 
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importantly shared the values of working together as a team.  Decision making was left to 

experts in the field: the CEO made the decisions on management issues.  The President, who is a 

medical doctor cum businessman made decision on healthcare issues.  It can give quick response 

when needs arise as it had only a few people to obtain approval from and decisions were made at 

the lowest possible level, thus avoiding corporate red tape. 

 

A key change that has taken place in KBMC’s organisational structure has been in the 

organisation of the its work processes and work teams. Before, KBMC operated with product 

based. KBMC now has sought to develop a customer focused business culture based on 

developing high performance workers.  More importantly, the emphasis on bringing the 

management of services with ethics and quality was reinforced further.  Now empowered 

supervisors and managers have the responsibility for managing with individual customers.  

 

Management Initiatives for Sustainability 

 

KBMC was determined that they will compete on the right ground—providing quality 

services in terms of its healthcare services and management of these healthcare services, and 

ensuring productivity and safe medical care through its people.  Cik Wan Nazifah, the petite 

CEO believes in teamwork and that the most important assets are their people- both the workers 

and the medical professionals.  Taking the cue from the turn of events, she has taken several 

initiatives.  She ensured that KBMC support staff has its yearly teambuilding retreat to build 

relationships and get colleagues working together effectively. Besides, “it also energise the 

support staff”, she lamented.  The management decision-making style is bottom-up, anddecision 

making occurs in groups.  The subordinates provided the information and feedback and 

participated in the decision-making process.   

 

All staff was mandated to go for training. For renewal of their Annual Professional 

Certification (APC), the nursing staffs were required to undergo training on regular basis and all 

expenses were borne by the company.  Nursing staff attended the various paramedic workshops 
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such as the neo-natal resuscitation, cardiac life-support, nursing of ventilated patients, labour 

delivery risk management, intensive care, infection control, paediatric care, and many others that 

are organized locally or internationally.  The support staff too were sent for training or seminar 

such as the social protection, store and inventory management, counseling of patients etc.  Even 

the medical staffs are not spared from training, workshops and seminars for their professional 

practices. From its record, in 2012 alone, 112 of its staff were sent to not less than 49 training 

sessions, workshops and conferences. These were besides the internal training conducted at 

KBMC which was held monthly.  It also has its weekly courses on various aspects of medical 

protocols, nursing management, management skills as well as motivational aspects.  From the 

record of training, in 2012, each month, it conducted between 3-5 training courses and talks.  It 

also conducted management and financial audit by employing external auditors to ensure that 

there was no mal-management practices.   

 

Besides concentrating on its people, the management also focus on getting its processes 

right.  A pride for its management of its processes is the accreditation certification of 

ISO9001:2008 by UKAS Management System (UKAS).  It took the management three months 

from September to November 2011 in drawing up the nine areas for opportunities for 

improvement (OFI).  Their former experienced staff who had retired,  volunteered to be roped in 

to assist in the project.  The staff’s teamwork and serious effort paid off when it successfully 

attained the accreditation certification of ISO9001:2008 by UKAS in early 2012.  Initially the 

management planned for certification by the Malaysian Society for Quality in Health (MSQH), 

an independent non-profit organization working actively in participation with health care 

professionals to ensure safety and continuous quality improvement in health in the services 

provided by healthcare facilities and services in the country.  However, the fee of RM100,000 for 

certification was thought to be costly.  With some funding support from the Economic Planning 

Unit (EPU) of the Prime Minister Department through the Malaysian Productivity Corporation 

(MPC) of RM40,000.00, KBMC opted for accreditation certification of ISO9001:2008 by UKAS 

Although the accreditation was more on processes and not on medical practices, it helped staff to 

follow a rigorous and disciplined work processes. The certification ensures accountability with 

emphasis on measurement and outcomes.  For the nursing staff and allied health staff, it helped 
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to ensure safe and ethical practices. According to Cik Wan Nazifah, KBMC was proud that it 

emphasised on quality.  The certification was a testimony to the healthcare industry of KBMC’s 

commitment to quality services and created societal confidence in their healthcare services.  

 

Besides, the company communicates with its clients which is demonstrated through its 

aftercare services.  The nursing staff together with management and marketing staff paid visits to 

home of discharged patients and provided after-care services to patients such as medical advices 

and educated them on their hygiene and healthcare and to ensure their welfare after hospitals 

care.  These follow-up services served a multiple purpose: while focusing on the holistic concern 

for its patients through the after-care, it also fulfils its corporate social services to the community 

in line with its corporate social responsibility policy, whilst at the same time it also served as a 

marketing strategy, promoting KBMC to the society. 

 

 

KBMC plans to expand.  Physically it has little room for expansion.  However, its 

alternative was through expansion of services, through sophisticated equipment such as 

bronchoscopy, image intensifier, opthalmological operation theatre, etc. It purchased these 

equipment from its own fund.  With these equipment it enabled KBMC to employ specialists in 

the relevant areas and it can now handle complex cases.  In the near future it plans to open an 

Intensive Care Unit (ICU). 

 

 

Financial Management  

 

With a small amount of paid-up capital, KBMC obtained a loan from the SME Bank for 

its equipment, and a loan from Affin Bank for its working capital.  The business is capital-

intensive.  In its early years, often times the company had to fall back upon its shareholder for 

financial injections to pay for its staff remuneration and its operations.  Although it faced great 

difficulty in its early years to service its financial loans, En Mohd Nazri, the General Manager 

ensured that financial matter is in place by keeping less administrative overhead with lean staff 
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members and focused on operational details.  The accounts personnel are entrusted to know all 

aspects of the business aided by the latest Information and Communications Technology 

systems. 

In the first year of its inception, having 15 patients a day was considered “good enough.”  

Currently, the hospital’s yearly occupancy was in the range of 80 per cent, while most of the 

time the hospital recorded full occupancy.   It was only in 2007, nine years after its inception that 

the company was able to reap its profit to pay back its main shareholders.  With prudent financial 

management, within 12 years its financial loan with the Affin Bank Bhd was fully settled while 

the loan with SME Bank Bhd was almost settled in a year’s time.  

 

From then on, KBMC’s revenue demonstrated a steady increase as shown in the following Table.  

Its net profit also demonstrates an upward trend.  

Table 1: KBMC’s Revenue:  2007-2012 

Year Revenue (RM) 

2007 7.8 million 

2008 9.00million 

2009 10.7 million 

2010 13.9 million 

2011 14.8 million 

2012 15.7 million 
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Conclusion 

 

Looking at the bigger picture, Cik Wan Nazifah and En. Nazri plans to increase KBMC’s 

revenues from its current status of RM15.7 million to RM40 million by 2020.  Both are well 

aware that they need to implement strategies for achieving that goal in the midst of the current 

economic crisis.  But according to En. Nazri, “turbulence is a time to focus on what matters most 

to your business.  It is a time that waste and duplication must be shed.  It is a time for KBMC to 

communicate more with its clients.” 
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TO PROMOTE OR TO DISCONTINUE? 

 

1
ZURAINA DATO MANSOR 

 

1
Department of Economics and Management, Faculty of Economics and Management, 

Universiti Putra Malaysia, zuraina_dm@econ.upm.edu.my 

 

 

Abstract 

The case explores the efforts and outcomes of partnership arrangement so 

called strategic alliance (SA) performed by a local child partner with the parent 

partners from the United Kingdom (UK). SA can be rewarding, but it is not a 

straightforward arrangement. It can bring benefits but it can also end up as an 

easily waste valuable time, effort, and money. Managers dealing in this 

partnership arrangement are expected to play an active roles as an agent of 

change, willing to take the risk thus they must be committed to be creative, 

strategic, pragmatic, and aggressive. They must also remain cautious and pay 

attention to detail when framing and executing against the partnership objectives. 

Nearly two-thirds of all alliances experience severe problems and most problems 

are found within companies with less alliance experience. This case aims to 

discuss the issues regarding strategic alliance which involve summarising factors 

that could promote or cancel the alliance based on strategic reasons. 

 

Keywords: Alliance, Formation, Motives, Effectiveness 

 

 

 

 

 

 

mailto:zuraina_dm@econ.upm.edu.my


National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 

 

77 

 

Prologue 

 

“I didn’t really know when and why we have formed the relationship. The 

thing that I know is that after the agreement was signed, we were asked to 

teach our students using the UK partners’ manual and the UK staff will 

participate by teaching one week of the similar course in every semester.” 

said Mr Rony, a lecturer at CBMS. 

 

 

 This is a common statement. Not only Mr Rony but few others were also 

expressing their disappointments for not being informed the motives and 

expectations as well as the gain for them from the alliance agreement signed 

between SIT (the local institutions) and the United Kingdom (UK) higher 

institutions. However, the first term of the two years of alliance agreement will 

end this year that is, July 2006. There were gains and lost. The answer is left to 

Mr Rajan, the Head of Department (HOD) of this college. If he wants to defend 

the partnership programme, he must be able to bring his justification and 

convinced the top management with regards the benefits that can be sought from 

this partnership during the management meeting which is scheduled on the 30
th

 of 

April 2006.  The issue is, he is undecided and confused. He has to choose to 

follows the grumbles of his colleagues, whom were unable to foresee the 

opportunities and showed neither interest nor commitments, or to continue the 

partnership with the UK partner which will put him in a long term struggles. 

Whatever it is, he must have very good reasons to be given to justify his decision? 

 

 

Introduction 

 

 With the promotion of becoming knowledge based-economy (K-

economy), Malaysia has actively promoting and recognising higher technology, 

skills and innovation as the main drivers for future growth. K-economy requires 

the country to develop a different quality of human resources. Thus, all firms 
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operating in Malaysia are expected to employ and train Malaysians as a way to 

promote industrial competitiveness and increase the supply of professional, 

technical, skilled, managerial and research manpower. K-economy also requires 

business organisations to be more participative in promoting and supporting the 

delivery of higher education. Thus, in 1996, Malaysia has embarked on a 

programme of comprehensive education reform designed to transform and 

liberalise the education sector in the country (Lee, 1999; Ismail, 1999). This 

Education Act 1996 provided a framework for the national system of education, 

curriculum and common examinations. Related Acts largely cater for the higher 

education sector and address issues such as: 

1. Corporatisation of local universities. 

2. Establishment of branch campuses of foreign universities. 

3. Conversion of colleges into universities. 

4. Regulation of standards and quality of private institutions. 

 

In supporting the issues, the current trends in industrial organization for 

the past quarter century has been the growth of collaboration between 

independent companies and globalization of companies. One of the approaches 

used was an inter-firm alliance which involves cooperative relationships either by 

formal contracts or by ownership. Alliance bring and support benefits and 

advantages that a firm hardly or difficult to achieve by standing alone. 

 

 

The Alliance  

 

An international tertiary Strategic alliance (SA) is any collaborative 

relationship between a local university and overseas counterpart encompassing 

agreements to co-operate in joint activities such as development of on- or off- 

shore offerings, teaching, research and consultancy, or technology. This definition 

also includes IJVs, cross-border inter-organisational partnerships, inter-firm 
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partnerships, collaborative relationships and co-operative arrangements. (Saffu 

and Mamman, 2000) 

 

This case covers a study on International Strategic Alliances (ISAs) 

involving strategic co-operation between a local parent partner, foreign partner 

and ‘child’ alliance company. For the purpose of this study, the child 

company/business is defined as a company/business that is established upon the 

formation of alliance, and is based in the local partner country, namely Malaysia. 

Within this case, the local parent partner, so-called SIT, is a private higher 

education operator, which, prior to this alliance with the UK parent partners, had 

alliances with some universities from other countries, especially Australia. The 

parent group for the local College after this is so called SIT, is considered to be 

one of the most successful corporations in South East Asia with multiple-business 

operations, such as construction, finance, and other major investments. According 

to Mr Rajan, the college came into establishment when the local parent partner in 

early 1990s expressed their intention to expand and venture into a value-added 

business – namely education. This decision was taken in order for the business to 

diversify as well as to build a corporate-educational institution partnership. 

 

The Local College has formed an alliance with HUBS, together with ‘B’ 

College - from the UK - (see Figure 1). However, no separate company was 

established, but a new programme was set up under the Centre for Business and 

Management Studies (CBMS). 

 

 

Win and win situation 

 

To the Parent Partners 

 The agreement was signed with the motive that each partners shall have a 

win and win situation. As stated by Mr J, the Programme Manager, “the motives 

for the UK parent partners to be involved in this alliance programme are to 

promote ourselves internationally especially to the South East Asia (SEA) region, 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 

 

80 

 

and of course for generating incomes, and to gain market knowledge of the 

education business in Malaysia so it may be helpful in our future venture to the 

SEA markets, and finally we want to train our staff with a new modus of operandi 

where our staff would have to  share their skills and experience with people from 

different backgrounds and cultures and thus will broaden their exposure overseas”  

 

To the child 

 Mr Rajan the Head of Department (HOD) from the CBMS said “The 

agreements are aimed to bring a top-up programme to our current diploma level 

programme. This would allow our students to obtain a bachelor’s degree within 

one year. And it would be very motivating to the students if the programme would 

involve teachers from the UK staff. I am confident that by allying with the UK 

universities and using this approach would give added value to the degree 

awarded to the student.”  

  

 Further, Mr Rajan added that “the programme would also build up our 

local staff from the ‘child’ business confident and skills in delivering the degree 

programme with international exposure”. 

   

The partnership as a whole was established with motives to achieve 

certain goals and expectations. But, in order to achieve these goals and objectives 

the management must have well organized and planned strategies which include 

planning, leading, organizing and finally monitoring the implementation of the 

project. 
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Building the Relationship - The Process 

 

a) Planning Stage 

 

 The partnership programmes with the UK partners was proposed because 

Mr Rajan had foreseen the opportunities to collaborate with these UK partners. 

Some of the benefits that he can see were the partnership would help the local SIT 

College a step towards globalization process at a faster and may be cost effective 

approaches. Mr Rajan has informed that they had chosen ‘B’ College because the 

programmes offered in this college are shorter and at a minimum period, and 

more importantly, at a minimal cost. All of these criteria were important for 

competitive reason, especially when SIT is located in a relatively smaller and not 

so busy town. However, Mr Rajan stressed that the proposed partnership 

programme should be able to offer something unique, for example, by offering a 

different mode of programme in comparison to other Malaysian education 

institutions.  

 

 

b) Negotiation Process 

 

 The negotiations between SIT College, HUBS and ‘B’ College started in 

late 2002.  The negotiations involved a good deal of work, especially in terms of 

paperwork and visits to the government education board for discussion. However, 

due to the delay in approval by the Malaysian Government, the partnership 

agreement was not signed until the middle of 2004.  Based on the negotiation,  the 

UK University agreed that they will validate the programme and awards the 

degrees in Business Studies and Business Administration to students from the 

CBMS (SIT College). They also agreed to involve the commitment of the UK 

staffs to deliver the courses within the programmes.  
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c) Implementation 

 

 Once the alliance agreement was signed, the first intake of students for 

this programme at CBMS took place in February 2005. HUBS developed the 

programme with the acronym ODUPUS (‘Overseas Delivery of University 

Programme by University Staff’). This reflected the UK partners’ agreement to 

involve ‘flying UK teachers’ to CBMS. The local lecturers would deliver eighteen 

hours for ‘pre-delivery’ while the UK lecturers (the ‘flying teachers’) would 

deliver the main content of 30 hours as ‘post-delivery’. The UK ‘flying teachers’ 

would come to SIT for a week in every term to deliver the course, and therefore, 

their lecture would be very intensive.  

  

 According to Mr Rajan, in the first cohort intake, the staff from HUBS had 

carried out an induction programme for colleagues at CBMS to acknowledge 

them about the context within which UK degree programmes and their expected 

contribution within this programmes.  

 

 

d) Management and Control 

  

In terms of control and management, Mr Rajan explained that the formal 

partnership arrangement between the partners in this alliance can be looked under 

two aspects: one in terms of financial agreement, and the other in terms of 

memorandum of co-operation. The partnership involved a JV between the 

partners in the UK (HUBS and ‘B’ College), and an alliance contract between SIT 

and its UK partners, HUBS and ‘B’ College. However, this case study is 

concerned only with the latter partnership arrangement and activity at the CBMS.  
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The Structure  

 

 The joint venture between HUBS and ‘B’ College involved a 50-50 

staffing, and the income and profit gained from this programme would be shared 

accordingly. It was also agreed that under the alliance, a UK-based Programme 

Manager would be appointed.  In summary, the structure for this specific 

partnership is shown in Figure 2. 

 

 

The Decision-making Process 

 

 HUBS would be in charge of the decisions regarding the subject modules 

and plan of the programme, while the local college will be responsible for its 

promotion and marketing efforts. However, the process was not straightforward, 

the local parent partner institution (SIT)’s top management also want to be 

involved and this was leading to significant bureaucracy. Mr Rajan the HOD had 

very limited authority. Decisions referred to the top management of SIT took a 

longer time to resolve. The situation was made more difficult due to the fact that 

SIT top management always gave their priority to their Australian Universities 

partners, who had a longer and well established partnership record in comparison 

to the UK partners. 

 

 

The Communication 

 

 The partners agreed to communicate regularly, both formally and 

informally.  Formally, the local management committees would meet with the 

foreign partners every three months to discuss issues regarding the delivery of the 

programme, students’ performance, and the materials and facilities available for 

conducting the course. Informally, the staff from the ‘child’ business would 

communicate during the UK staff visits to the local partner institution, and most 
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frequently by e-mail or telephone mainly to solve related problems and to share 

ideas.  

 

 The UK partners also appointed an administrator from ‘B’ College to be a 

representative and channel of communication. She would be the foreign partners’ 

key contact and would communicate regularly in terms of day-to-day operation 

with the ‘child’ business representative. But, according to Ms Wilma, “The 

administrator supposed to be responsible for sending the course manual, 

examination schedule, and assignments for and from students, and for providing 

the minutes of meetings between the partners. And, she would also sometimes visit 

the ‘child’ business for certain tasks such as examination invigilation. But, being 

far apart, the process is not simple and sometime timely. You would not be able to 

pick up a phone to call this people every day, it is not only costly, but the time 

between us and them also different.”  

 

 

The Outcomes 

 

 The relationship between the lecturers from HUBS/’B’ College and the 

staff at the CBMS had provided a source for international exposure, giving an 

opportunity for the local staff to broaden their knowledge.  For example, the HOD 

at the CBMS would regularly contact and seek any particular decision or advice 

from the Programme Manager in the UK, to ensure the programme was delivered 

to the required standard. Additionally, it also help them to know each other better.  

“I believe that in terms of communication we are improving. I regularly 

make contact with them (UK lecturers) e.g. through e-mail. And, this has 

to be taken into consideration because the visiting lecturers get to know 

our students better through us (as we usually talk about the students’ 

needs, strengths and weaknesses). These UK lecturers would not be able 

to know the students themselves in sufficient depth, as they are only here 

(at SIT) for a very short period. It was anticipated that these 
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communications between the lecturers and SIT staff helped reduce the 

communication gap experienced by the students.” ..Mr Silva 

 

 As Mr Rajan, the HOD mentioned “I learnt a lot while introducing and 

trying to establish this partnership programme ………I had at least increased my 

knowledge in terms of dealing with different culture and communication 

background, the skills and experiences that I gained is a long life experience”. 

 

 In fact, it was told that many people who involved in this partnership 

claimed that they gained new skills and experience in teaching and conducting the 

programme, in promoting international thought, in dealing with different cultures, 

and to communicate with a different nationality. They also exposed to new style 

in delivering the course where they need to be more global minded. 

 

 Further, in terms of academic, it was suggested that all students under this 

programme had no problem in graduating from the course, and the University 

from the UK had awarded 69 students a Bachelor’s degree throughout the 

programme to date (as per Nov 2005). They also reported that the number of 

students joining the programme each year within this period, have increased.  

 

 Apart from that, Mr Sony proclaimed; 

“We really hope that the visiting lecturers would try to minimise their 

formality during lectures and increase communication with our students, 

(who for most of the time had a fear that they could not cope with these 

UK lecturers). Students are sometimes complained that the UK lecturers 

talked too fast and did not show that they were easily approachable.” 

 

 

 While in another situation, another lecturer Ms Wilma said;  

“Firstly, there are manuals which list the topics and sub-topics provided 

by HUBS. The HUBS lecturers prepared it as we have agreed in the 
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agreement. yet we still have to include our creativity to ensure maximum 

understanding of our students on the topic that we taught. Thus, we need 

to prepare the teaching notes ourselves and make them available on 

website or student portal.” 

 

 “I have to document my teaching notes by myself with the help of others. I 

thought having a manual from the programme developer supposed to be 

easier and helpful, but sometimes it turned out to be more handfuls” 

 

 Based on these issues and challenges, it is known why Mr Rajan was 

under pressure. The alliance though has an opportunity if given a longer life, but 

still too early to be considered promising enough to the local college especially 

within this highly competitive market. And we know, the purchasing power of 

individuals in Malaysia will be influenced by the economic conditions and this 

can affect their decision in choosing which college or higher institutions to further 

their studies. Thus, if we want to be chosen, we must offer a competitive and 

recognized degree at most effective cost. 

 

 

Further, the top management was also not very stable as there were a lot of 

changes in the management team since year 2000. As stated by Mr Rajan, the 

HOD; 

 

“The conflict was also due to the reason that we had to deal with new top 

people who are kept changing. And these people were not involved when 

we first negotiated the formation of this partnership programme and thus 

they did not really understand our mission and objectives nor have 

interest or give their support.” 

 

Mr Rajan also received some disappointing words from his colleagues. For 

example as stated by Mr Rony: 
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“To tell the truth, I didn’t really know about the objectives of this 

relationship. The thing that I know is the partnership agreement was 

signed somewhere in July 2004 for which HUBS will provide the top-up 

programme for our diploma student, and via the one year programme, the 

students will be awarded with a degree.”  

 

While, Ms Wilma said; 

 

“I really hope that SIT would do more to achieve a vast improvement, 

especially in terms of structure and organisation network, and the 

programme offers to the students. There is no clearer future planning 

where everybody could see it and prepare for it.”  

 

The fact that partners are located in two different countries caused some issues 

such as communication breakdowns.  

 Last but not least, the issues of recognition of the programme. The degree 

awarded by the UK University is still waiting for a recognition from the MQA 

(Malaysian Quality Assurance) and JPA or (Malaysian Public Administration 

Department). On this matter, even the Programme Manager, Mr J was not happy 

and keep asking and pushing Mr Rajan the answer on why the recognition is still 

on the queue. 

 

 

 

What to do now….. 

 

“It is now, 14
th

 of April, what report have I prepared, and more importantly what 

decision I shall propose to the top management. These top management people 

will rely on my report and my decision whether to continue or discontinue the 

alliance” Sighed Mr Rajan…he lays down his back to his ergonomics chair but it 
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is not relieving his stress. He has to do something…to continue the alliance, he 

must be able to prove to the top management that he has a sound reason and has 

support from the colleagues under his responsibilities, and otherwise he has to 

propose a termination of alliance at the end of the term, which is July 2006. But, 

what would be his good reason for termination, what about all his effort in 

establishing the relationship and all those opportunities that he has foreseen?  

Decision has to be made. What is the decision, and why? 
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Appendices 

Figure 1: EVOLUTIONARY STAGES IN ALLIANCE FORMATION 

 

 

 

 

 

 

 

 

(Adapted: from Lei (1997) 

 

 

Figure 2: Structure of Alliance 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Foreign  JV Partners in 

UK 

 
1. HUBS  

2. ‘B’ College 

Parent Organisation of SIT 

 

The Tigress Group 

Local Parent Partner in 

Malaysia 

 

SIT 

The ‘child’ business 

Alliance over the top-up 

programme at Centre for 

Business and Management 

Studies (CBMS) at SIT 

STAGE 1 

 
 

Partner selection 

 

Alliance history / 

Experience 

 

Motives for alliance 

formation 

 

Risk Evaluation 

STAGE 2 

 
 

Planning / Negotiation 

 

 

Alliance 

Management / Control 

STAGE 3 

 
 

Evaluation of 

outcomes, 

effectiveness, 

barriers 

 

 

 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 

 

91 

 

Figure 3: Organisation Structure 

 

 

 

 

 

 

 

 

 

 

 Direct relationship with staff in the UK  

 Relationship with staff at CBMS (SIT). Dotted line shows that even though the Programme 

Manager has a direct relationship (with staff at CBMS), any decision made (related to the top-up 

partnership programme) was not really his own decision to make, but must be agreed through SIT 

management which involved more bureaucracy. 

(Source: Adapted from interview with Mr HOD) 
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TAMBANG BAS:  

PENGGUNA DIDAHULUKAN PENIAGA DIUTAMAKAN 

 

1
NOR NEKMAN BIN JAIMON 

 

1
Institut Tadbiran Awam Negara, nekman@ikwas.intan.my 

 

“Bas Mogok, Ramai Penumpang Terkandas” 

 

Berita Terkini  TV3 jam 11.02 pagi, 26 Mac 2009 (Khamis);  

Ramai penumpang di ibu negara yang ingin ke tempat kerja terkandas kerana Syarikat Bas Ting-

Ting mengurangkan bilangan bas yang beroperasi di beberapa laluannya. Tindakan ini dilakukan 

kerana pengusaha tidak lagi dapat bertahan menanggung kerugian sedangkan rundingan 

Persatuan Saudagar Pengusaha-Pengusaha Bas Malaysia dengan kerajaan untuk menaikkan 

kadar tambang masih menemui jalan buntu. Malahan, perkhidmatan di beberapa laluan sosial 

seperti di Kota Damansara dan Kampung Pandan telah dihentikan. 

 

“SMS oh SMS” 

 

12.15 tengah hari, 26 Mac 2009 (Khamis), Datuk Noraini bt. Jamil, Setiausaha Bahagian 

(SUB) Lembaga Pengangkutan Darat (LPD) menerima pesanan ringkas (SMS) daripada YB. 

Dato’ Seri Awang bin Hamdi, Menteri Pengangkutan Awam.  

 

SMS YB. Menteri : Salam, Aini. Kenapa  Bas Ting-Ting berhenti 

perkhidmatan? 

 

SMS SUB LPD : Salam. YBM. Info awal kata syarikat hadapi masalah 

pemandu. Ada juga info syarikat kurangkan bilangan trip 

sebab kuota subsidi diesel tak cukup. Mungkin juga 

tindakbalas sebab kerajaan tidak timbang permohonan 

mailto:nekman@ikwas.intan.my
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naikkan kadar tambang. 

  

SMS YB. Menteri : Kan saya dah kata, masa sekarang tak sesuai naikkan kadar 

tambang. Kena tunggu pilihanraya kecil Parlimen 

Permatang Duku. Batalkan lesen Syarikat Bas Ting-Ting. 

Suruh Bas Negara cover laluan  Bas Ting-Ting.  

 

SMS SUB LPD : YBM, Maklum. 

 

Latar Belakang Lembaga Pengangkutan Darat (LPD) dan Industri Bas Berhenti-Henti 

 

Datuk Noraini bt. Jamil merupakan Setiausaha Bahagian, Bahagian Lembaga 

Pengangkutan Darat (BLPD) Semenanjung Malaysia. Terdapat tiga (3) unit BLPD di peringkat 

ibu pejabat dengan ketiga-tiga unit tersebut merupakan tulang belakang kepada BLPD dalam 

merangka dasar dan penguatkuasaan perkhidmatan pengangkutan awam darat. BLPD juga 

mempunyai empat (4) pejabat cawangan wilayah iaitu Wilayah Utara, Wilayah Tengah, Wilayah 

Selatan dan Wilayah Timur. Pejabat cawangan wilayah hanya memfokuskan kepada aktiviti 

pelesenan pengangkutan awam sahaja iaitu pemprosesan permohonan lesen baharu dan ubah suai 

syarat lesen. 

Industri perkhidmatan pengangkutan awam darat iaitu perkhidmatan bas dan teksi adalah 

dikawal oleh kerajaan di bawah Akta Lembaga Pengangkutan Darat 1967. Salah satu bentuk 

kawalan kerajaan ke atas industri ini ialah mengawal kadar tambang. Kawalan ini bertujuan 

supaya pengguna mendapat perkhidmatan pengangkutan awam yang selamat, selesa, kecapaian 

(reliability), menepati masa dan mampu dibayar manakala pengusaha mampu mendapat 

pulangan pelaburan yang setimpal dan seterusnya melabur semula dalam perniagaannya supaya 

dapat meningkatkan kualiti perkhidmatan yang ditawarkan. 

Kali terakhir kerajaan menyemak kadar tambang bas berhenti-henti ialah empat (4) tahun 

yang lalu iaitu pada Mei 2005 yang mana tambang bas berhenti-henti telah meningkat sebanyak 

30 peratus.  
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Lanjutan kenaikan tersebut, kerajaan dan pengusaha juga telah bersetuju untuk 

memperkenal dan melaksanakan Model Penetapan Kadar Tambang (MPKT) iaitu kaedah 

penetapan kadar tambang secara automatik yang boleh disemak pada bila-bila masa seandainya 

berlaku perubahan dalam faktor-faktor yang mempengaruhi kadar tambang. Model ini 

membolehkan kadar tambang meningkat pada kadar berdikit-dikit dan mengelakkan kenaikan 

kuantum kadar tambang yang terlalu tinggi. 

Walaupun kerajaan dan pengusaha telah bersetuju dengan pelaksanaan MPKT namun 

pelbagai proses engagement harus dilalui. Kadar perubahan dalam kadar tambang harus 

dipersetujui bersama-sama oleh pengusaha dan Kerajaan. Persatuan-persatuan pengguna juga 

perlu dilibatkan dalam proses ini walaupun selalunya mendapat bantahan daripada mereka. 

Environment politik juga akan diambil kira supaya keputusan kerajaan untuk menaikkan kadar 

tambang tidak menjejaskan reputasinya. Cadangan kenaikan kadar tambang juga perlu 

dibincangkan oleh Jawatankuasa Kabinet Mengenai Bas Berhenti-Henti sebelum diangkat 

kepada  Jemaah Menteri. Akhirnya, pewartaan kadar tambang baharu oleh Kerajaan perlu 

dilakukan sebelum ianya dikuatkuasakan.   

Memandangkan kadar tambang bas berhenti-henti dikawal harganya oleh Kerajaan, 

pelbagai inisiatif telah diperkenalkan bagi menyerap kenaikan kos operasi. Antaranya pelepasan 

cukai pembelian enjin bas dan pinjaman mudah di bawah Tabung Pengangkutan Awam Negara. 

Manakala subsidi harga bahan petroleum telah membantu pengusaha menampung kos diesel 

yang merupakan lebih daripada 30 peratus kos operasi perniagaan bas berhenti-henti. Melalui 

mekanisme ini, kerajaan akan menetapkan harga diesel pada satu kadar yang rigid dengan 

memberi subsidi dan pengecualian cukai jualan kepada pengusaha jika berlaku peningkatan 

dalam kos produk tersebut. Contohnya; pada kadar harga diesel RM2.70 seliter di pasaran, 

kerajaan terpaksa memberikan subsidi dan kehilangan cukai jualan sebanyak RM1.20 seliter bagi 

membantu pengusaha bas berhenti-henti menikmati harga diesel pada kadar RM1.50 melalui 

Sistem Kawalan Diesel Bersubsidi fleet card atau skid tank.  

 

 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

92 
 

“Laksana Mencari Sungai Yang Tiada Berhulu” 

12.40 tengah hari, 26 Mac 2009 (Khamis). Dalam kenderaan penguatkuasa BLPD; En. Salam bin 

Bachok, Pengarah Penguatkuasa BLPD bersembang dengan En. Ismail bin Hussin, Pegawai 

Penyiasat BLPD menuju ke pejabat selepas selesai menjalankan risikan.  

En. Ismail bin Hussin : Tuan. Kalau ikutkan lesen Syarikat Bas Ting-Ting, Laluan 

Pandan Indah-Menara Maybank (laluan no. 143), ada 6 

bas. Tapi hanya 2 bas yang beroperasi. 

 

En. Salam bin Bachok : Tu la…Jadi laporan media kurang tepat. Maknanya 

Syarikat Bas Ting-Ting taklah berhenti semua operasi. 

 

En. Ismail bin Hussin : Aha…  

 

En. Salam bin Bachok  Ala Mail… kita dah masak strategi pengusaha. Sure dia 

bagi alasan bas rosak. 

 

En. Ismail bin Hussin  So. Kita tak bolehlah charge memberhentikan 

perkhidmatan. 

 

En. Salam bin Bachok  Tapi hari ni kita dapat maklumat panas. Budak-budak 

driver  Bas Ting-Ting yang “pau” bas kata mereka tak 

boleh isi diesel kat skid tank di depo. 

 

En. Ismail bin Hussin : Bos…, bukan “pau” bas. Tapi sistem francais. 

He…he...Nanti orang YBM dengar boleh kena transfer 24 

jam. 

 

En. Salam bin Bachok  Ala…“pau” bas ke…, pajak bas ke…,  francais ke…, sama 

je. 
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En. Ismail bin Hussin : Menteri dah buat keputusan bos. Kita ikut je lah. Tapi 

secara peribadi saya memang tak setuju.  

 

En. Salam bin Bachok  Saya pun. Macam mana meniaga bas boleh difrancaiskan?  

 

En. Ismail bin Hussin  Kasihan driver yang “pau”  Bas Ting-Ting kena beli diesel 

kat stesen minyak. 

 

En. Salam bin Bachok  Tu tak pa. Seingat saya Syarikat Bas Ting-Ting cuma dapat 

subsidi melalui skid tank je. 

 

En. Ismail bin Hussin : Ya ke!!!? Kalau satu syarikat dapat subsidi 1 juta liter 

sebulan, kalau dijual diesel subsidinya akan dapat 

RM500,000.00. Cam tu, tak payah berniaga bas la!!!  

 

En. Salam bin Bachok  Tu yang kerajaan tengah pening ni. Dah ada Nanotag  

diesel bersubsidi pun…diaorang masih boleh selewengkan 

lagi? 

 

En. Ismail bin Hussin : Bos perasan tak?  Bas Ting-Ting tu pun sebenarnya 

majoriti penumpangnya bukan warga tempatan. Boleh 

dikatakan yang trip pagi tadi yang menaiki bas tu cleaner-

cleaner yang bekerja di ibu kota.  

 

En. Salam bin Bachok  Untung orang mendatang kat negara kita. Tak bayar cukai 

tapi dapat subsidi.  

 

En. Ismail bin Hussin  Tapi yang saya tak faham, kenapa subsidi harga diesel bas 

berhenti-henti RM1.50sen/liter. Sedangkan nelayan yang 

harga ikan tidak dikawal pulak dapat subsidi harga diesel 

lebih murah RM1.00/liter? 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

94 
 

 

En. Salam bin Bachok  Entahlah… 

 

Sambil teranguk-angguk terlena dek kepenatan membuat 

risikan seawal sebelum subuh tadi. 

 

“Berat Mata Memandang Berat Lagi Bahu Memikul” 

2.20 petang, 26 Mac 2009 (Khamis). Suasana di bilik SUB BLPD tenang. Datuk Noraini bt. 

Jamil  sedang menyemak surat “keluar masuk”.  

Terlintas di fikirannya akan SMS YBM tengah hari tadi. “Kalau batal lesen laluan  Bas Ting-

Ting, sapa pulak nak cover laluan tu? Dah la laluan tu memang laluan sosial”. Bisik hatinya. 

Beliau juga teringat akan perbincangan dengan En. Salman bin Yaakob, Pengarah Urusan 

Syarikat Bas Negara tiga hari yang lepas yang memaklumkan bahawa syarikatnya masih 

menunggu 40 buah bas yang dibeli dari China yang akan sampai pertengahan tahun ini. Tetapi 

dijangkakan bas-bas tersebut akan lewat diterima disebabkan ada keputusan Jemaah Menteri 

agar spesifikasi bas yang Bas Negara tempah tersebut diubahsuai supaya ada kemudahan untuk 

golongan kurang upaya (OKU). 

 “Ni yang masalah. Nak sediakan perkhidmatan awam untuk orang yang sempurna pun tak 

terbela lagi, ni nak sediakan untuk orang OKU pulak. Aduh…berapa banyak lagi kos yang 

terpaksa ditanggung oleh kerajaan?”. Fikirannya terus melayang.   

“Ya la. Kerajaan pun tak adil. Tubuhkan syarikat Bas Negara, kemudiannya bersaing dengan 

pengusaha sedia ada. Bas Negara boleh la, sebab bas pun kerajaan modalkan. Dia cuma jaga 

operasi sahaja. Itupun tahun lepas rugi. Duit rakyat semua tu. Bila Bas Negara tawarkan harga 

tambang lebih murah; alasan nak tarik rakyat guna perkhidmatan awam, Syarikat Bas Ting-Ting 

pulak saman kerajaan. Aku juga yang kena turun naik mahkamah”.  

“Tapi, ini la sebenarnya model industri perkhidmatan bas berhenti-henti.  Kerajaan kena campur 

tangan dan kawal bilangan pengusaha.  Ni… kita ada lebih 135 pengusaha bas berhenti-henti. 

Sapa yang mohon lesen dan ada permohonan “cantik” diluluskan. Tak ada blue print menyeluruh 
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pasal industri? Tak ada data pasal bilangan penumpang? Tak pernah buat auditan kewangan dan 

operasi pengusaha? Pihak Berkuasa Tempatan kalau tanya perlu tak perkhidmatan bas di laluan 

yang dipohon pun pakai tenyeh je. Kalau ada “jalan baik” dapat la sokongan. Entah-entah 

sokongan permohoanan lesen tenyeh bawah pokok je”. 

“Memang harap sangat la kehadiran syarikat bas Bas Negara ini membawa perubahan kepada 

industri perkhidmatan bas berhenti-henti. Tambang bas murah, bas-bas baharu, selesa, ada air-

cond. Yang penting pemandu-pemandu bas mesti berdisiplin. Baharu la dapat memenuhi 

keberhasilan utama negara”. Pujuk hatinya. 

Lamunan Datuk Noraini bt. Jamil terganggu dengan intercom dari setiausahanya Cik Salwani Bt. 

Hashim. 

Bib-bib... Bib-bib... Bib-bib... 

Datuk Noraini bt. Jamil : Ya, Wa. 

 

Cik Salwani Bt. Hashim : Datuk, PA Ketua Setiausaha (KSU) bagi tahu KSU nak 

jumpa sekarang. 

 

Datuk Noraini bt. Jamil : Apa hal pulak ni? 

 

Cik Salwani Bt. Hashim : Dia kata pasal kertas maklumbalas Jemaah Menteri dari 

Menteri Duit Negara. 

 

Datuk Noraini bt. Jamil : Ok la. Bagi tau En. Norman suruh joint sekali ya. 
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“Ditelan Mati Emak Diluah Mati Bapak” 

3.00 petang, 26 Mac 2009 (Khamis). Memorandum Jemaah Menteri dari Menteri Duit Negara 

ialah mengenai Kajian Semula Tarif Insurans Motor Baharu. Dijangkakan dengan semakan ini, 

kadar premium bas berhenti-henti yang melebihi usia 15 tahun akan dikenakan loading sehingga 

35 peratus. Berdasarkan statistik, daripada 4,500 bas berhenti-henti di negara ini, hanya 20 

peratus sahaja yang berusia kurang daripada 15 tahun.  

 

Datuk KSU : Pening betul. Macam mana pulak Kementerian Duit 

Negara boleh propose kertas macam ni? 

  

Datuk Noraini bt. Jamil : Saya pun pelik. Kata tak nak bebankan rakyat.  

 

En. Norman bin Jailani : Kita punya la tunggu que dan masa yang sesuai nak 

naikkan kadar tambang bas berhenti-henti yang dah parah 

ni. Tup-tup…Menteri Duit Negara cadang naikkan 

premium insuran bas berhenti-henti. 

 

Datuk KSU : Sebenarnya kalau kos-kos operasi bas berhenti-henti yang 

kerajaan boleh kawal tak naik, pengusaha boleh tolak ansur 

mengenai tuntutan kenaikan kadar tambang. 

 

Datuk Noraini bt. Jamil : Lagi satu Datuk, operasi bersepadu di Kuala Lumpur oleh 

Jabatan Keselamatan Jalan, Biro Alam Sekitar, Jabatan 

Anti Dadah Negara, Lembaga Imigresen  dan Dewan 

Bandaraya yang sedang dijalankan sekarang mengganggu 

operasi pengusaha bas berhenti-henti. Saya difahamkan 

semalam dekat 10 biji bas tak lulus ujian asap. Jabatan 

Keselamatan Jalan dapat tangkap ada pemandu bas tak ada 

lesen memandu kenderaan awam. Jabatan Anti Dadah 

Negara pulak dapati ada 5 pemandu yang positif dadah. 
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Lembaga Imigresen dapat tangkap 2 warga Indonesia yang  

menyalahgunakan pas lawatan dan bekerja sebagai 

konduktor bas. 

 

Datuk KSU : Semalam saya mesyuarat di Kementerian Pekerja Swasta. 

Mereka nak jugak enforce gaji minimum RM900 kepada 

pemandu bas berhenti-henti.  

 

Saya dah cakap kat KSUnya. Industri pengangkutan awam 

di negara kita ni enviromentnya lain sikit. Gaji 

pemandunya dibayar ikut trip. Sebab kalau gaji bulanan 

ada je alasan pemandu tak datang kerja. Kalau dah tak 

datang kerja sapa pulak kena pandu bas?  

 

Datuk Noraini bt. Jamil : Ya la Datuk. Pengusaha pun masih mengharapkan agar 

permohonan menggaji pemandu warga asing 

dipertimbangkan oleh kerajaan. Memang susah nak cari 

pemandu warga tempatan sekarang ni Datuk. 

 

 

“Bulat Air Kerana Pembentung, Bulat Manusia Kerana Maufakat” 

“Tit-tit... Tit-tit...”  Telefon bimbit  Datuk KSU berbunyi. SMS daripada  YBM. “Datuk KSU. 

Saya dah bincang dengan Timb. Perdana Menteri untuk chair meeting Jawatankuasa Kabinet 

Mengenai Bas Berhenti-Henti. Nak bincang detail mengenai tambang bas berhenti-henti sebelum 

bawa ke Kabinet. Uruskan dalam masa terdekat”. 

Datuk KSU : Noraini…, Norman…, Menteri bagitau TPM nak panggil 

Mesyuarat Jawatankuasa Kabinet Mengenai Bas Berhenti-

henti. 
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Datuk Noraini bt. Jamil : Apa agendanya? 

 

Datuk KSU : Bincang pasal tambang bas berhenti-henti. Man…, kau 

hubungi pejabat TPM dapatkan datenya. 

 

En. Norman bin Jailani : Abis, Memorandum Menteri Duit Negara ni macam mana? 

 

Datuk KSU : Bagitau Kementerian Duit Negara, suruh mereka table juga 

paper ni kepada mesyuarat. Baru dia tau susahnya bila jaga 

dan kawal tambang bas ni. 

 

Datuk Noraini bt. Jamil dan En. Norman bin Jailani beredar meninggalkan bilik Datuk KSU. 

“Norman…Esok Sabtu dan Ahad kau kerah budak-budak kau datang opis buat persediaan 

mesyuarat”. Arah  Datuk Noraini bt. Jamil sambil En. Norman bin Jailani tersenyum sengih 

teringatkan sudah tiga hujung minggu berturut-turut terpaksa bekerja gara-gara tambang bas 

berhenti-henti. 

SENARAI LAMPIRAN 

1. Lampiran 1  Carta Organisasi Kementerian Pengangkutan Awam   

 

2. Lampiran 2  Carta Bahagian Lembaga Pengangkutan Darat 

 

3. Lampiran 3  Penyata Kewangan Dan Maklumat Syarikat Bas Ting-Ting  

 

 Lampiran 4  Model Penentu Kadar Tambang 

 

4. Lampiran 5  Bantuan Dan Subsidi Kerajaan Kepada Pengusaha Bas Berhenti-

Henti 

 

5. Lampiran 6  Keratan Akhbar: Subsidi Diesel dan Penyelewengan 
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6. Lampiran 7  Keratan Akhbar: Perkhidmatan Bas Berhenti-Henti: Masalah 

Accessibiliti OKU 
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Lampiran 1 

Carta Kementerian Pengangkutan Awam

 

 

Menteri 

Timbalan Menteri 

Ketua Setiausaha 

Pembangunan 

Timbalan Ketua 
Setiusaha (P) 

Bahagian Pengurusan 
Bahagian Sumber 

Manusia 

Bahagian Pengurusan 
Maklumat 

Bahagian 
Pembangunan 

Bahagian Pendaftaran 
Kontraktor 

Bahagian Lembaga 
Pengangkutan Darat 

Semenanjung 

Bahagian 
Pengangkutan Darat 

Sarawak 

Bahagian 
Pengangkutan Darat 

Sabah 

Usahawan 

Timbalan Ketua 
Setiusaha (U) 

Bahagian Kawalan 
Francais 

Bahagian 
Perancangan 

Bahagian Promosi 
Antarabangsa 

Bahagian Latihan 
Keusahawanan 

Bahagian 
Pembangunan 

Perniagaan 

Bahagian Koperasi  
Pengangkutan 

Khidmat Sokongan 

Agensi-Agensi Di 
Bawah Kementerian 
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Lampiran 2 

Carta Bahagian Lembaga Pengangkutan Darat 
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Lampiran 3 

PENYATA KEWANGAN DAN MAKUMAT  SYARIKAT BAS TING-TING SDN. BHD. 

Perkara Catatan RM 

    

 Revenue 

  Fare collection 

 

19,327,691 

  

    

  TOTAL REVENUE 

 

19,327,691 

  

    

  Operating Cost 

  Fuel (Diesel/petrol); Vehicle repair/ 

maintenance; Salary; SOCSO,EPF; Medical 

expenses, staff welfare, uniform; Insurance + 

Roadtax; Puspakom; Terminal rental; 

Terminal parking/depot; Toll & parking; 

Summons 

 

21,130,443 

  

  TOTAL OPERATING COST 

 

21,130,443 

  

  Administration 

  Other admin costs security guard,zakat 1,759,192 

  

  TOTAL ADMIN COST 

 

1,759,192 

      

Capital / Financing Cost 

  Depreciation 

 

5,180,851 

Other Finance Costs 

 

928,701 

  

  TOTAL CAP/FIN COST 

 

6,109,552 

  

  TOTAL COST 

 

28,999,187 

  

  PROFIT/ (LOSS) BEFORE TAX 

 

(9,671,187) 

  

  LESS :TAXATION 

 

(450,000) 

  

  PROFIT / (LOSS) AFTER TAX 

 

-10,121,496 
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Lampiran 4 

MODEL PENENTU KADAR TAMBANG (MPKT) 

1. Model Penentu Kadar Tambang (MPKT)  adalah model dalam menentukan kenaikan 

kadar tambang pengangkutan awam di negara ini. Model ini menggunakan metodologi pengiraan 

kadar tambang yang berasaskan kepada faktor kos yang memberi kesan kepada prestasi 

perniagaan pengusaha pengangkutan awam. Model dibentuk untuk mewujudkan satu mekanisme 

asas bagi mengira perubahan kadar tambang berbanding tambang sedia ada dan ia mencerminkan 

kenaikan sebenar dalam operasi kos, kualiti perkhidmatan, tahap kepuasan pengguna dan daya 

saing industri pengangkutan awam negara.  

 

2. Model ini menggunakan pendekatan analisis kos hasil (cost revenue analysist) yang 

menghasilkan satu indeks kos berpemberat.  MPKT ini menjadi asas penilaian dan penentuan 

kadar kenaikan kadar tambang bagi  pengangkutan awam. Model ini adalah satu fungsi yang 

dipengaruhi oleh komponen-komponen berikut :  

 

PA = f (KTPA) : (U,CSI) 

di mana :   

PA   = Kadar Tambang Penentu Industri Pengangkutan 

Awam 

KTPA  = Kadar Kenaikan Tambang Industri Pengangkutan 

Awam 

dan   

U   = Purata Keuntungan Syarikat    sebagai 

CSI  = Indeks Kepuasan Pengguna     moderator                                   

3. KTPA merupakan petunjuk khusus yang mengambil kira secara mikro kos tetap dan kos 

berubah (kos pengurusan dan kos operasi). Kos tetap merangkumi ansuran pinjaman, kos susut 

nilai, insurans, cukai jalan, lesen kenderaan. Kos pengurusan adalah termasuk gaji pekerja, 
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bayaran lebih masa, KWSP, PERKESO dan imbuhan pengarah. Manakala kos operasi pula 

merangkumi kos minyak pelincir, bahan api, caj terminal, tayar, penyelenggaraan, sewa pejabat  

dan depot. KTPA dikira menggunakan formula seperti berikut : 

KTPA = f (TP, J, O, KB, I, S, K, A) 

di mana 

TP = kos tenaga pekerja 

J = kos jaringan  

O = kos pengoperasian 

KB = kos faedah 

I = kos insurans 

S = kos susut nilai 

K = kos gantian kelengkapan kenderaan dan penyelenggaraan 

A = kos pentadbiran (lesen dan cukai jalan) 

 

4. MPKT mengesyorkan supaya kadar tambang bas berhenti-henti dinaikkan pada kadar 

30.0% hingga 35.0% bagi membolehkan pengusaha menikmati wealth ratio melebihi tahun sedia 

ada.  
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Lampiran 5 

BANTUAN KERAJAAN KEPADA PENGUSAHA BAS BERHENTI-HENTI 

 

 Antara bantuan dan subsidi yang disediakan oleh kerajaan kepada pengusaha pengangkutan 

awam adalah seperti berikut: 

1. Pemberian subsidi harga diesel dan NGV. Harga subsidi diesel ditetapkan pada kadar 

RM1.30/lite dan NGV 86 sen/liter berbanding RM1.80/liter dan RM1.20 seliter di stesen 

minyak; 

2. Pengurangan bayaran tol sehingga 50% bagi semua bas selama dua tahun mulai 15 

September 2008  dan menyebabkan kerajaan terpaksa membayar pampasan kepada 

syarikat konsesi tol berjumlah RM45 juta setahun; 

3. Pengecualian cukai jualan sebanyak 10% ke atas pembelian bas-bas baharu; 

4. Cukai jalan bagi bas berhenti-henti pada kadar RM2 setahun; 

5. Menyediakan kemudahan pinjaman mudah melalui dana pengangkutan awam berjumlah 

RM3 bilion untuk membiayai perolehan aset bas; 

6. Menyediakan kemudahan pembiayaan RM200 juta yang mudah dan murah (4% anuiti) 

bagi membeli bas  serta peningkatan aksesori bagi meningkatkan kualiti perkhidmatan; 

7. Geran RM50,000 bagi perolehan bas NGV atau RM25,000 bagi penukaran enjin kepada 

NGV. 
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Lampiran 6 

KERATAN AKHBAR: SUBSIDI DIESEL DAN PENYELEWANGAN 
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Lampiran 7 

Perkhidmatan Bas Berhenti-Henti: Masalah Accessibiliti OKU 

Wheelchair-Unfrendly Rapid KL Buses. 

Barrier-Free and Accessible Transport Group (BEAT) consists of disabled persons who are 

concerned that no effort has been put into making public transport accessible in Malaysia, 

especially in Kuala Lumpur. With that in mind, BEAT Coordinator Christine Lee organised a 

group of disabled persons who are mostly wheelchair users to congregate at the Bangsar LRT 

Station in an attempt to board the Rapid KL buses there. 

Unfortunately, none of the buses have facilities to accommodate wheelchair users. This fact was 

acknowledged by Katherine Chew, Senior Manager Corporate Communications Division of 

Rapid KL. She then informed those present that Rapid KL will put into service 100 accessible 

buses within one month to address that issue. 

BEAT also presented a memorandum to Datin Paduka Chew Mei Fun, Parliamentary Secretary 

to Ministry of Women, Family and Community Development, who was present at the station. 

The contents of the memorandum included the call to the government to adopt and enforce 

accessibility standards for planning of all public facilities and public transport systems, and 

implement non-discriminatory policies and protect the rights and dignity of disabled persons. 

At the same time, Katherine has invited NGOs of disabled persons to a dialogue with Rapid KL 

next week. This is to get feedback from the NGOs on how the bus network can best serve the 

needs of disabled persons. BEAT indicated that accessible public transportation will not only 

benefit disabled persons but the elderly, pregnant women and persons with temporary mobility 

impairments. In the meantime, we wait with bated breath for the 100 new accessible buses to ply 

the streets of Klang Valley. 

  

Sumber: http://www.petertan.com/blog/2006/09/24/wheelchair-unfriendly-rapid-kl-buses/ 

 

http://www.putralrt.com.my/
http://www.kpwkm.gov.my/
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This case was developed in collaboration with the Indonesian Banking Development Institute 

(LPPI), Bank Rakyat Indonesia and Kamardy Arief. Authors would like to acknowledge the 

contribution of the following individuals who has been instrumental in the development of 

the case study – Mulyana Soekarni (LPPI), Wibowo Dwiyanto (Bank Mandiri), Lukita T. 

Kumaladewi (Bank Rakyat Indonesia) and Julie Rahmawati (LPPI). 

 

 

Leadership and Organisational Transformation of Bank Rakyat Indonesia 

 

Bank Rakyat Indonesia (BRI) is one of the largest state-owned banks in Indonesia, 

with a history dating back to 1895. BRI was established to provide banking services to the 

rural areas with a focus on promoting the development of the agricultural sector. Through the 

BRI village units system, subsidized credit was channelled to the agricultural sector. 

However, years of heavy losses and fiscal cuts due to the fall in oil prices in 1982 had made 

the village units unsustainable. The government was no longer able to maintain the drain on 

its resources incurred due to operating losses of the units and increasing default rates.  

 

Confronted with the options of closing or reforming the village units, the newly 

appointed President Director of BRI, Kamardy Arief, opted for the latter. This marked the 

beginning of a process which eventually made BRI one of the largest banks in Indonesia in 

mailto:nursofiza@aif.org.my
mailto:r.madden@aif.org.my


terms of assets and one of the most successful providers of commercial microfinance in the 

developing world. The success of BRI as it stands today owes much to the leadership of its 

past president directors, particularly so that of Kamardy Arief. Kamardy Arief provided long-

term committed leadership for the transformation of BRI’s approach to banking for the poor. 

 

 

Background of the BRI 

 

The BRI was founded in 1895 by Raden Arya Wirya Atmaja, in Purwokerto (Central 

Java) as a support and savings bank for civil servants under the name of Hulp-en Spaarbank 

der Inlandsche Bestuurs Ambtenaren or the Bank Assistance and Savings of Indonesian 

Native Elites. The bank underwent many transformations and changes to its name until it was 

finally re-established under the Law No. 21 of 1968 as a commercial state-owned bank with 

the mandate of financing rural development and the green revolution. Over the years, BRI’s 

business was dominated by subsidized credit programs of the Indonesian government. Part of 

the green revolution agenda was the national rice intensification program known as 

Bimbingan Masal (BIMAS) or "Mass Guidance".  

 

The village units system of BRI was created in 1969 under conditions of abundant oil 

revenues as a policy instrument for channelling subsidized credit to farmers under the 

BIMAS program. The credit program was part of the government’s broader efforts to gain 

national self-sufficiency in rice production
1
. The network of village units was set up in sub-

districts in rice-growing areas and was used to disburse BIMAS loans at subsidized interest 

rates to participating rice farmers
2
. In addition, the government was also subsidizing the 

administrative costs of the village units. Hence, the role of the village units was just as an 

agent for the government’s agricultural development program. The number of BRI village 

units grew from 18 in 1969 to 537 in 1970, but increased rapidly to reach 2,131 after the 

surge of the oil price in 1973. By 1980, the BIMAS credit program succeeded in achieving 

rice self-sufficiency. In 1983, the number of village units had multiplied to 3,617 units. The 

village units were also authorized to collect savings in 1974, but this portfolio was an 

insignificant source of funds for BRI.  

                                                
1
 The objective of the BIMAS program was to increase agricultural production and farmers’ income through 

crop intensification. The program adopted a three pronged approach: (1) modern rice farming; (2) credit to 

purchase modern inputs such as High Yield Varieties, fertilizer and pesticides; and (3) intensive guidance. 
2
 Bank Indonesia provided funding to BRI at 3% for on lending at 12% to rice farmers.  



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 
 

127 
 

 

In addition to the BIMAS program, the government also channelled two other 

subsidized lending programs through BRI’s village units, namely Kredit Mini for small rural 

businesses and Kredit Midi for medium-sized businesses. These credit programs were 

disbursing loans at rates that were far below the market rates - loans were made at 12% 

whilst savings rate was 15%. With the government implicitly guaranteeing these loans, 

farmers lacked the incentive to repay. Hence, BRI recorded a loss ratio of 17.5% in 1971. 

From a 25% default rate in 1971, more than half of BIMAS customers were in arrears a 

decade later. Although the government was successful in achieving its target of self-

sufficiency in rice production, this was achieved at the expense of heavy losses to BRI as a 

whole. 

 

 

External Catalysts for Transformation 

 

The surge in the oil prices in 1973 and 1979 enabled the government to invest 

substantial amounts in development programs, particularly in agricultural areas. The oil price 

boom also led to a huge increase in rural development grants, thereby injecting liquidity into 

the rural economy. Interest rates on deposits were set at an artificially low rate to keep costs 

of capital low for state-owned banks as these banks were used as vehicles by the government 

to finance development projects. Hence, state-owned banks were funded primarily by 

liquidity credit from the government.  

 

 With the end of the oil price boom in 1982, an era of liberalization and deregulation 

was ushered in. Faced with huge losses of income from oil revenues, the government shifted 

its approach from a supply-driven to a demand-driven financial system. Indonesia’s export 

earnings from oil plunged by 24% as oil price dropped significantly from $35 per barrel to 

$10 per barrel in mid 1980s.
3
 Coupled with world recession, the domestic economy slowed 

down significantly, more so with additional balance of payments pressure. In addition, 

structural weaknesses such as inefficiency and market distortion had worsened Indonesia’s 

economy.  

 

                                                
3
 In 1983, oil and gas accounted for approximately 80% of Indonesia’s export revenue. 



As a response, a series of integrated fundamental policy measures were implemented 

by the government including the deregulation of the financial sector which covered both 

monetary and banking sectors. The first financial deregulation measures introduced in June 

1983 comprised full interest rate deregulation, elimination of credit ceilings and phasing out 

the liquidity credits being supplied to state-owned banks. Prior to deregulation, private banks 

were subjected to credit ceilings and hence, limiting their interest in mobilizing deposits. 

Deregulation measures were intended to encourage banks to mobilize savings and deposits; 

extend credit to productive and profitable sectors of the economy; minimize market distortion 

and create more efficient fund allocation by allowing banks to compete freely; and prevent 

capital outflow since domestic interest rates would be made in line with international interest 

rates.  

 

Following these deregulation measures, the central bank (Bank Indonesia) adopted 

indirect monetary instruments, namely in the form of reserve requirements, discount facilities 

and open market operations in place of credit ceilings and interest ceilings. Adoption of an 

indirect monetary management allowed Bank Indonesia to influence the quantity of bank 

reserves and hence, determine the supply of reserve money – both amount available and 

amount required. In order to conduct open market operations, two monetary instruments were 

introduced - Sertifikat Bank Indonesia or Bank Indonesia Certificates (SBI) and Surat 

Berharga Pasar Uang or money market securities (SBPU). The SBI was first issued by Bank 

Indonesia in February 1984 to encourage banks to invest short term funds in SBIs. As the 

market deepened, Bank Indonesia was able influence consistent preservation of bank reserves 

through the buying and selling of these SBIs. 

 

The financial and monetary reforms had resulted in a number of positive effects on 

the development of the banking sector including the deepening and broadening of the 

domestic financial system. The deregulation of interest rates allowed banks to determine 

interest rates on deposits and loans which subsequently attracted more funds into the banking 

system and boosted growth of state-owned banks to almost 12% vis-a-vis 2% during the pre-

reform period. Only six months after the reforms, the total amount of deposits held at state-

owned banks increased to almost 90% more than the amount held at the end of 1982. The 

phasing out of liquidity credits forced state-owned banks to compete for funding sources with 

private banks through modernizing their operations and improving their service quality as 

well as products offered. The monetary reforms that were put in place allowed Bank 
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Indonesia to control inflation at 7.25% while the rate of economic growth was an average of 

5.1% (see Figure 1 below). Financial asset growth in real terms more than doubled to 13.2% 

from 1982 to 1988.  

 

Figure 1: Economic Growth and Inflation in Indonesia (1968 – 1983) 

 

 

Source: Ascarya (2011) 

 

 

 However, the reform measures implemented in 1983 did not include institutional as 

well as market environment changes. Hence, the financial sector experienced the second 

wave of liberalization in October 1988. Known as PAKTO 88, rules governing the 

establishment of new banks and bank branches were liberalized whilst local rural banks were 

established, aiming at encouraging banking sector expansion and tapping domestic savings as 

well as financing for development projects. The reserve requirement was lowered from 15% 

to a uniform 2% on all deposits and subsequently managed to reduce the spread between 

borrowing and lending rates. Furthermore, the tenor of SBI and SPBU were expanded to 

include longer maturity ranging from 30-day to 180-day time-frames. PAKTO 88 had 

successfully achieved its objective of promoting competition in the banking sector via 

increasing the number of banks operating in the country. The number of banks rose from 111 

in 1988 to 240 in 1994 whilst the number of bank branches had increased from 1,728 to 4,888 

(excluding BRI’s village units) during the same period.  

 

 The banking sector reforms continued in the next two years following PAKTO 88. 

Reform packages known as PAKMAR and PAKJAN were enacted by Bank Indonesia in 

March 1989 and January 1990, respectively. Similar with previous reform measures, the aim 



was to curb inflation and strengthen the domestic banking structure. Under PAKMAR, 

restrictions on the amount of offshore borrowing were lifted. This allowed banks to borrow 

freely offshore so long as they lent domestically in foreign exchange or covered their 

position. PAKJAN, on the other hand, eliminated the directed credit programs which had 

dominated the banking scene pre-reform and in replacement required banks to allocate at 

least 20% of their credit portfolio to small scale business lending. 

 

 Taken together, these three reform packages had accelerated the development of the 

Indonesian banking sector; both in the number of banks operating and the amount of credit 

extended. Between 1988 and 1992, the number of private banks more than doubled to 134. 

The amount of outstanding credit extended by the banking sector grew by 53.8% and 40.3% 

in 1990 and 1991, respectively. Private Banks’ market share of outstanding credit rose from 

23.1% to 41.7% from 1988 and 1993. Whilst the market share of state-owned banks declined 

sharply to 52.7% from 71% during the same period.  

 

 

Early Years and Career Growth of Kamardy Arief 

 

Kamardy Arief, the youngest of four children, was born to a family of farmers and 

traders in Muaralabuh, West Sumatera. His upbringing and education had made him a strong 

individual who challenged conventional thinking. After finishing elementary school in 

Muaralabuh, he joined his siblings in Bukittinggi to attend Junior High School. Working his 

way through Junior High School by selling shirts and batik
4
, Kamardy Arief learned from a 

young age the value and importance of hard work and independence. He later moved to live 

with his cousin in Jogjakarta and attended the Senior High School majoring at first in 

literature before switching to economics and law.  

 

He soon discovered his true metier was in economics and later enrolled himself at the 

Gadja   Mada University. Upon graduating with a Bachelor in Economics in 1960, Kamardy 

Arief applied for a position with Bank Indonesia (the central bank of Indonesia) as he viewed 

the central bank as having a strategic role in fostering economic development. His first 

assignment was at the Research Department before he was assigned to the Cooperative     

                                                
4
 Batik is a traditional hand-crafted textile which is made through a dying process using wax. 
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Division and rose to the rank of division manager. In 1968, Kamardy Arief was appointed as 

the Deputy General Manager, a post he held until 1973 when he was promoted to General 

Manager of Credit Chanelling. His final post in Bank Indonesia was that of Director, a 

position which he held for two terms. In August 1983, Kamardy Arief was appointed as 

President Director of BRI to lead the transformation of the bank -  a position that he held 

until 1992. 

 

 

Philosophy behind the Man 

 

His experiences while growing up contributed to his personality and character as an 

adult. During his early years when growing up, Kamardy Arief was greatly influenced by his 

religious teacher in elementary school. One piece of advice that has stuck with him and has 

since been an integral part of his life and work is “whatever you are doing, good or bad, even 

though no one is watching; God knows all”. This belief is grounded in his philosophy of 

honesty and integrity which has been passionately nurtured throughout his career. Having to 

work his way through school had made him intensely aware of the value of determination and 

hard work. Kamardy Arief’s guiding principle in life is “remember God in everything we do 

and always seek His blessings, guidance and strength as the path to success in life”. Hence, 

his leadership traits are products of his early upbringing, beliefs and values that have 

moulded his character and influenced his life. 

 

Kamardy Arief believes in open communication and encourages discussions as well 

as expressions of opinions from his peers and members of his staff. He often invites 

innovative thinking by creating open environments for information and idea sharing. This 

was translated into conducting regular meetings with the bank’s branch managers during his 

tenure as the President Director of BRI.  

 

Kamardy Arief emphasized the importance of competency and maximum 

performance from a professional what ever one’s position is in the organization. For example, 

to him, even a typist is very important in the organization if she or he is consistently correct 

and perfect in performing the tasks he/she is expected to do and complete. The philosophical 

importance linked to working hard and putting in extra man hours would also be well-



reflected on the amount of total working time put in when compared to that of his/her 

colleagues  

 

Kamardy Arief not only inspires and motivates those around him; he also recognises  

employees’ achievements and contributions to the organisation’s business goals. Kamardy 

Arief, however, enforces strict rules and is not afraid to reprimand those who don’t conform 

to internal policies and procedures; but he does so very fairly.  He is known as a man of 

discipline, stern and firm with his decision. Leadership virtues, as defined by Kamardy Arief 

are trustworthiness, respect commitment, integrity and honesty. 

 

During his leadership era, Kamardy Arief forced the employees to master high levels  

of expertise on such important matters as credit growth, cost of funds, and effective interest 

rate incomes. The budget figures then should be on par to their expected realizations. Such 

‘actions’ however were not welcome by senior employees, who preferred to remain in their 

comfort zone, and were respected by their younger employees. Lastly, he underlined the 

importance and very strategic position of a CEO in the organization as the CEO is the one 

who steers the organization towards a certain direction. Kamardy Arief’s leadership was also 

recognized by his successor, the next CEO of BRI after his tenure of stewardship. 

 

 

The Transformational Leader 

 

At the time of his appointment as the President Director of BRI in 1983, the bank had 

suffered record-high losses due to the increasing default rate (over 50%) and the large 

operating losses incurred by the village units. With falling oil prices, the government was 

faced with a massive budgetary burden to sustain the operations of the village units. The 

government’s decision to terminate the BIMAS program, and with it the massive subsidies to 

the village units, put the future of the entire network under jeopardy.   

 

BRI was faced with a difficult choice – either to take drastic measures to reform the 

village units or to close them down. The latter would have meant that a total of 3,600 village 

units had to be closed down; thus creating about 14,000-strong unemployment and depriving 

most rural Indonesians of access to formal banking. For Kamardy Arief, the latter option was 

not acceptable as he believed that BRI had a big role in the development of agribusiness and 
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small-scale entrepreneurs in Indonesia. Furthermore, BRI had the potential to develop a 

successful rural banking system in the country. 

 

Confronted with these challenges, albeit with huge potential opportunities, Kamardy 

Arief took steps towards organisationally transforming BRI. With a mission to transform BRI 

into becoming a viable commercial bank, Kamardy Arief and his management team initiated 

a strategy to introduce a new corporate culture within the bank itself. The change in culture 

was associated with a shift from being a heavily subsidised bank into one that would be self-

sufficient and profitable. Fundamental changes in line with the new corporate culture were 

introduced in the reorganization of BRI.  

 

Institutional changes included the introduction of a more systematic promotion 

criteria and an effective staff incentive and reward system based on good performance. Under 

the newly revamped promotion system, members of staff of the village units were 

incorporated into the wider BRI personnel system. Performance incentives were geared 

towards profitability as members of staff were made accountable for their own particular 

village unit’s performance. The incentive systems were based on individual as well as group 

performances whereby the latter incentives built on group performance were based on strong 

teamwork. For example, if a village unit performed well, all members of staff of that unit 

would be rewarded in the form of financial and non-financial incentives. The pay structure 

was also revised to address the issue of payments made below par as BRI was then among the 

lowest paying employers of the state-owned banks in Indonesia. Kamardy Arief made this as 

one of his priority measures because he realized the importance of an effective staff incentive 

system and how this will help promote the new organizational culture that was to be 

introduced. 

 

In order to ensure the success of the transformation program, his first challenge was to 

change the mind-sets of both management personnel and members of staff. Employees, 

especially those employed under the village units system, had to be re-oriented from being 

mere administrators and bureaucrats into becoming bankers. This also involved a change of 

attitude towards possessing a business focus and treating the poor as customers and not as 

beneficiaries of the loans. Massive training programmes were implemented for the transfer of 

knowledge and for development of new skills.   

 



Kamardy Arief and his management team would go out on field visits and meet 

branch managers to elevate their understanding of the organisational transformation that was 

underway including enhancing their understanding of rural financial markets. This exercise 

allowed the BRI team to quickly learn and act on problem issues happening on the ground; 

resulting in fast turnaround in problem solving. It also allowed him to meet up with the 

branch managers to assess their current level of competencies and aptitudes, and to decide on 

their onward developmental needs. Despite coming under heavy criticisms from some 

quarters within BRI, citing waste of time and resources as the major critique to his 

management style, Kamardy Arief stood by his decision and didn’t back down. He strongly 

believed that an effective supervision, training and development system for branch managers 

could set the bank up ready for competition. Even though he did face some resistance from 

the employees in the early stages, he interpreted their resistance as being largely based on 

lack of understanding of the changes that were taking place then.  

 

Kamardy Arief was a man armed with a vision of taking BRI to greater heights and of 

propelling BRI to be in the same league as other renowned agricultural banks such as the 

Credit Agricole Bank in France and Rabobank in the Netherlands. In order to achieve this, 

he went on a successful mission of relocating BRI’s headquarters to its current location at 

Jalan Sudirman which is at the heart of the business and financial district in Jakarta. He 

understood the need for such relocation for the branding of BRI as a mega agricultural bank 

meant to fully enter commercial banking fully-equipped with a comprehensive diversified 

portfolio.  

 

Innovation within BRI – from subsidy to self-reliance 

 

A significant change that Kamardy Arief brought to BRI was to restructure the loss-

making village units into becoming profit centres within BRI and to adopt a more 

commercial business model (no subsidies, sustainable interest rates, efficient management, 

increased efforts to mobilize savings). Kamardy Arief brought in technical assistance from 

Harvard University’s Centre for International Development to help design a new village unit 

system. The village units were completely overhauled to operate as separate self-sustaining 

profit centres within BRI itself with the view of providing access to rural credit and savings 

without the need for government subsidies. As part of the process of increasing efficiency of 

the village units, many of them were relocated from rice planting areas to more centralized 
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locations of the sub-district, and which are often close to the market place. Individual village 

units were kept small by limiting the number of staff to only 4 - a manager, a loan officer, a 

teller and a desk officer. However, if the business volume of the village unit increases, 

additional staff (up to a maximum of 11) will be posted to the unit. After which the unit will 

be split into a new unit so that its operation remains small and focused. Village units that 

were unprofitable were either closed down or downgraded to just becoming village service 

posts.  

 

Under the reform program, village units adopted market-based interest rates on loans
5
 

and were transformed into full service rural banking outlets. Hence, the village units were 

placed under their own administrative structure, supervised by branches and audited by 

regional offices. A full revision of the bookkeeping, audit and supervision systems was also 

introduced in line with the transformation of village units from the branch windows status to 

independent financial units. A more effective accounting system was adopted whereby each 

village unit will provide its own financial statements. This allows BRI management to assess 

the unit’s performance as that of a profit centre. Performance evaluation of the village units 

moved away from the number of hectares covered or total loans disbursed (as was the case 

during the BIMAS program), to evaluation based primarily on their profitability. The 

information system was standardized to provide timely information on key performance 

indicators to managers and supervisors. Greater accountability was also placed on the village 

unit’s staff on the unit’s performance. For example, if arrears exceeded 5%, the unit 

managers would be stripped of their lending authority. 

 

Innovation within BRI took place at both market and product level. At the market 

level, the business model of the village units which was initially oriented towards agricultural 

and commodity lending was changed towards adopting a more income approach in credit 

lending. Hence, any creditworthy person for any productive enterprise was able to obtain 

loans from BRI. At the product level, emphasis was placed on innovation in savings and loan 

products. Two new products called Kredit Umum Pedesaan (KUPEDES) and Simpanan 

Pedesaan (SIMPEDES) were introduced in 1984, on the heels of the financial liberalization 

reforms which began in 1983. Kamardy Arief acknowledged the crucial role played by the 

consultants who helped analyse the availability levels of funds in the rural areas; and it was 

                                                
5
 Interest rates were adjusted to provide a sufficient spread to cover operating costs and loan losses. 



based on these findings that the products of SIMPEDES could boom with success. These 

products later became the backbone and trademark of the newly reformed village units. 

 

Based on experiences of the high default rates previously associated with BIMAS 

operations, it was agreed that BIMAS credit would be handed over to cooperatives which 

then would forward the credit facilities to their members, with this credit being given by BRI 

branches. As replacement for the products of BIMAS, Kredit Midi and Kredit Mini;, BRI 

developed KUPEDES which is a commercial loan product. The primary aim of KUPEDES is 

to provide credit to small-scale borrowers and mobilize rural savings. KUPEDES was not the 

same with the Grameen Bank of Bangladesh, in that funding of KUPEDES was not 

dependent on funds from abroad as was the case with the Grameen Bank. In order to ensure 

that the village units break even within 3 years, the KUPEDES interest rate was set at 1.5% 

flat per month on the original loan balance (equivalent to 33% annual effective rate). 

Sufficient collateral is required from borrowers to cover the loan value in the form of land 

titles or by the pledging of buildings, motorcycles or other properties. Initially, the loans were 

given amounting to between $25 and $1,000 but over time the maximum loan size increased.  

 

BRI also created incentives to borrowers to encourage repayment. For example, 

borrowers of the KUPEDES program are offered a timely repayment incentive equivalent to 

a refund of 25% of the interest paid on the loan. However, a penalty of 0.5% per month is 

imposed on the borrowed amount for late payments. For customers who did not have enough 

to fulfil the  required collateral so as to qualify, they may surrender properties such as their 

radios and TV sets, just so to instil some psychological impact on them as borrowers 

although admittedly BRI actually could not sell any of such ‘collaterals’. 

 

Under the reform measures, high priority was given to mobilizing savings which 

became an integral part of the village unit philosophy. The SIMPEDES rural savings program 

was introduced after several extensive market surveys and research were conducted on the 

demand for savings and loan products involving low-income people. These studies provided 

evidence that people in rural areas tend to be savers rather than borrowers. Hence, savings 

products were seen as an effective instrument of resource mobilization. The SIMPEDES 

savings scheme offered attractive features such as positive real returns to depositors and 

unlimited withdrawals at any time. A lottery component with attractive prizes was also 

introduced in the scheme to attract customers and potential savers to open savings accounts. 
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SIMPEDES savers were entitled to participate in regular semi-annual lotteries which were 

held at sub-district levels. The lottery soon became a popular feature of SIMPEDES and soon 

developed into becoming an effective marketing strategy. 

 

Following the success of SIMPEDES, its urban counterpart called SIMASKOT was 

introduced in 1989. As a savings product for the urban community, SIMASKOT has the 

same basic features of SIMPEDES except for the interest rate structure. Interest rates for 

SIMASKOT is generally higher than that of SIMPEDES because the former takes into 

account the larger savings capacity of urban customers and the stiffer competition that BRI 

faces with other banks operating in the urban areas. Hence, interest rates ranged between 

11% and 14.5%. 

 

 

Performance of BRI post-transformation period 

 

Within a six-year period, Kamardy Arief was able to transform BRI from an ailing 

government-owned bank into a viable and self-sufficient bank. The KUPEDES and 

SIMPEDES programs proved to be a huge success. In a mere 3 years after their introduction, 

the village units system had achieved profitability. The reforms led by Kamardy Arief had 

transformed the village units from loss making agricultural lending outlets into profitable 

rural banking outlets. The percentage of profitable village units rose substantially from none 

in 1983 to 13.6% in 1984 to 84% by the end of 1991. The village units which were incurring 

losses of $28 million in 1983, made a profit of $34 million or about two-thirds of total BRI 

profits in 1991 (ADB, 2000). 

 

The success of the SIMPEDES savings product provided village units with 

independent, stable sources of funds. By December 1989, they generated excess liquidity of 

about $63 million and all KUPEDES credits were funded by savings mobilised through the 

village units (Table 1) (Siebel, 2005). The initial phase of transformation of BRI and the 

village units system was followed by a decade of rapid expansion and scaling up which was 

fuelled by financial deregulation and reforms. Since 1989, deposits had continued to outstrip 

loans in terms of numbers as well as volume. Total amount of deposits increased significantly 

when compared to his early tenure ship in 1983. On the fifth year of his leadership, i.e. in 

1988, total public deposits collected increased by 432.28%. At the end of his term at BRI, 



total deposits had increased to $2,049.9 million from $39.3 million in 1984 (BRI, 1989-1992; 

Robinson, 2001; Yaron, 1992). 

 

In terms of loan disbursement, loans available for disbursement rose by 698.26% in 

1993 compared to the beginning of his period as the President Director of BRI. As at the end 

of 1993, the village units had about 11.4 million deposit accounts amounting to about $2.1 

billion and there were 1.9 million borrowers with total outstanding loan amounts of $928 

million (BRI, 1993). 

 

During his tenure as the President Director of BRI, Kamardy Arief had successfully 

positioned the bank as one of the most profitable state-owned banks in Indonesia. The bank’s 

profit rose steadily from 8.5 billion rupiah in 1983 to reach the highest profit of 108 billion 

rupiah in 1990. BRI’s assets grew almost tenfold from 2.8 billion rupiah in 1983 to 25 billion 

rupiah by the end of 1992 (Table 2), an increase by 766.79% under his stewardship (BRI, 

1983-1993). Hence, the restructuring of the village units which coincided with interest rate 

deregulation and liquidity credit withdrawal had enabled BRI to achieve remarkable 

performance and sustainable profit growth (Patten et al, 2001). 

 

The extraordinary achievements of Kamardy Arief in transforming BRI have earned 

him notable recognition and have never been eroded by the passage of time. His reputation 

as a leader with a vision and passion served as a head cornerstone for BRI’s success. His 

contribution to the success of the bank transcends time whilst his extraordinary commitment 

and selfless enthusiasm continues to inspire the bank’s employees to reach their fullest 

potential.  

 

 

However, Kamardy Arief attributed the success achieved by BRI to the commitment 

and support shown by the management team as well as the staff at BRI. Without a doubt, he 

acknowledged that the consultants and advisors played a commendable role in BRI’s success 

story, but ideas put forward by his team and the implementation of all strategies were 

undoubtedly the critical success factors. Based on the extraordinary performance of BRI 

under his leadership, Kamardy Arief was appointed as a member of the People’s 
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Consultative Assembly in 1986.
6
 Although he has long since retired, Kamardy Arief remains 

a well-respected figure within BRI and often attends events organized by the bank. His 

commitment to BRI continues in his retirement years even until today.  

Table 1: Financial Performance of BRI Units, 1984 – 1993 

 

 Deposits Loans Outstanding    

Year Number 

Amount 

($ 

million) Number 

Amount 

($ million) 

Savings-

to-loans 

ratio (%) 

Surplus 

Liquidity 

($ 

million) 

Arrears 

Ratio 

(%)* 

1984 2,655 39.3 640,746 103.4 38 (64.1) 5.4 

1985 36,563 75.5 1,034,532 203.6 37 (128.1) 2.1 

1986       418,845 107.1 1,231,723 203.7 53 (96.6) 4.5 

1987 4,183,983 174.2 1,314,780 260.4 67 (86.2) 5.8 

1988 4,998,038 284.8 1,386,035 313.3 91 (28.5) 7.4 

1989 6,261,988 534.9 1,643,980 472.1 113 62.8 5.4 

1990 7,262,509 902.9 1,893,138 736.2 123 166.7 4.1 

1991 8,587,872 1,275.4 1,837,549 730.8 174 544.6 8.6 

1992 9,953,294 1,648.4 1,831,732 799.5 206 848.9 9.1 

1993 11,431,078 2,049.9 1,895,965 927.7 221 1,122.2 6.5 

*Total payments overdue one day or more in % of total loans outstanding, excluding written off. 

Source: Bank Rakyat Indonesia (BRI), Laporan Statistik BRI Unit. 

 

 

 

 

 

 

 

 

 

 

                                                
6
 The People’s Consultative Assembly (Majelis Permusyawaratan Rakyat) is the highest legislative branch in 

Indonesia's political system. It is composed of the members of the People's Representative Council and the 

Regional Representative Council.  

http://en.wikipedia.org/wiki/Politics_of_Indonesia
http://en.wikipedia.org/wiki/People%27s_Representative_Council
http://en.wikipedia.org/wiki/Regional_Representative_Council


Table 2: Bank Rakyat Indonesia Financial Highlights, 1980 – 1993 

Years 
Total Assets 

(Rp million) 

Loans 

(gross) 

(Rp million) 

Deposits 

(Rp million) 

Equity 

(Rp million) 

Profit and Losses Financial Ratios  

Net 

interest 

income 

(Rp million) 

Income 

after tax 

(Rp million) 

Return 

on 

Asset 

(%)* 

Return 

on 

Equity 

(%)** 

Loan to 

Deposit 

Ratio 

(%)*** 

1980 997,368 798,200 1,519,544 52,044 3,839 2,350 0.15 4.52 124.95 

1981 1,642,869 896,900 2,069,663 56,948 6,935 3,652 0.18 6.41 183.17 

1982 2,061,755 682,510 2,397,758 58,219 6,343 3,230 0.13 5.55 302.08 

1983 2,397,581 945,704 2,887,250 59,263 9,126 8,545 0.30 14.42 253.52 

1984 4,064,318 1,559,645 5,182,136 85,303 48,304 30,596 0.59 35.87 260.59 

1985 4,345,297 1,875,540 5,676,110 99,287 43,805 27,237 0.48 27.43 231.68 

1986 6,033,920 3,524,672 6,742,292 135,182 51,314 31,283 0.46 23.14 171.19 

1987 5,921,255 3,565,426 7,624,638 196,469 230,325 43,580 0.57 22.18 166.07 

1988 7,644,959 5,033,771 10,419,422 465,017 317,232 62,501 0.60 13.44 151.87 

1989 10,461,144 6,588,344 14,307,197 640,738 452,745 76,523 0.53 11.94 158.78 

1990 14,781,542 9,666,745 19,831,310 348,296 654,316 107,942 0.15 4.52 124.95 

1991 15,872.,368 11,626,004 21,211,944 398,996 671,093 53,410 0.18 6.41 183.17 

1992 18,322,724 13,832,687 25,013,314 318,574 687,328 57,220 0.13 5.55 302.08 

1993 19,138,861 14,603,000 25,031,454 455,789 654,457 72,766 0.30 14.42 253.52 

Source: Bank Rakyat Indonesia ‘s Annual Report 1980 – 1993 & Seibel & Ozaki, Structuring of State –Owned 

Financial Institutional : Lesson from BRI, Asian Development Bank, 2009 

*ROA = Income After Tax/Total Asset 

** ROE = Income After Tax/Equity 

***LDR= Loans/Deposits 
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ABSTRACT 

 

This case study attempts to explore customer value by analysing activities in a coffee 

factory. Since the company is employing a cost leadership strategy therefore activities only 

create value when the benefits of these activities outweigh the cost associated with it. The 

analysis is done by using Value Chain Model. Discussion in the text only concentrated on the 

second segment of the model that is value chain activities. Value Chain Activities comprising 

Supply-Chain Management, Operations, Marketing (Sales), Distribution and Follow-Up 

Service. The focal point is how activities in each function incur the lowest cost possible. 

Keywords: Customer Value, Above-Average-Return, Value Chain Analysis, Bargaining 

Power of Suppliers, Cost Leadership Strategy. 

 

 

INTRODUCTION 

 

Sustainability is the ability of a firm to continue in the industry for as long as it can 

create value to its customers. Firm uses the availability of resources as the foundation for 

producing goods that will create value to its customers. Value is measured by a product’s 

performance characteristics and by its attributes for which customers are willing to pay. 

Understanding the concept of value creation is crucial as it serves the source of above-

average-return for the firm. Firms competing in the same industry should strive to earn above-

average-return and not merely average-return or simply return.  

 

 

 

 

mailto:hapsahm@sabah.uitm.edu.my
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VALUE CREATION THROUGH VALUE CHAIN ANALYSIS  

 

Value Chain Analysis can be used as a tool to study the part of a firm’s operations that 

create value and the a of the firm’s operations that do not create value. Such study is 

important because a firm earns above-average-return only when the value it creates is greater 

than the costs incurred to create that value. Value Chain Analysis is segmented into Support 

Function and Value Chain Activities. 

  

The following figures illustrates further each and every item as depicted in the above 

Model of Value Chain Analysis. 
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From the above we can see that each part of the firm carries out activities that will create 

value to its customers. To understand further the concept of Value Chain Analysis, it will be 

discussed in the context of a Coffee Factory located at Kolombong Industrial Area. 

 

 

COFFEE FACTORY 

 

Cap Kuda Coffee Company (CKCC) was incorporated in 1969, it is a family-typed 

business owned and founded by Cheen Boon Yap. The company’s primary activity is 

processing coffee from bean to powder, the process starts from planting the coffee bean, 

roasting (double), caramelizing, grinding and packaging. The company is located in Sedco 

Industrial Estate, Kolombong , Sabah.  The company is producing two products namely ‘Kopi 

O Cap Kuda’ and Authentic Sabah Coffee. There are two types of  ‘kopi O Cap Kuda’ namely 

“Classic Coffee”and “Arabica Coffee”.  

Discussion on Value Chain Activities and CKCC’s operation is limited to the processing of 

Classic Coffee only. 

 

 

COST LEADERSHIP STRATEGY 

 

Value Chain Analysis is influenced by the strategies under Business-Level Strategies. 

Basically, Business-Level Strategy assists an organisation as to how to position itself 

competitively in the industry. Firms employing Business-Level Strategies are competing on 

target market (broad market or narrow market) and basis for customer value (lowest cost or 

distinctiveness). 

 

         CKCC is employing cost leadership strategies as the company is competing on broad 

market and the basis for customer value is the lowest cost. This strategy is appropriate when 

the company is embarking on mass production and producing standardised products. Due to 

mass production the company is able to bring down its overhead cost resulting in lower 

production cost per packet.  
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The value chain activities of CKCC are as follows: 

 

a. SUPPLY – CHAIN  MANAGEMENT 

 

Raw materials required to produce Classic Coffee are Liberica Coffee bean, sugar, margerine 

and wheat.  

 Liberica Coffee Bean Sugar, Margerine, Wheat 

Suppliers 

 

 

                         Liberica Coffee Bean 

 Supplied by CKCC’s 

plantation farm hence 

ensures constant 

supplies. 

 The bargaining power 

of supplier is weak as 

the firm supplies its 

own main raw 

material. The firm has 

better control over the 

price of material. 

 

 Purchase from local 

suppliers in batches based 

on Just-In-Time concept 

therefore can eliminate 

storage cost. 

 Purchase in bulk can 

enjoy bulk discount. 

 Supplies are available in 

abundance. 

 Regular purchases 

established good 

relationship with 

suppliers. 

 

Logistic Management  The plantation farm 

and  the company’s 

factory are both 

located in the west 

coast of Sabah which  

facilitates 

transportation (the 

coffee bean is 

transported by land).  

 Local purchase is 

available and there is no 

waiting period. 
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b. OPERATION 

 

Operation covers conversion of Liberica coffee bean to coffee powder through the following 

processes: 

 

Double Roasting                 Caramelizing                      Grinding         Packaging 

 

Operation Value Creating 

Activities 

Cost Implication 

Roasting 

 

 The coffee beans 

are roasted in 

batches of 60 kg 

each. Each batch 

will be roasted 

twice (two cycles) 

and each cycle is 

roasted for 12 

minutes. 

 

 The company uses 

state-of-the-art  

machine to roast the 

coffee bean.  

 

 Semi-skilled 

labours are hired to 

operate the 

machine. 

 

 Batch production and 

standardised 

materials,therefore, 

can enjoy economies 

of scale. 

 

 

 Mechanized roasting 

increases production 

efficiency resulting in 

less waste and cut 

cost. 

 Minimum wage 

payment reduces 

labour cost. 

Caramelizing  Coffee bean will be 

coated with sugar 

and margerine 

during 

caramelization 

process. 

 The process of 

caramelization is 

done in batches to 

maximize production 

resulting in less waste 

and save money. 
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Grinding 

 

 Grinding process is 

done continuously. 

 Mechanized 

processing. 

 Standardized 

flavour – Classic 

Coffee. 

 Semi-skilled labour 

are hired to operate 

the machine.  

 Mechanized and 

continuous grinding 

increases production 

efficiency resulting in 

less waste and cut 

cost. 

 Minimum wage 

payment reduces 

labour cost. 

 

 

Packaging  Packaged in plastic 

with standard sizes 

of 40 gram, 80 

gram, 500 gram and 

1 kg. 

 Packaging is done 

by two high 

technology 

packaging 

machines. 

 

 Efficient production 

resulting in less waste 

and cut costs. 

 

 

 Maximize production 

and minimize costs. 

 

 

c. DISTRIBUTION 

 

This part of the Value Chain Activities discusses  the channel of distribution and  suggest 

how to get the products to customers. Value creation is through use of low-cost modes of 

transporting goods and delivery times that produce the lowest costs. Distribution is carried 

out  by the company’s staff using company’s delivery van. Some customers prefer to go 

and make the purchase at the factory, however others like those from out of town will 

request the company to make delivery. The company’s distribution channels are as 

follows: 

 Restaurants 

 Coffee Shops 

 Grocery  Store throughout sabah 

 Servay Hypermarket 

 Giant Hypermarket 
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d. MARKETING (INCLUDING SALES) 

 

Activities include targeted advertising and low prices for high sales volume. Marketing 

activities of CKCC’s are as follows:  

Marketing Activities Cost Implication 

 The Brand Name that is CKCC. 

 The Product Logo “Cap Kuda”. 

 Serve as a powerful tool to 

promote the products as the 

company has been in 

existence since 1969. 

Minimum cost as the 

company enjoys customer 

loyalty through its brand 

name. 

 Advertisement via CKCC’s websites and mobile 

vehicles. 

 Standardized advertisement. 

The company can enjoy low 

advertisement cost. 

 Establishment of Coffee School.   The company welcomes 

people to its factory to see 

how coffee is being 

processed in its factory and 

gives talk on coffee. A form 

of promotion through its 

open door policy. 

 Food Fair organised by government agencies.  The company takes part in 

food fair to promote its 

product. Minimum cost 

incurred yet it receives 

greater coverage.  

 No ambassador.  The company does not use 

any ambassador to represent 

its product therefore enjoy 

low cost.  
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 Cap Kuda Mobile Coffee Stall  An innovative way to reach 

out to its customers at 

minimum cost. 

 CKCC sets up a cafe named Santola Bar  Santola Bar is located in the 

company’s factory. Coffee 

processed by the company is 

sold at the cafe.  The 

company promotes its coffee 

through this cafe which also 

serves as sales unit for the 

company. 

  

 

e. FOLLOW-UP SERVICE 

 

The company emphasizes on customers’ satisfaction and quality product. To show its 

commitment to quality, the company has been awarded with ISO 9001 : 2000 (Quality 

Management System) along with Halal certification which made it the first coffee company in 

Sabah that received Halal Certification. Apart from that,  the company also assumes full 

responsibility if the goods delivered to retailer were found damaged. The replacement of 

goods  will be made within three days. 

 

 

CONCLUSION 

 

Value chain analysis is used to identify and evaluate the competitive potential of resources 

and capabilities. By studying the firm’s capabilities relative to those associated with value 

chain activities and support function, firms can understand its cost structure and identify the 

activities through which they can create value. 
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Sinopsis 

 

Kajian kes ini mengkaji tentang aduan yang dibuat oleh ahli-ahli Persatuan Petani di Daerah 

Pendang mengenai masalah yang dihadapi oleh mereka akibat kekurangan teknologi dan 

teknologi yang sedia ada tidak dapat menampung hasil pertanian dan padi di daerah tersebut. 

Kajian kes ini juga akan mengkaji tentang tahap penerimaan para petani/pesawah terhadap 

penggunaan teknologi yang dapat membantu meningkatkan hasil pengeluaran tanaman di 

daerah tersebut di mana majoriti petani/pesawah didapati sukar untuk menerima pemindahan 

dan pengkormesilan teknologi untuk pertanian. Dalam kajian kes ini, Pengurus Pusat Promosi 

dan Pembangunan Teknologi MARDI, Encik Herman bin Ahmad memainkan peranan yang 

penting dalam usaha untuk melaksanakan projek pemindahan dan pengkomersialan teknologi 

di daerah Pendang. 
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ISU 

 

Tidak boleh dinafikan bahawa peningkatan ekonomi di Malaysia adalah disebabkan 

oleh peranan sektor pertanian. Para petani/pesawah di Malaysia telah banyak memberikan 

sumbangan sehingga tahun 1980, nama Malaysia telah diangkat sebagai pengeluar getah asli 

utama dunia. Hal ini membuktikan bahawa Malaysia telah mendapat pencapaian tertinggi 

melalui bidang pertanian. Berikutan dengan perkara tersebut MARDI yang telah ditubuhkan 

pada tahun 1969 adalah berfungsi untuk membantu para petani/pesawah dari segi kemudahan 

pemasaran produk, penyelidikan, pinjaman kepada yang memerlukan modal, dan khidmat 

sokongan kepada kumpulan sasar.  

 

Selain itu, kerajaan melihat bahawa bagi memajukan sektor pertanian, bidang ini 

perlu didedahkan dengan pelbagai kaedah-kaedah yang baru seperti pertanian komersial, 

pemindahan teknologi, pengkomersialan teknologi dan penemuan penyelidikan dan 

pembangunan (R&D) bagi membantu meningkatkan hasil produk dan secara tidak langsung 

kaedah-kaedah baru ini dapat diaplikasikan kepada para petani/pesawah di Malaysia. Untuk 

mencapai hasrat tersebut, dengan adanya kaedah-kaedah baru, banyak kepelbagaian produk 

dapat dihasilkan dengan lebih bermutu, sebagai contoh para pesawah dapat menghasilkan 

jenis beras yang pelbagai seperti beras pulut dan lain-lain untuk memajukan ekonomi negara.  

Pada era 2000 ini, teknologi amat memainkan peranan penting dalam memajukan industri 

pertanian. Penggunaan teknologi dapat memudahkan para petani untuk menghasilkan 

tanaman yang berkualiti dan dapat meningkatkan kuantiti hasil tanaman berbanding dengan 

menggunakan kaedah tradisional. Dengan adanya peningkatan teknologi, biji benih yang 

dapat dihasilkan adalah lebih bermutu, mesin-mesin yang digunakan adalah lebih canggih 

dan dapat membantu meringankan beban petani, dan saliran air yang sistematik juga dapat 

dibina dengan adanya pemindahan dan pengkomersialan teknologi. Persoalannya, 

mengapakah pemindahan dan pengkomersialan teknologi oleh MARDI tidak dapat diterima 

oleh para petani Malaysia dengan mudah? 

 

Pada 23 Ogos 2011, En Hassan bin Muhaimin yang merupakan penghulu dan juga 

pengerusi persatuan petani di Pendang, Kedah telah datang ke pejabat MARDI dan membuat 

aduan berikutan dengan kekurangan teknologi dan mesin oleh pihak petani/pesawah di 

daerah Pendang. Aduan tersebut telah didokumenkan oleh pihak MARDI kerana mereka 

menjangkakan perkara tersebut akan bertambah serius jika tidak di ambil perhatian 
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sepenuhnya. Menurut En Hassan, tanaman yang diusahakan di daerah tersebut seperti padi 

kekurangan jentera dan mesin-mesin yang lain untuk mengusahakan tanaman padi yang 

banyak untuk dieksport kepada pembekal dan juga pelanggan. Dalam erti kata lain, para 

petani/pesawah di daerah tersebut memerlukan teknologi yang baru untuk menampung 

kapasiti tanaman mereka. Selain itu, dengan bantuan pihak MARDI, En Hassan beranggapan 

bahawa tanaman padi yang banyak dihasilkan di daerah tersebut dapat dipasarkan secara 

berterusan dan secara tidak langsung dapat meningkatkan pendapatan kepada para 

petani/pesawah. 

 

Selain kekurangan mesin dan jentera, En Hassan juga telah mengenal pasti bahawa 

para petani/pesawah di daerah tersebut sukar untuk menerima teknologi yang baru dan lebih 

selesa dengan menggunakan teknologi yang lama, walhal mereka sedar bahawa penggunaan 

teknologi yang lama seperti mesin memproses padi tradisional hanya dapat menghasilkan 

beras dengan jumlah yang sedikit dan memakan masa yang lama. Oleh yang demikian, En 

Hassan amat memerlukan sokongan dari pihak MARDI untuk membuka mata dan minda para 

petani/pesawah di daerah tersebut tentang kepentingan pemindahan dan pengkomersialan 

teknologi terhadap para petani/pesawah dan tanaman yang dihasilkan. Perkara ini telah 

menarik minat dan diambil perhatian oleh Pengurus Pusat Promosi dan Pembangunan 

Teknologi MARDI, En Herman bin Ahmad untuk mencari jalan penyelesaian terhadap para 

petani/pesawah di daerah Pendang.  

 

Pada 30 Ogos 2011, perjumpaan kedua telah diadakan oleh En Herman dengan En 

Hassan bersama-sama dengan dua ahli jawatankuasa persatuan petani di daerah Pendang. En 

Herman meminta En Hassan dan ahli-ahli jawatankuasa untuk mengutarakan permasalahan 

yang lain tentang penanaman padi dan sayur-sayuran di daerah tersebut. En Baharuddin, yang 

merupakan AJK persatuan petani Pendang telah menyuarakan beberapa masalah yang lain 

yang dialami oleh pihak petani di daerah tersebut. Selain masalah kekurangan teknologi dan 

sukar menerima teknologi baru oleh para petani/pesawah, para petani/pesawah turut 

mengalami “simptom racun serangga”. Antara petanda yang sering dialami para 

petani/pesawah di daerah Pendang ialah pening kepala, mata merah, dan sakit kepala. 

Menurut Dr Shuhada Said yang merupakan salah seorang pasukan penyelidik daripada 

Jabatan Kesihatan Masyarakat Pendang, Kedah telah mengenal pasti bahawa punca para 

petani/pesawah mendapat simptom tersebut adalah disebabkan oleh mereka kerap 

menggunakan dan mencampurkan lebih dari dua jenis racun dalam masa yang sama. Hal ini 
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menyebabkan para petani/pesawah mudah untuk mendapat simptom tersebut. Antara punca 

lain yang telah dikenalpasti ialah para petani/pesawah kerap membuang bekas isian racun 

yang telah habis di kawasan pembuangan sampah terbuka. Berdasarkan rekod yang diberikan 

oleh Dr Shuahada, 42% daripada orang awam turut mendapat simptom tersebut terutama 

pening kepala disebabkan oleh pembuangan tersebut. En Baharuddin turut menyuarakan 

hasrat supaya pihak MARDI dapat memberi latihan mengenai cara atau kaedah 

mengggunakan dan mengendalikan racun serangga dengan betul bagi memastikan mereka 

dilindungi daripada kesan buruk akibat pendedahan kepada racun perosak tersebut. Selain 

latihan dan teknik meracun, En Baharuddin juga mengutarakan kepada pihak MARDI supaya 

dapat membekalkan jenis racun yang sesuai yang boleh digunakan oleh para petani/pesawah 

dengan selamat.   

 

Dalam perjumpaan tersebut, setelah mendengar beberapa aduan yang telah diutarakan 

oleh En Baharuddin, En Herman bin Ahmad telah berjanji dengan pihak persatuan petani   

Pendang untuk melakukan pemindahan dan pengkomersialan teknologi kepada mereka dari 

segi teknologi yang menghasilkan racun yang sesuai dan mesin yang dapat menampung 

kapasiti padi yang banyak dan mengurangkan masa pemprosesan padi. Selain itu, En Herman 

turut menyediakan satu borang perjanjian dengan ahli-ahli persatuan bahawa mereka (para 

petani/pesawah) perlu memainkan peranan untuk meningkatkan, menambahbaik produk dan 

berani untuk menggunakan teknologi baru.  

 

Pada 1 September 2011, satu mesyuarat telah diadakan di pejabat MARDI untuk 

menyelesaikan masalah yang telah diadukan oleh pihak persatuan petani daerah Pendang. 

Beberapa kakitangan turut hadir dalam mesyuarat tersebut termasuklah Timbalan Ketua 

Pengarah Pemindahan dan Pengkomersialan Teknologi MARDI. Menurut beberapa 

kakitangan MARDI, masalah yang terbesar akan timbul oleh pihak MARDI adalah untuk 

meyakinkan para petani/pesawah tentang penggunaan teknologi yang baru kerana banyak 

laporan telah diterima tentang kesukaran para petani/pesawah untuk mempelajari dan 

menerima teknologi baru. Hal ini akan menyebabkan MARDI mengalami kerugian yang 

besar sekiranya projek ini gagal dijalankan. Di dalam mesyurat tersebut, banyak 

percanggahan pendapat tentang keputusan sama ada MARDI akan meneruskan projek 

tersebut ataupun tidak kerana bimbang projek tersebut gagal. Sebaliknya, sekiranya projek ini 

berjaya, keuntungan yang besar dapat diperoleh bukan sahaja pihak MARDI dan para 
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petani/pesawah di daerah Pendang, malah ia akan meningkatkan keuntungan kepada negara 

dari segi ekonomi. 

 

Akhirnya, keputusan telah dicapai dan dipersetujui oleh Timbalan Ketua Pengarah 

MARDI iaitu projek pemindahan dan pengkomersialan teknologi di daerah Pendang akan 

dijalankan. Selain itu, pihak MARDI akan mengadakan kelas intensif/latihan (training class) 

secara percuma kepada para petani/pesawah di daerah tersebut tentang penggunaan teknologi 

baru. Dengan cara ini, ia dapat meningkatkan lagi keberkesanan projek ini dan secara tidak 

langsung, para petani/pesawah akan lebih yakin untuk menggunakan teknologi baru dan lebih 

berdikari.  

 

Pemindahan Teknologi 

 

Kepentingan pemindahan teknologi dari perspektif pembangunan bukanlah benda 

yang baru. Sejak tiga dekad yang lalu, salah satu proses asas yang mempengaruhi prestasi 

ekonomi negara-negara dan industri-industri adalah pemindahan teknologi. Ahli ekonomi 

telah lama mengiktiraf bahawa pemindahan teknologi merupakan jantung kepada proses 

pertumbuhan ekonomi, dan kemajuan kedua-dua perkembangan dan pembangunan sesebuah 

negara bergantung kepada sejauh mana kecekapan pemindahan itu dijalankan. Dalam 

kebelakangan ini, ahli ekonomi telah mula menyedari kesan-kesan pentingnya pemindahan 

teknologi antarabangsa kepada saiz dan corak perdagangan dunia. (Ramanathan, 2007). 

Pengkomersilan teknologi bukanlah satu fenomena baru tetapi ianya telah menjadi satu 

perkara yang berfaedah kepada beberapa kumpulan seperti kerajaan, syarikat multinasional 

dan institusi pendidikan kerana hubungan rapat antara permindahan teknologi dan 

pertumbuhan ekonomi. Pengetahuan mengenai pengurusan dan penyerapan teknologi telah 

menjadi perhatian besar di kalangan penyelidik dan syarikat pada masa sekarang. Isu-isu 

seperti kekurangan komunikasi dalam perusahaan, kekurangan budaya organisasi dalam 

mempromosikan perkongsian pengetahuan dan beberapa perkara lagi telah membangkitkan 

soalan sama ada ianya berada di landasan yang betul dari segi pengetahuan mereka untuk 

berkeupayaan dalam mengurus dan menerima teknologi supaya pemindahan teknologi akan 

menjadi mudah. (Hasan, Othman, & Mustafa, 2009). 
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Institusi Penyelidikan Awam (IPA) 

 

Terdapat banyak negara yang telah menubuhkan institusi penyelidikan awam dengan 

objektif mahu menyumbangkan kepada pertumbuhan industri tempatan. IPA merupakan satu 

komponen penting dalam Sains, Teknologi dan Inovasi infrastruktur negara  atau kebiasaanya 

kini di kenali sebagai sistem inovasi nasional atau NIS. IPA kini banyak telah ditubuhkan di 

Malaysia. 

 

 

Peranan Institusi Penyelidikan Awam di Malaysia 

 

Pemindahan dan pengkomersialan teknologi telah banyak dijalankan di Malaysia. 

Terdapat tiga kumpulan yang menjalankan kaedah tersebut iaitu kerajaan, organisasi dan 

institusi pendidikan. SIRIM Berhad, Lembaga Getah Malaysia(LGM), Lembaga Koko 

Malaysia dan MARDI adalah merupakan antara penggerak utama di dalam penyelidikan dan 

pembangunan industri negara bagi organisasi yang merupakan syarikat milik kerajaan di 

bawah Institusi Penyelidikan Awam (IPA). Organisasi ini merupakan antara organisasi milik 

kerajaan yang menjalankan penyelidikan dan pembangunan (P&P). 

 

 

SIRIM 

Institusi Piawaian dan Penyelidikan Perindustrian Malaysia atau SIRIM Berhad 

(Standard & Industrial Research Institute of Malaysia)  ialah sebuah syarikat milik penuh 

kerajaan Malaysia. SIRIM mempunyai pengalaman dan kepakaran selama 40 tahun dalam 

memberi mandat untuk tujuan penyelidikan dan pembangunan teknologi. SIRIM merupakan 

salah satu daripada sembilan anggota pengasas Perikatan Penyelidikan global (GRA). 

Bekerjasama untuk memimpin organisasi teknologi pengetahuan secara intensif daripada 

sembilan negara dari empat benua. Komited dalam membangunkan rangkaian pengetahuan 

global untuk sektor perindustrian meningkatkan daya saing mereka. SIRIM juga merupakan 

sekretariat bagi Persatuan Organisasi Industri dan Teknologi Dunia (WAITRO) dan sebuah 

persatuan yang bebas daripada organisasi penyelidikan industri yang di tubuhkan di bawah 

naungan Pertubuhan Bangsa-Bangsa Bersatu (PBB), dengan 160 ahli dari 80 negara. 
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Lembaga Getah Malaysia 

 

Lembaga Getah Malaysia merupakan badan yang bertanggungjawab terhadap industri 

getah di negara ini. LGM di tubuhkan pada 1 Januari 1998, hasil gabungan Institut 

Penyelidikan Getah Malaysia (RRIM), Lembaga Penyelidikan dan Kemajuan Getah Malaysia 

(MRRDB) dan Lembaga Pasaran Getah Malaysia (MRELB) untuk meneruskan usaha 

memajukan seta membangunkan industri getah seperti dilakukan selama 78 tahun yang lalu. 

Kemajuan P&P dalam getah asli (NR) yang telah dicapai oleh RRIM juga telah 

meningglakan impak terhadap industri NR Malaysia dan negar-negara pemprosesan NR yang 

lain (LGM, 2011). 

 

Teknologi-teknologi baru yang dihasilkan dipindahkan kepada pelanggan melalui 

beberapa saluran. LGM melalui penerbitan dan media massa sering menerbitkan teknologi-

teknologi dan penemuan baru untuk pengetahuan dan kesedaran orang ramai. Untuk 

mempercepatkan proses pemindahan teknologi, risalah dan buletin sering dikemaskini, 

diterbit dan diedarkan kepada agensi-agensi terlibat dan sasaran pelanggan melalui pejabat-

pejabat wilayah LGM. Projek-projek pembangunan seperti LITS (Sistem Torehan Kerap 

Rendah) dan LTC (Klon Lateks Balak) dijalankan dan dipantau bersama secara terperinci. 

Plot demonstrasi dan nukleus diwujudkan untuk menarik perhatian bakal pengguna serta 

mendapatkan pengalaman awal dalam penggunaan teknologi baru (LGM, 2011). 

 

 

MARDI Sebagai Institusi Penyelidikan dan Pembanggunan 

 

 MARDI ialah sebuah badan berkanun yang diamanah untuk menjalankan 

penyelidikan dalam bidang makanan dan pertanian dan industri asas tani. Usaha penyelidikan 

MARDI selama hampir  40 tahun telah menghasilkan pelbagai variasi dan klon tanaman baru, 

baka ternakan baru dan kaedah pengurusannya. Teknologi terkini juga telah dihasilkan dalam 

bidang pemprosesan makanan dan pengendalian lepas tuai bagi produk hotrikultur dan 

ternakan. Teknologi ICT dimanfaatkan dalam pengurusan dan pengendalian ladang seperti 

teknologi “penanaman tepat” atau precision farming bagi tanaman padi serta penganggaran 

hasil tanaman menerusi teknik pengimejan. Teknik-teknik baru juga dimajukan untuk 
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pengurusan alam sekitar dan sumber pertanian terutamanya air, tanah dan sumber genetik 

dengan lebih cekap. 

 

 Selain melaksanakan projek Penyelidikan dan Pembangunan (R&D) secara kontrak, 

Institut juga menyediakan khidmat teknikal dan pembangunan usahawan dalam bidang 

makanan, pertanian dan khidmat lain dalam industri berkenaan. Khidmat teknikal adalah 

dalam bentuk khidmat nasihat, perundingan, latihan teknikal, khidmat makmal dan 

pengesahan mutu, pembangunan produk dan proses serta peningkatan teknologi. Petani dan 

usahawan yang menerima pakai teknologi MARDI telah berjaya menyumbangkan kepada 

kemajuan sektor makanan, pertanian dan industri asas tani negara. Hal ini telah membantu 

memampankan sektor pertanian sebagai penyumbang kepada ekonomi negara. MARDI 

sebagai sebuah organisasi yang menjalankan urusan teras penyelidikan dalam bidang sains 

dan teknologi menyediakan kumpulan pakar dalam bidang-bidang yang telah dikenalpasti 

serta memberi sumbangan berkesan terhadap perkembangan ilmu secara global. 

 

 Segala maklumat, penemuan saintifik dan ilmu pertanian yang diperolehi dari aktiviti 

R&D disalurkan melalui bahan penerbitan serta persidangan dan pameran peringkat 

kebangsaan dan antarabangsa. Bagi memastikan MARDI tidak ketinggalan dalam 

perkembangan teknologi dalam bidang makanan dan pertanian di peringkat global, 

perhubungan rapat dengan beberapa institut penyelidikan, universiti dan kumpulan jaringan 

di peringkat nasional dan antarabangsa sentiasa diperkembangkan. 

 

 

Latarbelakang Penubuhan MARDI 

 

MARDI ditubuhkan dengan objektif utama untuk menjana dan mempromosi teknologi baru, 

wajar dan efisyen untuk kemajuan industri makanan, pertanian dan industri asas tani. Akta 

MARDI 1969 telah membawa kepada penubuhan MARDI pada 28 Oktober 1969. MARDI 

telah beroperasi sepenuhnya pada tahun 1971. MARDI diurus dan dipandu mengikut dasar 

dan peraturan yang diputuskan Lembaga Pengelola MARDI dengan persetujuan Menteri 

Pertanian dan Industri Asas Tani. Bagi perkara berkaitan kewangan, persetujuan Menteri 

Kewangan turut diperlukan.Majlis Sains MARDI pula memastikan program teknikal MARDI 

mencapai tahap kualiti dan keberkesanan yang maksimum. 
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Fungsi MARDI  

 

MARDI dimandatkan bagi melaksanakan fungsi-fungsi berikut: 

1) Untuk menjalankan penyelidikan dari segi sains, teknikal, ekonomi dan sosial 

berkenaan dengan: 

 Pengeluaran, penggunaan dan pemprosesan segala tanaman (kecuali getah, kelapa 

sawit dan koko), ternakan dan makanan. 

2) Perladangan campuran. 

3) Berkhidmat sebagai pusat pengumpulan dan penyebaran maklumat dan nasihat 

berkenaan dengan perkara saintifik, teknikal dan ekonomi yang berkaitan dengan 

industri makanan dan pertanian serta industri asas tani. Fungsi ini dilakukan melalui 

pelbagai kaedah termasuk penerbitan laporan, terbitan berkala dan kertas kerja 

berhubung dengannya serta mengelolakan pameran, persidangan, syarahan dan seminar. 

4) Menjadi pusat yang memberikan perkhidmatan pakar dalam industri makanan dan 

pertanian serta industri asas tani seperti perkhidmatan perundingan, makmal analisis, 

jaminan kualiti serta R&D kontrak. 

5) Memberi pelbagai jenis latihan untuk memajukan industri makanan dan pertanian serta 

industri asas tani. 

6) Memberi geran untuk R&D dalam bidang sains tulen, sains gunaan, teknikal dan 

ekonomi berkenaan dengan industri pertanian. 

7) Mengekalkan hubungan dengan organisasi awam atau swasta dalam dan luar negara 

yang terlibat dalam penyelidikan saintifik, teknikal, ekonomi dan sosial berkenaan 

dengan industri makanan dan pertanian serta industri asas tani. 

8) Menjalankan penyelidikan dan pengeluaran berbentuk komersil. 

9) Membangun, mempromosi dan mengeksploitasi penemuan penyelidikan. 

10) Memberi perkhidmatan pengembangan kepada industri makanan dan pertanian serta 

industri asas tani. 
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Tugas Serta Peranan Mardi 

 

 Dalam melaksanakan amanah yang dipertanggungjawabkan kepada Mardi. Mardi 

memikul beberapa tugas utama. Antara tugas utama yang perlu dijalankan oleh Mardi ialah 

seperti berikut: 

a. Menjalankan penyelidikan untuk menjana teknologi inovatif  bagi pembangunan 

industri makanan dan pertanian. 

b. Menawarkan khidmat perundingan dan teknikal bagi menyokong pembangunan 

industri makanan dan pertanian. 

c. Menawarkan khidmat perniagaan usahasama dan pelesenan dalam pengkormersialan 

hasil penyelidikan. 

 

 

Sasaran Aktiviti Penyelidikan Dan Pembanggunan MARDI 

Antaranya sasaran aktiviti penyelidikan dan pembangunan yang dijalankan oleh MARDI 

ialah: 

a. Pembangunan teknologi bagi meningkat persaingan dalam industri pemprosesan 

makanan. 

b. Pembangunan teknologi dalam pengeluaran buah -buahan, sayur-sayuran, bunga-

bungaan, bijiran dan lain- lain berkaitan dengan industri tanaman. 

c. Pembangunan teknologi yang berkaitan dengan industri ternakan. 

d. Pembangunan teknologi dalam bidang bioteknologi, mekanisasi dan juga pengurusan 

sumber dan persekitaran. 

e. Kajian sosio ekonomi dan pengurusan teknologi untuk makanan dan pertanian. 

f. Pemindahan teknologi dan pengkomersialan bagi meningkatkan produktiviti pertanian 

dan kualiti makanan, juga mewujudkan perniagaan tani yang berdaya maju.  

 

 

Dasar Kualiti Mardi 

 

 Berikut merupakan dasar kualiti yang diterapkan oleh MARDI dalam organisasi 

mereka. MARDI bertekad untuk :  



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

163 

 

a. Membangunkan dan mempromosikan teknologi wajar dan berdaya maju bagi 

pelanggan dalam industri makanan, pertanian dan industri berasaskan pertanian. 

b. Mematuhi keperluan sistem pengurusan kualiti dan meningkatkannya secara 

berterusan. 

c. Setahun sekali menyemak semula objektif dan dasar kualiti pada Mesyuarat Kajian 

Semula Pengurusan bagi menentukan kesesuaiannya berterusan. 

d. Menyebarkan dasar kualiti ini ke semua pusat tanggungjawab (PTJ) di MARDI dan 

memaparkannya dalam laman Intranet MARDI.  

 

 

Piagam Pelanggan 

 

MARDI bertekad untuk menghasilkan teknologi wajar, mampan dan berdaya maju serta 

menyediakan kepimpinan teknologi kepada pelanggan yang terlibat dalam pembangunan 

sektor makanan dan pertanian dengan penuh dedikasi dan professionalisme. Bagi mencapai 

hasrat ini, MARDI sentiasa berusaha memuaskan pelanggan dengan : 

a. Menghasilkan 40 teknologi setahun yang berpotensi untuk ditingkatkan skala, 

diperintiskan atau dikomersialkan bagi manfaat sektor makanan, pertanian dan 

industri berkaitan. 

b. Meningkatkan prestasi golongan sasar melalui penggunaan teknologi. 

c. Menyediakan perkhidmatan yang berkaitan dengan pembangunan sektor makanan dan 

pertanian berkualiti dan diakreditasi berteraskan piawaian antarabangsa. 

d. Memberikan maklumbalas pelanggan berhubung status permohonan khidmat nasihat, 

maklumat, latihan dan kepakaran berasaskan teknologi MARDI dalam tempoh tujuh 

hari bekerja. 

e. Menguruskan pembayaran untuk bekalan dan perkhidmatan dalam tempoh 14 hari 

dari tarikh dokumen lengkap diterima dari pembekal. 

 

 

Pemindahan dan Pengkomersialan Teknologi Inovatif 

 

 Kejayaan  dalam membangunkan dan mengkomersialkan teknologi yang inovatif 

adalah sukar. Pelbagai usaha dan penggunaan alatan-alatan untuk membangunkan wujud 
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untuk mengalakkan aktitiviti yang dijalankan. Pendekatan yang sering kali digunakan adalah 

melalui proses pemindahan dan pengkomersialan teknologi. Usaha menjalankan pemindahan 

dan pengkomersialan biasanya memerlukan tahap kepakaran teknikal yang sukar ditemui di 

agensi-agensi pembangunan tradisional. Pengkomersialan pula merupakan satu proses 

perubahan satu teknologi baru kepada produk komersial yang berjaya. Proses 

pengkomersialan yang dilakukan adalah hasil usaha dari pengurusan penilaian pasaran, reka 

bentuk produk kejuruteraan pembuatan, hak harta intelek, pembangunan strategi pemasaran, 

penjanaan modal dan pekerja yang terlatih. Kebiasaannya, pengkomersialan yang dijalankan 

adalah mahal dan proses yang dijalankan adalah lama dan hasilnya tidak menentu. Kejayaan 

sesuatu pengkomersialan teknologi tidak berlaku dalam jangka masa yang pendek. Secara 

purata, pengkomersialan hasil penyelidikan universiti mengambil masa enam tahun (Reamer, 

Iceman, & Youtie, 2003). 

 

 

Penyelidikan dan Pembangunan (P&P) 

 

Ianya menggabungkan penyelidikan asas dan juga gunaan bertujuan untuk menemui 

penyelesaian kepada masalah atau penciptaan barangan dan pengetahuan baru. P&P boleh 

menghasilkan pemilihakan hak harta intelek seperti paten. Dalam menjalankan proses P&P, 

terdapat aktiviti yang dijalankan bagi memastikan proses P&P mampu berjalan dengan 

lancar. Aktiviti-aktiviti tersebut adalah penyelidikan asas, penyelidikan gunaan, dan 

pembangunan. 

 

 

Konsep Pemindahan dan Pengkomersialan Teknologi. 

 

 Pemindahan dan pengkomersilan teknologi merupakan satu terma yang mempunyai 

persamaan antara satu sama lain. Kedua-duanya mempunyai persamaan di dalam 

mengembangkan sesuatu pengetahuan.  Pemindahan teknologi membawa maksud sebagai 

satu proses yang membenarkan aliran teknologi dari sumber kepada penerima. Ianya juga 

merupakan satu proses di mana sains dan teknologi dipindahkan dari seorang individu atau 

kumpulan yang lain di dalam menggunakan pengetahuan baru(Fussell, 1993).  Pemindahan 

teknologi pada asasnya dari asas penyelidikan kepada perlaksanaan teknologi dari satu firma 
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ke firma yang lain boleh di aplikasikan melalui pendidikan, karya saintifik, atau hubungan 

manusia secara langsung. 

 

 Hasil dari pemindahan teknologi yang dilakukan oleh seorang individu atau 

organisasi, maka proses pengkomersialan teknologi pula digunakan untuk mengembangkan 

teknologi yang telah dibangunkan tersebut. Pengkomersilan teknologi boleh menjadikan 

keuntungan modal perniagaan meningkat dan melepasi titik pulang modal dengan 

menyediakan nilai kepada pengguna. Hal ini adalah menerusi pengembangan produk-produk 

(produk, perkhidmatan dan lain-lain.) menggunakan teknologi khas industri serta dari bidang-

bidang lain dan akhirnya dikomersialkan.  

 

 

Tiga Laluan Pemindahan Dan Pengkomersialan  

 

a. Melalui keputusan secara langsung dalam pertukaran produk atau proses, atau 

kerjasama dalam penyelidikan bertujuan untuk membangunkan teknologi antara 

makmal-makmal dan juga pihak-pihak yang lain. 

b. Melalui keputusan tidak langsung dalam menyebarkan pengetahuan melalui mana-

mana mekanisme sebagai suatu penerbitan, persidangan, dan pengajaran. 

c. Melalui rangkaian dimana mereka mewujudkan rangkaian yang mungkin 

memudahkan pemindahan melalui salah satu laluan lain dan ianya boleh 

mempercepatkan pergerakan sepanjang laluan pemindahan teknologi kepada 

pengkomersialan (Hughes et al., 2011). 
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Pengelasan Pemindahan Teknologi 

 

Jadual 1 menunjukkan pengelasan pemindahan teknologi secara terperinci. Pemindahan 

teknologi boleh terbahagi kepada lima kategori iaitu:- 

Pengelasan Pemindahan 

Teknologi 

Penerangan 

Pemindahan Teknologi 

Antarabangsa 

Teknologi dipindahkan merentasi sempadan negara. 

Pemindahan Teknologi 

Wilayah 

Teknologi dipindahkan dari satu wilayah negara 

kepada yang lain. 

Pemindahan Teknologi secara 

persilangan antara Industri 

Teknologi yang dipindahkan dari satu industri atau 

sektor kepada yang lain. 

Pemindahan Teknologi di luar 

Firma 

Teknologi dipindahkan dari satu firma kepada yang 

lain. 

Pemindahan Teknologi dalam 

Firma 

Teknologi dipindahkan didalam firma, dari satu 

lokasi ke lokasi yang lain, dari satu jabatan ke 

jabatan yang lain di dalam bangunan yang sama. 

Jadual 1: Pengelasan Permindahan Teknologi 

 

 

Mekanisme Pemindahan dan Pengkomersialan Teknologi 

 

 Program Pemindahan dan PengkomersialanTeknologi mampu menggalakkan 

pemindahan dan pertukaran teknologi dengan industri-industri, kerajaan negeri dan tempatan, 

ahli akademik dan lain-lain agensi persekutuan. Teknologi pemindahan mampu 

menggalakkan penyelidikan dan perkongsian, pernilaian, perlindungan, pasaran, lesen, 

pemantauan dan menguruskan ciptaan jabatan dan lain-lain harta intelek (Owens, 2010). 

Berikut adalah antara mekanisme yang di gunakan: 

 

a. Perjanjian Kerjasama Penyelidikan dan Pembangunan (CRADA). 

Perjanjian ini merupakan satu mekanisme dimana agensi bukan persekutuan (industri, 

universiti dan lain-lain) boleh bekerjasama dengan makmal kerajaan persekutuan pada 

projek-projek dan pembangunan. Perjanjian kerjasama adalah ditujukan khas kepada 
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perjanjian untuk melakukan permindahan teknologi. CRADA memberikan cara yang 

sangat fleksibel untuk syarikat, universiti dan lain-lain agensi bukan kerajaan untuk 

mencapai teknologi yang unik, kemudahan dan kepakaran secara usahasama. 

 

b. Perjanjian Perlesenan. 

 Sebuah kontrak antara pemilik atau pengguna yang sah di sisi undang-undang harta 

intelek dan pihak lain (pemegang lesen) yang membenarkan pemegang lesen untuk 

menggunakan sesebuah produk tersebut selaras dengan terma-terma kontrak. Antara 

contoh dalam memberi kebenaran kepada pemegang lesen untuk menggunakan 

produk adalah seperti penempatan di laman web atau saluran pengagihan yang 

membezakan pemegang lesen. Perjanjian perlesenan ini pada asasnya akan 

menyatakan nama pihak, pengenalan produk menjadi subjek perjanjian, hak tertentu 

atau hak-hak yang akan dilesenkan, jenis medium perlesenan atau royalti yang 

berkenaan dan pelbagai jaminan dari kedua-dua pihak mengenai pemilikan produk 

tersebut. 

 

c. Memorendum Persefahaman (MOU)  

MOU menyediakan rangka kerja bagi kerjasama dan penyelarasan dengan agensi-

agensi lain. Perjanjian ini membantu untuk memastikan operasi dapat berjalan dengan 

lancar bersama-sama sumber-sumber yang dikongsi atau aliran kerja. Ia mewujudkan 

kefahaman yang jelas tentang komitmen atau tujuan bagi setiap pihak. 

 

d. Perjanjian Perkongsian Pengantaraan (APP) 

Satu perjanjian di antara Jabatan dan agensi kerajaan negeri atau tempatan atau entiti 

tanpa berasaskan keuntungan untuk membenarkan pengantaraan perkongsian kepada: 

i. Mengenalpasti teknologi baru dalam sektor swasta yang boleh digunakan oleh 

Jabatan  

ii. Memudahkan projek bersama antara Jabatan dan syarikat-syarikat swasta, serta 

antara agensi-agensi dan institusi akademik, untuk mempercepatkan penyampaian 

keupayaan teknologi kepada negara. 

iii. Membantu syarikat-syarikat yang sedia ada mengenal pasti Jabatan teknologi 

yang boleh dilesenkan dan dikomersialkan. 
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Permasalahan Di Dalam Pemindahan Teknologi  

 

 Masalah-masalah yang dihadapi  dalam merancang dan menguruskan pemindahan 

teknologi boleh di kelaskan kepada tiga kategori iaitu isu-isu proses pemindahan teknologi, 

isu-isu keupayaan korporat, dan isu-isu pengurusan persekitaran operasi dan NIS(National 

Innovation System)(Ramanathan, 2007).Permasalahan ini dirumuskan seperti di bawah. 

a. Isu-isu proses pemindahan teknologi 

i. Permasalahan ketika peringkat mengenalpasti dan pemilihan teknologi. 

ii. Permasalahan ketika peringkat perancangan. 

iii. Permasalahan ketika berunding. 

iv. Permasalahan ketika pemindahan teknologi dilaksanakan. 

 

b. Isu-isu keupayaan korporat 

i. Permasalahan disebabkan oleh kemahiran yang tidak mencukupi. 

ii. Permasalahan disebabkan pengurusan yang tidak efektif. 

 

c. Isu-isu pengurusan persekitaran dan Sistem Inovasi Kebangsaan(NIS) (Ramanathan, 

2007). 

 

Kaedah PPT Yang Digunakan Oleh MARDI 

 

 Di dalam perancangan PPT MARDI, mereka telah merangka tiga strategi di mana 

ketiga-tiga strategi tersebut adalah berbeza kaedah. Kaedah-kaedah yang mereka lakukan 

adalah mengikut perancangan secara teori, pemindahan dan pengkomersialan dan akhir sekali 

adalah secara praktikal atau teknikal. Di dalam mencapai objektif yang telah ditetapkan, PPT 

MARDI telah pun merangka beberapa strategi dalam menjayakan PPT hasil kajian kepada 

pihak luar. Pihak MARDI telah pun menghubungkan rangkaian perindustrian dan 

mempromosikan teknologi kepada kumpulan sasaran dan beberapa pihak lain di dalam sistem 

inovasi pertanian negara. Pembangunan, pemindahan dan pengkomersialan teknologi telah 

menjalankan projek-projek yang berasaskan kepada konsep dan proses ‘inovasi secara 

keseluruhan’ (inovasi perniaggan/pengurusan teknologi inovasi) dengan penyertaan aktif 

daripada kumpulan sasaran iaitu pelanggan.Selain daripada itu, PPT MARDI  juga akan 
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memberikan perkhidmatan sokongan teknikal yang berkualiti kepada pertumbuhan yang 

berterusan berjaya di dalam sektor industri asas tani dan pertanian. 

 

 

Strategi 1: Rangkaian Industri Dan Teknologi Promosi 

Rangkaian perindustrian dan promosi teknologi yang agresif kepada kumpulan sasaran dan 

pihak yang lain di dalam menginovasikan sistem pertanian negara. 

 

 

Strategi 2: Projek Pembangunan, Pemindahan Dan Pengkomersialan Teknologi 

Menjalankan projek-projek pembangunan, pemindahan dan pengkomersialan teknologi 

berdasarkan pada konsep dan proses ‘inovasi secara keseluruhan’ (teknologi inovasi + 

pengurusan/perniagaan inovasi) melalui penyertaan secara aktif daripada 

kumpulan/pelanggan sasaran. 

 

 

Strategi 3: Perkhidmatan Sokongan Teknikal 

Menyediakan perkhidmatan sokongan teknikal yang berkualiti untuk pertumbuhan berterusan 

di dalam sektor pertanian dan industri asas tani. 

 

Proses Penolakan Dan Penarikan PPT Di MARDI 

MARDI menggunakan dua jenis proses untuk mengawal Pemindahan dan Pengkomersialan 

Teknologi iaitu dengan menggunakan Proses Penarikan dan Proses Penolakan. Rajah 1 

menunjukkan Proses Penarikan,manakala Rajah 2 menunjukkan Proses Penolakan yang 

dilakukan oleh MARDI. Berdasarkan kedua-dua rajah tersebut, perbezaan dapat dilihat oleh 

kedua-dua proses yang telah dilakukan oleh MARDI. 
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Rajah 1: Proses Penarikan 

 

 

Rajah 2: Proses Penolakan 

 

 

Kepentingan PPT MARDI Kepada Pihak Luar 

 

 Penggunaan kaedah PPT adalah sangat penting dalam memindahkan sesebuah 

teknologi. Pihak MARDI telah lama menggunakan kaedah PPT ini unutk memindahkan 

teknologi yang mereka wujudkan kepada pihak-pihak tertentu. Menurut responden, 

penggunaan PPT mampu membantu para petani dan usahawan dalam menambahbaikan hasil 

produk mereka. Pihak MARDI telah banyak memberikan bantuan seperti bantuan nasihat, 

teknologi dan dana dalam membantu para usahawan dalam mengeluarkan produk mereka 

yang terbaik. Contoh seperti kaedah lawatan ke kilang atau ladang pelanggan di mana pihak 

MARDI akan melihat masalah yang di hadapi oleh pelanggan dan akan memberikan nasihat 

atau teknologi yang mampu mengatasi masalah yang dihadapi oleh pihak pelanggan. 

  

  Selain daripada itu, PPT juga mampu memperlihatkan tempoh kepenggunaan 

teknologi yang diberi oleh MARDI kepada pihak luar. Teknologi seringkali berubah-ubah 
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setiap masa. Maka suatu penggunaan teknologi itu dilihat tidak mampu untuk bertahan lama 

disebabkan kemajuan teknologi yang semakin maju dan bertambah baik setiap masa. Oleh 

itu, dengan proses PPT yang dijalankan ini maka pihak MARDI mampu melihat sejauh 

manakah teknologi yang mereka pindahkan itu mampu digunakan oleh pengguna dan selama 

mana ianya dapat digunakan. Sesuatu teknologi itu digunapakai mengikut aliran masa dan 

juga persekitaran. Maka PPT yang dijalankan kepada pengguna mampu memberikan jawapan 

kepada tempoh teknologi itu mampu digunakan lagi atau tidak. 

 

Seterusnya adalah berkenaan dengan perluasan kawasan atau lingkungan pengeluaran 

produk oleh pengguna. Hasil dari PPT yang dijalankan oleh MARDI kepada pengguna, maka 

jumlah pengeluaran dan kualiti produk yang dihasilkan oleh mereka dilihat akan lebih 

berkualiti dan tahan lama. Dengan teknologi yang dipindahkan oleh pihak MARDI, maka 

kualiti sesuatu produk itu mampu ditingkatkan . 

 

 

Permasalahan Di Dalam Menjalankan Proses PPT Kepada Pihak Luar 

 

 PPT merupakan proses yang digunakan oleh pihak MARDI dalam memindahkan 

teknologi yang mereka wujudkan untuk digunakan oleh pengguna. Hasil dari maklumat yang 

dinyatakan oleh responden, peratus kegagalan adalah melebihi daripada kejayaan yang 

diperolehi. Terdapat beberapa masalah yang di hadapi di dalam menjalankan proses PPT 

kepada pihak luar. Antara masalah yang di hadapi oleh pihak MARDI dalam menjalankan 

proses PPT ini adalah seperti berikut: 

a Kurangnya keyakinan dari pihak pengguna. 

Pihak pengguna kebanyakkannya tidak mempunyai keyakinan di dalam menggunakan 

teknologi hasil penyelidikan dari pihak MARDI. Hal ini disebabkan faktor kewangan 

yang memainkan perananan dalam menilai sesebuah teknologi tersebut. Penggunaan 

sesebuah teknologi tersebut memerlukan kos yang tinggi di mana para pengguna takut 

bahawa teknologi yang akan digunakan itu akan merugikan mereka dari segi 

kewangan, produk dan juga masa. Kebanyakkan para pelanggan MARDI datangnya 

dari pekebun-pekebun kecil yang mempunyai kekangan kewangan.  

 

b) Para petani lebih suka berhubung secara terus kepada pihak MARDI  
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Dalam pemindahan teknologi, pihak MARDI akan menggunakan orang perantaraan 

iaitu dari jabatan-jabatan yang berkenaan untuk memperkenalkan dan melakukan 

pemindahan teknologi kepada para pengguna. Namun, para pekebun dilihat lebih suka 

berurusan secara terus kepada pihak MARDI. Hal ini di sebabkan kekangan masa 

yang dihadapi oleh mereka. Penggunaan orang perantaraan akan menyebabkan masa 

untuk maklumat sampai kepada pihak penerima akan menjadi lebih lama dan ini akan 

merugikan pihak pengguna dalam menjalanakan pengeluaran produk mereka. 

 

c) Tiada usaha secara berterusan dari pihak pengguna  

Pihak  MARDI pada mulanya akan memberi bantuan dari segi dana, teknologi, 

nasihat dan sebagainya. Namun segala bantuan ini hanyalah permulaan sebagai 

panduan untuk mereka mempelajari dan memahami cara untuk menggunakan 

teknologi yang telah dipindah itu. Namun ianya dilihat bahawa para pengguna 

terutamanya pekebun-pekebun kecil terlalu mengharapkan dorongan dari pihak 

MARDI sahaja. Mereka tidak mempunyai usaha untuk berdikari supaya dapat 

bergerak sendiri tanpa bantuan dari pihak MARDI. Terdapat beberapa kes yang 

melibatkan perkara ini berlaku dimana teknologi yang dipindahkan gagal 

dimanafaatkan oleh pengguna selepas pihak MARDI tidak lagi memberi bantuan 

kepada mereka. 

 

d) Pihak pengguna menyalahgunakan bantuan dengan sebaik mungkin. 

MARDI telah banyak memberikan bantuan kepada para penggunanya untuk 

membolehkan mereka menambahbaikkan produk pengeluaran mereka. Namun 

masalah yang dihadapi sekarang adalah menyalahgunakan bantuan yang di berikan. 

Terdapat kes dimana bantuan-bantuan yang diberikan seperti benih-benih dan baja 

tajaan dari MARDI tidak digunakan dengan betul. Bantuan-bantuan tersebut telah di 

jual kepada pihak lain. Terdapat juga masalah mesin-mesin yang ditaja oleh MARDI 

tidak lagi digunakan. Hal ini bukan sahaja merugikan pihak MARDI tetapi ianya juga 

merugikan negara kerana hasil pelaburan yang telah disalurkan adalah amat besar dan 

ianya telah habis begitu sahaja tanpa mendapat pulangan yang sepatutnya. 

 

e) Pihak pengguna menyalahgunakan bantuan yang telah diberikan oleh pihak MARDI 

dengan sebaik mungkin. 
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Kesimpulan 

 

 Proses pemindahan dan pengkomersialan teknologi merupakan proses yang telah 

banyak digunakan di Malaysia. Institut Penyelidikan Awam di Malaysia telah banyak 

menggunakan pendekatan ini untuk mengembangkan hasil penyelidikan dan pembangunan 

yang mereka jalankan. Namun sesuatu proses pemindahan dan pengkomersialan teknologi 

yang di gunakan haruslah bersesuaian.  

 Sesuatu maklumat yang disalurkan haruslah mampu diterima oleh penerima dengan 

lancar.  Institut Penyelidikan Awam di Malaysia mempunyai hasil penyelidikan dan 

pembangunan yang begitu memberangsangkan. Hasil penyelidikan dan pembangunan itu 

kebanyakkannya banyak digunakan oleh sektor swasta dan persendirian untuk 

mengembangkan hasil mereka. Proses yang digunakan adalah menerusi latihan teknikal, 

khidmat nasihat dan rundingan, perkhidmatan makmal, pemberian buletin-buletin berkenaan 

aktiviti yang dijalankan, kontrak penyelidikan dan pembangunan dan lain-lain. 

 Keberhasilan sesuatu proses itu boleh dilihat hasil dari penambahan hasil ekonomi 

sesuatu sektor swasta atau persendirian yang menggunakan penyelidikan dan pembangunan 

yang telah dihasilkan. Hal ini bukan sahaja memberi keuntungan kepada sektor swasta dan 

persendirian, tetapi juga ia dapat meningkatkan ekonomi negara seterusnya meletakkan 

negara sebaris dengan negara maju yang lain. Untuk lebih memahami kajian berkenaan 

mekanisme teknologi pemindahan dan pengkomersialan di Institut Penyelidikan Awam ini, 

kajian seterusnya akan dijalankan di MARDI. Hal ini adalah kerana MARDI merupakan 

salah satu Institut Penyelidikan Awam yang utama di Malaysia yang menggunakan 

pendekatan ini untuk mengembangkan hasil penyelidikan mereka. 

 MARDI dilihat telah lama menggunakan kaedah pemindahan dan pengkomersialan 

teknologi ini untuk menyalurkan teknologi mereka kepada pihak luar. Kerajaan telah banyak 

membelanjakan wang untuk pihak MARDI menjalankan proses pemindahan dan 

pengkomersialan teknologi ini untuk digunakan oleh pihak luar. Namun, hasil yang 

diperolehi akhirnya peratusannya adalah sangat  rendah untuk berjaya. Hal ini disebabkan 

faktor-faktor dari pengguna itu sendiri yang hanya bergantung pada orang lain dan tidak 

mahu berdikari sendiri untuk meluaskan dan menambahbaikan produk mereka sendiri serta 

penolakan terhadap penggunaan teknologi dalam membantu meningkatkan mutu 

pengeluaran. Jelas dapat dilihat bahawa negara telah mengalami kerugian dalam perlaburan 

di sebabkan sikap pengguna itu sendiri. 
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A Glimpse of ICT Industry in Malaysia 

 

According to Malaysia Information Technology Report published on 7
th

 March 2013, 

Malaysian IT spending is expected to reach USs$5.6bn in 2013.  Although economic activity is 

expected to slow over the coming quarters, demand for IT products and services is forecasted to 

stay in overall resilient, even as economic growth moderates.  Spending on IT products and 

services should be boosted by growing enterprise and government interest in cloud computing, 

and ICT-friendly budget measures, but much will depend on confidence in a sustainable 

economic recovery.  In 2013, software sales have gone up to US$952 million compared to 

US$876 million in 2012, an increased of 9%.  IT services sales went up from US$1.6 billion in 

2012 to US$1.8 billion in 2013, again up 9% in US dollar terms.  Around 90% of Bursa 

Malaysia companies fall into the Small and Medium-sized Enterprise (SME) category and these 

are increasingly being seen as a key IT vertical demand sector in the country.  Many are facing a 

tough time due to rising costs and high oil prices.  SMEs need to become more competitive and 

have greater access to information and technology.   

 

mailto:cheng.wh@uum.edu.my
mailto:norria@uum.edu.my
mailto:shahrulazmi@uum.edu.my
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In 2012, the government announced its latest Digital Malaysia Master Plan to drive the 

next stage of development of Malaysia's ICT sector.  This plan will propose a number of 

measures to strengthen Malaysia's ICT ecosystem, including talent development, as well as 

stimulating demand by consumers and businesses for ICT products and services.  The 

government's plan to develop a national cloud computing program should also drive 

opportunities in this key emerging area for vendors. 

 

The electronics industry in Malaysia is the country's leading local industrial sector in 

terms of investment, industrial output, value-added services, exports and employment.  The 

multimedia super corridor is a bold initiative to develop an it industry.  On the other hand, 

Malaysian information and communication technology (ICT) market is import-oriented and 

reliant on foreign technology.  There is also a low level of computer ownership and a marked 

digital divide.  Opportunities come in the form of business process outsourcing, which is 

growing in popularity, particularly for larger companies.  The government attempts to position 

Malaysia as an outsourcing hub with the national broadband plan and new fixed-wireless 

networks driving broadband penetration.  According to Malaysia Information Technology 

Report, the 2009 budget lacked specific measures for the ICT industry.  An austerity decree in 

2008 led to cutbacks and delays in it projects.  This requires revision on the current MSC 

business model. 

 

 

A Glimpse of the life of Cikgu Nizam 

 

Epilogue 

What a day…another hectic day.  Still, it is a good day.  Looking back at my life these 

last ten years, I have gone through many ups and downs throughout my life.  All of these 

made me what I am today.  After completing my formal studies, I had the opportunity of 

to go into business with a grant to start off with.  There is a saying that a person is not a 

good entrepreneur until he has experience failing and reaching rock bottom.  I have 

experienced failing, and I am proud to have risen back and seize the opportunities in 
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business with a renewed sense of confidence.  I have made ICT as my bread and butter 

and developing software solution is my job.  You are currently reading some of my life 

stories as an entrepreneur and I hope my experience can be a small text book for you to 

read about entrepreneurship in Malaysia. 

- Cikgu Nizam 

 

 

Company Background 

 

SOLSITECH, registered as private limited company operating primarily as a service 

provider was founded by Cikgu Nizamodeen B.  S.O.K.  Abdul Gaffoor.  The principal activity 

of SOLSITECH initially was more on e-learning education.  One of its products that received 

recognition is Cikgu2u.com.  Currently, SOLSITECH is running its own education portal for 

3000 students and so far there are about 36 schools that use Cikgu2u.com to improve their 

student performance.  Besides that, SOLSITECH also embarked on providing other types of 

services such as customization of school e-learning system, web-based school management 

centre and e-learning content developer.  The respective product created by the company 

includes Myschool.my and E-Madrasah2u.com.  As a charismatic leader, Cikgu Nizam did not 

step down but spread its wing with e-commerce business.  One of the e-commerce products that 

brought success to SOLSITECH is Mymarket2u.com. 

 

 

History of Establishment 

 

The history of SOLSITECH began in 2001, when its visionary founder, Mr.  Nizamodeen 

or known by the title of Cikgu Nizam and his beloved wife, Mrs.  Aizima Abdul Rahman took 

the initiative to establish Training Center namely Temuan Resource Management Sdn Bhd.  The 

center has become a service center who offers knowledge and motivation programs to schools, 

especially for those students who belong to clubs or associations to follow several programs such 

as Self Development Program, Leadership Program or Motivational Camp.  The firm was 
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modestly successful since its achievement in providing training services to 160 schools.  Until 

then, Cikgu Nizam began to embark on education sector which he believed would be able to 

boost the profit to the company by providing tuition services through its tuition center namely 

Pusat Tusyen Graduan Muda (PTGM).   

 

Armed with an initial capital of RM50, 000 derived from the SME Bank, SOLSITECH 

Tuition Centre opened its second Tuition Centre branch in the same location.  Somehow, after 

four years later, since business did not sound good, the camp has been closed.  From this point 

onwards, SOLSITECH decided to focus on Tuition Centre. 

 

At the first place, Cikgu Nizam and his management team manage to get involved only 

60 students.  Then, the number kept on increasing until it reached to 140 for the every first intake 

every month.  Sales dramatically increased.  To one extent, as the number of students reached to 

300 in figures, and business began to grow rapidly, SOLSITECH made a decision to open one 

more branch.  Unfortunately, after eight years, the business dramatically slowed down.  Nizam 

felt that he needed to make some changes.  He did not want to give up so soon.  He wanted to 

learn more.  After spending some time thinking about the company's future, Cikgu Nizam made 

a decision to enroll for a degree at UniKL.  Six months later, suddenly he quit.  His lecturer 

admitted that Cikgu Nizam was really a bright student.  Therefore, he registered Cikgu Nizam at 

MDEC.  At MDEC, Cikgu Nizam managed to propose two ideas namely Islamic Payment 

Gateway and Cikgu2u.com.  Only Cikgu2u.com has been greatly addressed by MDEC and 

finally Cikgu Nizam has been granted initial grant amounted to 150k from MDEC.   

 

 Through the establishment of Graduan Muda Tuition Centre, SOLSITECH felt that more 

voids, voids that can be filled by the opportunity to expand his business to a higher level.  

Through tuition services and programs offered, SOLSITECH found that there was an increase in 

the number of students registered with Graduan Muda Tuition Centre as compared to other 

tuition centers. 
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The CEO and other management of SOLSITECH were all excited with the current 

progress of the company.  Following the rocketing demand on the needs and importance of 

education in this sophisticated millennium, SOLSITECH thinking ahead with a better method 

that can be used by the company to maximize opportunities in the nation education sector. 

According to Cikgu Nizam, virtual can give you an added advantage over physical 

business.  According to him, a significant difference between traditional business and e-business 

is a broader customer reach beyond the scope of the local geography.  The following quotation is 

to show how virtual can give higher revenues to Cikgu Nizam and other businesses as well. 

 

An entrepreneur who operates Tuition Centre has an average net income of a maximum 

of RM3,000 per month equivalent to RM 36,000 per annum.  After using ICT application 

of e-business, his first-year income is RM 750,000. 

 

- Graduan Muda Tuition Centre, Kota Damansara 

 

 

The momentum of success began… 

 

The Cikgu2u.com era of excellence began when the idea to make Cikgu2u.com par with 

other programs that have already appeared in the marketplace such as SCORE-A, ZOOM-A, 

STRAIGTH-A and others.  This was proven when SOLSITECH Sdn. Bhd. was selected to 

launch Cikgu2u.com at MSC Malaysia Innotech & Open Asia SEA 2010, which was been held 

on 13-14 July 2010 at Mutiara Crown Plaza Hotel, Kuala Lumpur.  The launch of this product is 

the most valuable event in the history of the company and thus increase SOLSITECH name and 

officially Cikgu2u.com.   
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Real Business Scenario 

 

Many challenges have been encountered and a lot of things that have been learned by 

Cikgu Nizam, and his management team in the search for life as an entrepreneur.  The game in 

the business world is not as simple as it looks and is full of injustice.  At one-point Cikgu Nizam 

almost given up hope.  However, with the grace and guidance from God, Cikgu Nizam and his 

management team reevaluate their business model.  Eight years of improvisation what the 

existing business model is today.  As a result, diversification took place i.e.  from education 

diversified to E-Commerce (Mymarket2u.com). 

 

At the same time, re-branding has been made on the existing one.  Using the white label 

concept, exist two more e-learning product under Cikgu2u.com namely Myschool.my and E-

madrasah2u.com.  Currently, there are four products in place.  These include Cikgu2u.com, 

Mymarket2u.com, Myschool.my and E-Madrasah2u.com.  The explanations of each of the 

respective products are as below:  

 

 

Cikgu2u.com 

 

Cikgu2u.com is embraced as one-stop on-line education portal.  In other words, 

Cikgu2u.com is an online education portal for a group of students to learn together via the web.  

In simple words, it prepares a student for online tuition.  In 2009, Cikgu2u.com received a grant 

from MDEC to develop Cikgu2u E-Learning Portal.  Now there are about 36 schools that use 

Cikgu2u to improve their students' performance. 
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Myschool.my 

 

It was the first educational program launched by the Sultan of Selangor in 2012.  It is a 

collaborative e-learning program, which can be found in the State Public Library (PPAS).  

Myschool.my currently subscribed to over 50 schools throughout the state. 

 

 

MyMarket2u.com 

 

It is SME e-commerce portal for Majlis Amanah Rakyat Malaysia (MARA).  This pilot 

project started at MARA, Kelantan and SOLSITECH has been appointed as MARA consultant at 

last.  The advantage of MyMarket2u.com is that entrepreneurs can advertise their products.  And 

this is the first time MARA had its own E-Commerce (2012).  Since then, Mymarket2u.com 

becomes a national program and used by all MARA throughout Malaysia.  Now, SOLSITECH 

generated an income from only servicing a training to the respected company under MARA. 

 

 

E-Madrasah2u.com 

 

It is a smart school portal for religious schools throughout the state.  Its core function is to 

provide school management system and virtual learning for school students.  At the moment, 

there are three schools piloting this project and potentially become 160 in the future. 

 

 

Staffing 

 

So far, SOLSITECH has only five staffs and the rest is its associate partner.  Delegation 

has become an important principle for SOLSITECH to provide the most outstanding service to its 

customers. 
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Competitors Analysis 

Products Competitors 

Cikgu2u.com Score-A 

Straight-A 

ZOOM-A 

TUTOR BH 

SASBADI 

  

 

Products Competitors 

MyMarket2u.com Lot.my 

Rakuten.com.my 

Mudah.com 

Sennego 

Bigcommerce 

Netbuilder 

Ipay88 

 

SOLSITECH believed that to compete in a healthy way, there are two ways that can create a 

long-term survival in the business, namely product differentiation and segmentation.  As for one 

reason, Cikgu2u.com is the only that have its own e-book as compared to the other competitors.  

Other than that, which SOLSITECH believed to play a huge difference is the application of 

White Label concept.  Cikgu Nizam just repackages its product by using the same technology for 

different audience.   

 

 

SOLSITECH Business Strategies: Lesson learnt... 

 

In 2009, SOLSITECH tried to compete for a tender issued by GLC-A for a computer-

based education system.  At first, we did a study of the common competitors in the 

market, and a few came to mind.  They are Score-A, Tutor BH and Straight-A.  I was 

confident that my proposal which is our product called cikgu2u is a good candidate to be 

chosen due to its strength of its education modules.  Suddenly, out of the blue, a giant 

company called ABC came in with its product proposal.  This came as a surprise to us 

because we knew that this company only supplied hardware in the past and does not have 

any track record in producing software-based products, especially education software.  It 

shocked us all when Company ABC won the tender.  I came to know that Company ABC 

had supplied hardware to GLC-A in the past and due to this, ABC has a good track 
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record with them.  In terms of software, Company ABC bought a licensed software from 

overseas and claimed it as theirs by developing only the interface and a few relevant 

contents.  Actually, the product provided by ABC did not fulfill the tender requirements 

properly but at last, SOLSITECH had lost due to weak networking, not to weak product.   

 

After obtaining the 2009 grant from MDEC, we focused on getting the product to the 

market but not on marketing.  We should spend time and resources into advertising, 

promoting and marketing especially in major newspaper, the Internet and exhibitions.  

Initially, our strategy to be the first to bring the product to the market was not the right 

choice due to the current game being played in the system.  Another valuable lesson 

learnt here was after developing our product, we should go into “white label” concept by 

creating many versions of the product with difference interfaces but similar engines.  We 

should allow these versions of the product be used by other players in the market and 

SOLSITECH can profit from “Software as Service” concept.  Software as a Service or 

“SaaS” is a software distribution model in which applications are hosted by a vendor or 

service provider and made available to customers over a network, typically the Internet. 

 

The most important lesson learnt here is networking.  We will not go the distance in 

business in Malaysia by the strength of our product alone.  We have to know who the 

decision makers and stake holders are so that we show them directly the strength and 

uniqueness of our product.  Bottom-to-Top approach in promoting a product have a 

tendency to fail in the middle due to a number of reasons.  One of them is some good 

ideas may just be plucked up by any of the middle-level management people.  With these 

ideas, they can develop their own product and proposed it themselves to the top 

management.   

 

Another business strategy that we can use here is declaring to the public that we have a 

complete product to win tender projects.  Sometimes, being able to show our capability to 

the public and a glimpse of our product may pull in many opportunities.  This strategy 
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can be used if only we have the capability and resources to develop the system ourselves 

rather than outsourcing the development process.   

 

In Malaysia, there are government tenders which requires companies to come up with a 

type of guarantee bond or financial bonds, which are based on the tender.  Normally, a 

new company with weak financial background have difficulties to compete for these 

tenders due to this requirement.  A good solution for this is making our product unique.  

This may pull in offers from big companies to act as software integrators to invite us as 

software providers.  This allows new companies to get a share of the market if the deal 

manage to go through.  Software Integrator are important to come out with money and 

represent our product. 

 

What is the likelihood that someone will switch to a competitive product or service? If the 

cost of switching is low, then this poses to be a serious threat.  This is also something to 

think about.  Cikgu2u approach in business may differ from other competitors.  Product 

pricing may also differ because each player has their own market strategy and business 

models.  Based on my market study, the public or potential customers are divided into 

two groups, which are represented by 70% from the low income and the other 30% from 

the high-income group.  The dilemma is, which target group to focus on.  Our product 

has several modules, consisting of four elements of teaching techniques which are 

Observe, Hear, See and Do.  A package which have the complete four element techniques 

may be quite costly which is in the range of RM30 per month.  We know that some of our 

competitors are selling their product for only RM10 per month by only providing a 

question bank for the students to answer.  Our next strategy is to provide different 

modules for different income level customer.  For the 70% low income customers, we can 

provide a limited function Cikgu2u product which consists of only one module but may be 

sold for less than RM10 per month.  This package will be rebranded as W1.  The 

complete package of Cikgu2u can still be sold at RM30 per month to cater for high-

income groups.   
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In order to develop education software, content quality is very important.  We have to 

have a development team with good background in education, multimedia and 

programming.  There are plentiful of content provider in the market where finding the 

right people to do the job is not that difficult.  The most important thing is SOLSITECH 

have a dedicated group that may not work directly under SOLSITECH but functions as 

business partners.  Once a developed product is successfully commercialized, the team 

will get their share of the profit.  Definitely, lessons well learnt… 

 

 Cikgu Nizam 

 

 

Marketing Strategies 

 

For his Marketing Strategies, Cikgu Nizam relied on both the print and electronic media 

namely the newspaper and advertising in the television.  He also utilized more personal 

communication like publishing his own in house newsletter and flyers and added on the 

Facebook, Twitter, on line Google's advertising and Blogspot as his e marketing strategies. 

 

Both electronic, mass media and e marketing gave him the publicity that he needed to 

reach his customers.  Bill boards and banners were not spared, although these outdoor big 

advertisements are very much more expensive.  Realizing the importance of building his 

business through relationship with people, Cikgu Nizam appointed agents and distributors to sell 

some of his on line products or services but his mainstream idea was to focus on bringing the on 

line products directly to his customers.  This enabled customers to have an opportunity to register 

as a member for his online services and special voucher or discounts were provided as their 

privilege as registered members.    

 

In the ICT business, networking played an important role in getting the products or 

services to the customers.  Therefore, Cikgu Nizam had to adhere to the rule of the game.  He 

built up strong relationships with his suppliers and customers.  It was through these networking, 
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he found the opportunities and support of further expanding his business.   Among his associates 

in business are Pernec Berhad, Microsoft Malaysia, Hidaka Sdn Bhd, Omnisolution Sdn Bhd, 

Mdec, Inoble Sdn Bhd and D’Aquarian Sdn Bhd.   

 

 

Business Aproach 

 

To achieve long-term success Cikgu Nizam knew that it was dangerous to imitate his 

rivals’ business approach.  Cikgu Nizam set his mind to initiate an approach where he undertook 

with the intention of revolutionizing how his product will be produced, sold and supported after 

sales.  SOLSITECH allowed his customers to directly obtained the software products and 

services online unlike their rival firms in the market like Score-A, Straight-A, Zoom-A, Tutor 

BH and Sasbadi.  His rival companies used an indirect approach to deliver their products to the 

market often through an intermediary.  The approach worked well for the business to customers 

market segment.  Nizam’s market segment involved both business to customers and business to 

business segment. 

 

As competition intensified in the market, Cikgu Nizam used the “white label” approach 

to introduce new software products and online services.  The white label approach entailed 

giving a “new life” or brand name to existing online software products and with this new 

packaging and brand name given to existing software products, Cikgu Nizam was able to capture 

new market and customers.  The company prides itself as the first Malaysian company to 

produce E-education with the white label concept. 

 

Behind the scene, to sell the on line software products, Cikgu Nizam would allow 

customers to try the products and online services first before they decide to purchase the 

products or software.  This concept is known as Software as Service or SAAS.  The company 

imitated  this formula from some of the ICT companies in USA, which had utilized it to sell or 

market their software. 
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In the ensuing years, SOLSITECH had done extremely well, and the company embarked 

on mulit-tenant software to cater for a wider scope of customers.  For example, SOLSITECH 

founded the Mymarket2u.com for SME entrepreneurship marketing portal and the E-

madrasah2u.com as a portal for religious school students in the State of Selangor.  Myschool.my 

was later included to cater as an education portal to most libraries.   

 

The results, for SOLSITECH were impressive.  Using this business approach and the 

SAAS delivery method, Cikgu Nizam created milestones for his company.  Between 2009-2011, 

the yearly gross sales income was RM450,000 through the sales of Cikgu2u.com software while 

between 2012-2013, his gross sales income increased to RM1.5 million to RM3 million.  By 

2013, Cikgu Nizam had most of his gross sales derived from his extended software, which 

include E-Madrasah2u.com, Wily Kidz, Myschool.my and Mymarket2u.com.   

  

 

The Way Forward 

 

Having illustrated the importance of articulating a business approach in the early life of 

the new venture in his business, Cikgu Nizam knew he has to set a vision and mission which will 

determine the future of his business.  Cikgu Nizam was determined to look for and create new 

market and new products ventures, and he has an aim to use the blue ocean strategy.  

SOLSITECH will continue to invest in the research and development of new market and new 

products – to do this, he will need to analyses the strengths and weaknesses of his competitors 

and make an analysis of the dynamic and vibrant ICT industry.  Identification of new, untapped 

market through market segmentation and product development continue to be an important 

solution to his business future direction. 
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It was late June 2004 and Datuk Ismail Ahmad the Chief Executive Officer (CEO) of 

Tracoma Holdings Bhd was considering to issue sukuk to finance the company’s business 

expansion. However he was not familiar with sukuk even though a lot of companies 

worldwide have issued sukuk as important mode of raising capital. Datuk Ismail Ahmad 

wanted to decide which particular sukuk structure that fit the financing needs based on 

financial analysis of the company and Malaysian capital market offering. Therefore, Datuk 

Ismail called his Chief Financial Officer (CFO) to seek advice from their investment bank in 

this regard and prepare report on sukuk structure that available in Malaysian capital market to 

be presented within one week. 

 

Malaysian Capital Market 

 Malaysian Capital market comprises a conventional capital market 

system operates in parallel with a well-established Islamic Capital Market. Fast development 

in this line of industry making Malaysian Financial Market as one of the largest financial 

system with assets valued at RM1.416 trillion (USD$472 billion). 

 

mailto:badrul_kimi@yahoo.com
mailto:m_hafiz@ukm.my
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 Malaysian conventional capital market offered various instruments to the investors as 

Islamic capital market instruments offered a very different instruments. Compare to every 

conventional instrument there are always an alternative instruments that Islamic capital 

market can offered like securities to syariah compliance securities, bonds to sukuk, REITs to 

Islamic REITs, ETF to Islamic ETF and unit trust funds to Islamic unit trust fund. Although 

Malaysian Islamic capital market is still in niche period compared to the conventional market 

as its growth in 2010 grow at 13.6% compare to the other conventional market that had more 

growth percentage. However, Malaysian Sukuk market now is the largest sukuk market in the 

world with 64% outstanding share of sukuk at the end of 2010 compared to other sukuk 

market in the world. 

 

 

Sukuk 

 Sukuk is the plural word of sakk that mean Islamic securities. Literally, sukuk means 

certificates that refer to securities, notes, papers or certificates that featuring liquidity and also 

tradability. According to the Guidelines on the Offering of Islamic Securities issued by 

Securities Commission of Malaysia (SC) in 2004, sukuk refers to a document or certificates 

which represent the value of an asset without restricting type of asset representing the sukuk.   

 

Sukuk can be represented by numerous form of contracts divided into four different 

based; sales-based, lease-based, partnership-based and agency-based. Under the contract 

based, there are various specific types of sukuk structures such as mudharabah, musyarakah, 

murabahah, salam, ijarah and others. Therefore, the issuer that was in need of funds will 

choose the best sukuk structure fitted to their financial needs. Among the factors are issuer’s 

economic objectives, the availability of assets, company debt level, issuer credit rating, and 

the legal framework in the jurisdiction and tax implication of the structure. 

 

 

Tracoma Holding Berhad Company Background  

Tracoma Holding Berhad (Tracoma) was incorporate in 8 June 2000 and listed in Bursa 

Malaysia Main Market in 24 July 2002. Tracoma primarily involved in the manufacturing 
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and supply of metal-based and tubing parts components for automobiles, with local 

automotive companies i.e. Proton and Perodua are the main customers. Further, it is also an 

investment-holding company that involved in manufacturing and assembling motor vehicles, 

and maintenance and engineering services for the shipping as well as oil and gas sectors. 

Tracoma has received several awards from foreign car makers for its good product quality 

(MARC, 2004) and become the leading manufacturer and supplier of automotive parts and 

components in Malaysia.  

 

 

Nature of Business 

Tracoma Holding Berhad involved mainly in the manufacturing and supply of metal-based 

and tubing parts components for automobiles. Further, it is also an investment-holding 

company that involved in manufacturing and assembling motor vehicles, and maintenance 

and engineering services for the shipping as well as oil and gas sectors. Tracoma had 

continuously investing in R&D to improve it products and services.  

 

Exhibit 1: Tracoma’s Financial Profile 

Description 31/12/2003 31/12/2004 

Total sales                    71267 87896 

Depreciation                   6559 6104 

Operating profit               5813 14518 

Net interest charges           1156 1683 

Pre-tax profit                 5086 13072 

Published after tax profit     5230 8398 

EBIT                           6416 14894 

EBITDA                         12975 20998 

Equity cap. And reserves       94057 101441 

Tot. Share capital & reserves  94057 101441 

Minority interests             259 368 

Total capital employed         113811 131668 

Tot fixed assets-net           80196 115902 

Total intangibles              10840 17721 
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Total stock 12401 14303 

Total cash & equivalent        9528 7282 

Total current assets           49859 58878 

Assets (total)                 141120 193160 

Borrowings repayable < 1 year  11630 23821 

Total current liabilities       23886 57665 

Net current assets             25973 1213 

Total debt                     31125 53679 

Net debt                       21597 46398 

Enterprise value 101056 99086 

Market Value                         79200 52320 

Dividends per share            0.022 0.043 

Book value per share           1.96 2.113 

Market to book value exclude 

Intangible 

0.95 0.62 

Sales per share                1.485 1.831 

Cash in -operating activities  7909 25775 

Payments: fixed assets         22282 24876 

Cash out-investing activities  29536 47223 

Cash inflow from financing     13244 19201 

Net cash flow                  -8383 -2246 

 

 

 

Need for Capital 

The landscape of Malaysian automobile industry has changed when Proton was established in 

1985 and consequently Perodua in 1993. Impressively, Malaysia has become the only 

developing country at that time to own a full automotive design and engineering 

competencies (Malaysian Automotive Association, 2005). One of the immediate impacts due 

to the establishment of Proton and Perodua was the strong growth in automotive components 

and parts industry. Tracoma is one of the manufacturers to take the opportunities in 
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automotive sectors by supplying automotive components and parts to Proton and Perodua as 

well as several other foreign car makers (Tracoma Holding Berhad, 2010). 

 

Realizing these opportunities and consistent to its mission, Tracoma planned to expand its 

operation by entering joint venture agreement (JVA) with local and foreign automotive-

related companies as well as to build a new plant to increase its capacity. However, shortage 

of internal funds requires Tracoma to seek external funding to materialize it expansion plan. 

The management of Tracoma believed that sukuk is the right option to finance its long term 

growth. Datuk Ismail Ahmad wanted to make his recommendation to the board of directors 

on the best sukuk structure to be issued by the company at their upcoming meeting, which is 

held next week. Hence he directed his CFO to seek advice from their investment bank in this 

regard. 
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It was end of 2008 when Datuk Ismail Ahmad, Chief Executive Officer (CEO) of 

Tracoma Holdings Berhad received a memo from the Board of Directors’ office mentioning a 

briefing to be held soon. The briefing was specifically requested by the Board to keep abreast 

with the progress of Tracoma Holding Berhad Bai Bithaman Ajil Debt Securities (BaIDS) 

which was the first issuance of sukuk (Islamic debt securities or bond) by the company. 

Among the essential information to be reported are transaction summary, sukuk structure and 

utilization of proceed. Being a debt-based facility, credit rating analysis should also be 

highlighted. Datuk Ismail directed the Chief Financial Officer (CFO) to prepare a 

comprehensive analysis on the sukuk performance since its issuance in 2005 for the briefing 

to be held in two weeks’ time. 
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Company Background 

 

Tracoma Holding Berhad involved mainly in the manufacturing and supply of metal-

based and tubing parts components for automobiles. Further, it is also an investment-holding 

company that involved in manufacturing and assembling motor vehicles, and maintenance 

and engineering services for the shipping as well as oil and gas sectors. Tracoma had 

continuously investing in R&D to improve it products and services.  

 

 

The Issuance of Sukuk BaIDS  

  

The RM100 million BaIDS had been issued in two series of RM50 million each with 

tenures of four and five years respectively. Profit is payable semi-annually in arrears and the 

first profit payment was commencing six months from the date of issuance. Transaction 

summary of Tracoma’s BaIDS is shown in Table 1.  

 

Table 1: Tracoma Holdings Berhad BaIDS Transaction Summary 

Issuer Tracoma Holdings Bhd  

Principal Activities Manufacturing and supply of automotive parts and components, 

the manufacture and assembly of motor vehicles, and 

maintenance and engineering services for the shipping as well as 

oil and gas sectors 

Sector Industrial Products – Automotive 

Category Corporate Debt 

Instrument Bai’ Bithaman Ajil Islamic Debt Securities (BaIDS) 

Sukuk Structure Sukuk bai’ bithaman ajil 

Issue Size RM100,000,000 

Profit Rate and 

Tenure 

  

Issuance Date Maturity Date Tenure Profit Rate 

28 Jan 2005 January 2009 4 years 7.25% 

28 Jan 2005 January 2010 5 years 7.65% 

Shariah Advisor Assoc. Prof. Dr Mohd Daud bin Bakar 

Principal Advisor / 

Lead Arranger 

Affin Investment Bank Berhad (formerly known as Affin 

Merchant Bank Berhad) 
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Trustee Pacific Trustees Berhad 

Rating Agency Malaysia Rating Corporation Berhad (MARC) 

Initial Rating AID 

Date issued 28-Jan-05 

Source: Hafizi Ab Majid et al. (2011) 

 

  

The Sukuk Structure 

 

As shown in the Figure 3, the subscribers (sukuk investor) shall first enter into asset 

purchase agreement with the issuer (Tracoma Holdings Bhd) and pay the purchase price. 

Subsequently, the subscribers shall sell the asset back to the issuer at an agreed selling price 

which is higher than the purchase price. The second transaction shall be done on deferred 

basis reflecting the usage of the principle of BBA. However, the whole transaction is best 

described using the principle of bay’ al-‘inah
1
  which is only acceptable to jurisdiction such 

as Malaysia where Shafie school of thought is regarded as the mainstream practice. In other 

parts of the world especially in the Middle East, the contract of bay’ al-‘inah is regarded as 

impermissible (haram) thus the transaction can be regarded as invalid. This is due to the 

argument that concept of bay’ al-‘inah is mirroring the concept of riba
2
 or interest. 

 

 

 

 

 

 

 

 

 

 

 

 

                                                           
1
 One party sells the other a good with deferred payment, which is immediately resold spot. Hence the first party 

has to pay an amount in future but receives cash today, which is lower. This type of transaction is allowed in 

Malaysia under the Shafie school, but rejected in the Gulf countries as impermissible. 
2
 Interest or usury and is forbidden in Islamic economic jurisprudence. 

http://en.wikipedia.org/wiki/Usury
http://en.wikipedia.org/wiki/Islamic_economic_jurisprudence
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Source: Hafizi Ab Majid et al. (2011) 

Figure 1: Tracoma BaIDS of RM100 million nominal value  

 

Therefore, this sukuk structure is only meant for domestic players where the highest 

authority in Islamic commercial transaction for Islamic Capital Market falls under Shariah 

Advisory Council (SAC) of SC. By virtue that the transaction had been approved by the 

Shariah Advisor and SAC of SC, the transaction is therefore regarded as valid. Under the 

Programme Term Structure (PTC), the Islamic Serial Bonds will be paying a rate of 7.25% 

for series 1, and 7.65% for series 2. The percentages will be the mark up used in the sale 

transaction, when the subscribers sell the identified assets to the issuer. The coupon payment 

will be paid on semi-annual basis. 

 

 

Utilization of Proceeds 

 

Proceed from the issuance of BaIDS is used for expansion purposes as well as to repay some 

of the company existing borrowing and working capital requirement. More than 36% of the 

proceeds are used to finance Tracoma shares subscription in PT Proton Tracoma Motors 

(PTM). PTM is a joint venture between Proton and Tracoma and incorporated under the laws 

of Indonesia, where Proton and Tracoma subscribe 51% and 49% respectively of the share 

capital. The overall breakdown of the proceeds utilization is shown in Table 2. 
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Table 2: Proceed Utilizations of BaIDS 

Description 
Amount (RM 

Mil) 
Percentage 

Partly finance its shares subscription in PT Proton 

Tracoma Motors 
36.309 36.3 % 

Financing the acquisition of land and building by PT 

Tracoma Nusantara by way of advance from Tracoma to 

PT Nusantara. 

5.0 5 % 

Construction of new plant at Lot 12, Proton City, 

Mukim Ulu Bernam Timur, Daerah Batang Padang, 

Perak Darul Ridzwan; 

12.0 12 % 

Repayment of bank borrowings or other financial 

obligations of the Issuer and its subsidiaries 
22.0 22 % 

Pre-fund the Finance Service Reserve Account (FSRA) 3.8 3.8 % 

Tracoma Group’s working capital requirements. 20.391 20.4 % 

Costs and expenses in relation to the issuance of BaIDS 0.5 0.5% 

Source: Principal Terms and Conditions of the Islamic Serial Bonds (SC,undated).  

 

 

Credit Rating Performance 

 

Basically, sukuk issued in Malaysia must have at least one credit rating throughout the tenure 

of sukuk (Securities Commision of Malaysia - SC & Bank Negara Malaysia - BNM, 2007). 

This is important to boost confidence level of sukuk investors as well as Islamic capital 

market participants. Sukuk credit rating reflects credit worthiness of the underlying asset and 

issuers of the certificate. In general, sukuk with good credit rating (e.g., AAA, AA) entails 

low credit risk, and vice-versa. Hence, besides the abovementioned risks, corporate liabilities 

like sukuk also features credit or default risk. There is always a chance that a corporate 

borrower will not meet its contractual obligations and may renege from paying the principal 

and the profit due. Even for the typical high-grade borrower, this risk is there even though it 

may be small, perhaps 1/10 of 1 percent per year. Although this type of risk does not seem 

large, it is in fact highly significant. It can even increase quickly and with little warning. 
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Further, the margins in corporate lending are very tight, and even small miscalculations of 

default risks can undermine the profitability of lending. Unexpected realizations of default 

risk have destabilized, decapitalized, and destroyed many internationally active corporate 

institutions.  

 

The ratings of BaIDS as provided by MARC were as depicted in Table 3. 

 

 

Table 3: BaIDS Ratings Performance 

Date Status Rating 

Nov-04 Initial AID 

Apr-06 Affirmed AID 

Feb-07 Downgraded-Negative BBB+ID 

Jul-08 Downgraded BB+ID 

Oct-08 Downgraded-Negative BID 

Source: MARC Rating, 2011. 

 

Datuk Ismail Ahmad was responsible to report the performance of their first sukuk facilities, 

i.e Bai Bithaman Ajil Debt Securities in the company’s upcoming briefing with their board of 

directors which would be held in two weeks. Hence he directed the Chief Financial Officer to 

prepare a comprehensive analysis on the sukuk performance since its issuance in 2005. 
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Introduction 

 

In the year of 2002, Al-Qamari Bank Berhad saw the demand for Islamic pawn broking is 

increasing; thus, introduced the scheme in order to help the needy, especially the lower income 

group. In this context, the Islamic pawnshop (Ar-Rahnu scheme) is the most appropriate 

mechanism as it provides a financial product for the lower-income groups and small businesses 

which usually have limited capital or have been excluded from the mainstream financial system. 

The purpose of the Pawnbrokers Act 1972 was to guarantee a healthy pawnshop industry, as well 

as safeguarding the interests of the consumers. However, it failed to control the problems of the 

oppression of the lower income groups and the pawnbrokers’ malpractices. In fact, high interest 

rates make it difficult for the consumers to reclaim their goods or jewelleries. Besides, those who 

need financing as a business capital find that their capital is rapidly diminishing.  

 

The concern over higher interest rates, usurious and exploitative activities imposed by the 

conventional pawnshop makes the customers choose to deal with the Islamic pawnshop. 

However, there are some cases reported under Ar-Rahnu facility involving pawn of fake gold for 

Ar-Rahnu financing, resulting to an increase in impaired Ar-Rahnu assets. This issue has 

triggered Ar-Rahnu operators for the importance of risk management and customer monitoring 

system. As a newly employed finance officer in the pawn-broking department, your first 

mailto:eychah@ukm.edu.my
mailto:shahida@ukm.my
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task is to review the modus operandi of Ar-Rahnu in Al-Qamari Bank Berhad (i.e. Can 

third party sell the gold on behalf of the customer? What are the constraints and challenges 

of Ar-Rahnu?).  Also, you have to gauge the reliability of internal controls associated to the 

business, compliance with relevant policies and procedures, banking practices and Anti 

Money Laundering/Counter Financing Terrorism Act.  Having in mind to maintain an 

excellent first impression of your capability as a graduate from a reputable university, you need 

to successfully present your first task to your boss within a week with the hope to improve the 

current risk management framework.   

 

 

Background Company 

 

Al-Qamari Bank Berhad was established on 14 July 1979. It was then corporatized on 10 

May 2007. At the early development, the Bank’s financing of the agricultural sector was driven 

by a policy set forth by the Ministry of Small Medium Enterprise (SME). Among others, Al-

Qamari Bank Berhad’s roles and functions are: to provide financial and banking services 

focusing on entrepreneurship sector (i.e. upgrade and encourage financing to entrepreneurs by 

the commercial banking sector), to be the centre of entrepreneurship expertise and to provide 

credit rating for SME’s sector. With shareholders’ fund worth RM1.00 billion, Al-Qamari Bank 

Berhad in year 2011 had more than 98 branches and 112 ATM nationwide. The Bank offered 

retail financing and deposit products in addition to the business financing and special funding for 

entrepreneurship projects.  

 

In year 2011, Ar-Rahnu was managed and owned by Consumer Banking Department of 

Financial Services Division.  Ar-Rahnu was defined as making an asset as a security or collateral 

for a debt. The collateral would be used to settle the debt when the debtor was in default. It may 

also be known as borrowing with collateral or pawn broking. In Al-Qamari Bank Berhad, the 

gold/jewelleries were the subject of collateral for Ar-Rahnu. In return, the customers would get 

the cash based on the margin of loan with regards to the current market value of gold/jewellery 

as determined by the Bank. Other Islamic concepts that were being used by Al-Qamari Bank 

Berhad for Ar-Rahnu facility were as follows: 
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 Qardul Hasan – referred to an interest-free loan. The borrower was only required to 

repay the principal amount borrowed, but the customer may pay an additional amount at 

his absolute discretion, as a token of appreciation. 

 Al-Wadiah Yad Dhamanah – Safe custody. Originally, safe custody was referred to as 

Wadiah Yad Amanah i.e. trustee custody, which according to shariah, the trustee 

custodian had the duty to safeguard the property held in trust. Wadiah Yad Amanah 

changes to Wadiah Yad Dhamanah (guaranteed custody) when the trustee custodian 

violated the conditions to safeguard the property. He (the custodian) then had to 

guarantee the property. 

 Ujrah – A payment for manfaah (i.e. benefit of other’s property). Another term related to 

ujrah is ajr (plural ujūr), which referred to payment for a service. It was also applied to 

salary, wage, pay, fee(s), charge, enrolment, honorarium, remuneration, reward, etc. 

 

 

Shariah Council/Committee 

 

Shariah Committee (SC) was formed to monitor and ensure that the bank’s business 

operations were conducted according to the shariah laws and regulations imposed by Bank 

Negara Malaysia (BNM). Practically, the role and responsibilities of the SC towards the effective 

management of Ar-Rahnu in Al-Qamari bank among others include the followings: 

i. To provide guidelines and advice to the board and management on subject of laws 

and policies of Ar-Rahnu scheme. 

ii. To ensure the compliance and conformance of the Ar-Rahnu scheme in Al-Qamari 

Bank in line with the shariah laws and regulation. 

iii. To conduct research and analysis on relevant Ar-Rahnu issues brought up by the 

management and branches within the bank. 

iv. To endorse the terms and conditions contained in the proposal form, contract, 

agreement or other legal documentation used in executing the Ar-Rahnu transactions. 
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Ar-Rahnu Performance 

 

Ar-Rahnu was growing tremendously in Al-Qamari Bank Berhad since its corporatisation in 

2007. The size of the scheme had increased by RM539.67 million from the financial year 2007 to 

2010 with fee income collected from RM5.97 million to RM17.03 million in 2010. The size of 

Ar-Rahnu scheme based on annual report 2010 as compared to other Ar-Rahnu players was as 

follows: 

 

Table 1: Size of Ar-Rahnu Scheme in 2010  

List of Institutions  Size of scheme Year of Establishment 

Al-Mihraj Bank Berhad 1,126,893,000 October 1993 

Al-Salamat Bank Berhad  13,897,000 Julai 1997 

Al-Qamari Bank Berhad 539,670,821 September 2002 

 

 

The Modus Operandi 

 

Generally, the modus operandi for Ar-Rahnu at Al-Qamari Bank Berhad and other 

Islamic pawnshop transaction was quite similar. The financing granted was based on four 

concepts, i.e. Qardul Hassan (loan without interest), Al-Wadiah Yad Dhamanah (keeping 

valuable goods by guarantee), Al-Ujrah (storage fees) and Ar-Rahnu (collateral). The storage fee 

was based on the value of gold and not on the amount of the financing. This fee was charged 

differently by each Islamic pawnbroker. 

 

In Ar-Rahnu, only gold was the permitted item/asset. Gold had several advantages as 

collateral over other items. Firstly, gold was easily resold (should the borrower not redeem the 

pledge, there was always potential auction market for gold). Secondly, gold’s purity could be 

easily determined; hence the risk of mispricing the collateral could be minimized. Thirdly, gold 

necklaces and rings typically required a small flat envelop for storage; thus could be kept 

securely in the bank safe box at little, if any, additional cost. 
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In terms of legislation, the Ar-Rahnu system was subject to certain laws but no specific 

acts. Ar-Rahnu scheme in Al-Qamari Bank Berhad was subject to the Development Finance 

Institutions Act 2002.  In terms of who can pledge, the customers themselves as well as the 3rd 

party to pledge the gold on behalf of them if the amount exceeds RM150, 000, provided there is 

a consent letter from the customers. 

 

Principally, Ar-Rahnu at Al-Qamari Bank Berhad preferred the customer to redeem their 

collateral within six months. However, if there was no repayment, there would be an extension 

period of three months after which the client was informed that the item would be sold by 

auction within a further of two months period. Based on the Ar-Rahnu scheme manual of Al-

Qamari Bank Berhad, any surplus from the sale of the gold over the amount owed to the 

pawnbroker, including accumulated deposit fee and any costs related to the sale, had to be 

returned to the customer. The mechanism and requirements of Ar-Rahnu in Al-Qamari Bank 

Berhad could be illustrated as in Figure 1 and Table 2, respectively. 

 

 

 

 

 

 

 

 

 

 

Borrower 

(Rahin) 

Ar-Rahnu of 

(Murtahin) 

Qardul hassan 

Rahn 

Wadiah Yad Dhamanah 

Custodial fee/ Al-ujrah 

Figure 1: Ar-Rahnu Process Flow 

Pledge 
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Table 2: Summary information of Ar-Rahnu in Al-Qamari Bank Berhad 

Applicant eligibility   Open to all Malaysian citizens. Aged 18 years old and above. 

Pawn Limit 

 

Maximum RM150,000 @ RM50,000 per day 

Minimum RM100 

Pawn Duration 

 

6+3+2 months 

The first duration is 6 months, can be extended for another 3 

months and lastly for another 2 months. 

Types of acceptable   

collateral 

 

All types of jewelries made of gold such as: Necklaces, earrings, 

rings, wrist and leg bracelets, brooches and others. 

Safekeeping fee 

 

Loan Margin Keeping Fee for every   

RM100.00 

Marhun Value/Month 

50% RM0.50 

60% RM0.60 

70% RM0.75 

  
 

Pawn duration 

 

Installment or all at once any time before or on the maturity date.  

 

Current Risk Management Practices  

As a financial institution, the bank was exposed to credit, market, liquidity and 

operational risks which form the major risks faced by the bank. Other risks included legal and 

reputational risk. Al-Qamari Bank’s vision in risk management at an enterprise level was to 

create a ‘no-surprise environment’ with the following key mission: 

 Protect Al-Qamari Bank’s financial soundness; 

 Protect Al-Qamari Bank’s reputation; 

 Create risk transparency by proper identification of all significant risks; 
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 Functionally and organisationally independent of the business sectors. 

 

Al-Qamari Bank’s risk management was conceptualised by “the three lines of defence” as 

illustrated in the Table 3: 

 

 

Table 3: Risk Management Framework in Al-Qamari Bank 

 

Approach 1
st
 Line of Defence 2

nd
 Line of Defence 3

rd
 Line of 

Defence 

Responsibility Risk Taking Unit Risk Control Unit Assurance 

Organisational Units Business and Support 

unit 

Risk Management 

Division 

Internal Audit 

 

Risk Management Division (RMD) as a control unit had put in place an on-going process 

for evaluating, managing and reporting on the significant risk faced by the Bank. Risk reports 

were submitted to the senior management and the board for review and decision making. RMD 

formulated and reviewed the establishment of policies and models on credit, liquidity, market 

and operational risk. RMD also monitored and reported on the compliance to the set risk limits 

approved by the board. 

 

In view of the Ar-Rahnu scheme, RMD was responsible to perform the risk profiling with 

assurance of the effective control procedures by the Internal Audit Department (IUD). On the 

other hands, the Compliance Department (CD) was responsible to provide guideline for Ar-

Rahnu operation to be in line with the Anti-Money Laundering Act and Anti-Terrorist Financing 

Act 2001. In current practice, the bank would conduct the due diligence (DD) on the customer to 

ensure no attempt to money laundering. The DD process will be performed by doing customer 

risk profiling. In other words, the banks should know their customers well.  Any suspicious 

transaction detected, the branch has to report to the CD for further action. The CD will then issue 

the Suspicious Transaction Report (STR) to Bank Negara Malaysia for further action.  
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Credit risk management 

 

Credit risk was the risk of financial loss to the bank if a customer or counterparty to a 

financial instrument failed to meet its contractual obligations.  It arose principally from the 

bank’s financing and advances to customers and investment in debt securities. For risk 

management reporting purposes Al-Qamari Bank Berhad considered and consolidated all 

elements of credit risk exposure such as individual obligor default risk and portfolio risk by 

segment and sector. The bank’s management, risk management committee (RMC) and the board 

are regularly kept informed on the performance of the financing portfolio as well as status of the 

credit risk profile. Even though there was no additional capital requirement imposed by BNM, 

venturing into Ar-Rahnu business requires high capital (RM2 million – RM4 million) in order to 

offer a truly secured and quality services. 

 

i. Customer Evaluation 

Prior to the approval of Ar-Rahnu transaction, the bank would evaluate the customers by 

performing customer’s background checking through CTOS search, insolvency search, 

income verification and personal call to related parties for confirmation of information 

provided in the application. 

 

 

ii. Oversight and Monitoring Function  

As part of mitigation of the credit risk, the bank had developed an oversight and monitoring 

function to oversee the Ar-Rahnu operation. The oversight and monitoring function for Ar-

Rahnu in Al-Qamari Bank was under the control of Consumer Banking Department (CBD) 

underneath the flagship of Financial Services Division. The CBD was responsible to provide 

monitoring guideline to ensure effective management of Ar-Rahnu assets.  

 

Simple monitoring system had been developed by the CBD.  The system put forward the 

requirement for branches to publish its Ar-Rahnu customers’ age on the bank’s intranet 

facility on monthly basis to ensure that close monitoring had been done within branches. In 

the case of customers hitting the impairment triggers set by the bank, a memo of “Ar-Rahnu 
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Impaired Report” to branch managers and regional managers should be sent as well as 

appeared on the intranet system to warn further action to be taken up by the CBD. 

 

CBD had also developed a specific mechanism and tool in monitoring the prolonged overdue 

accounts to ensure that branches would promptly conducted the auctioning process. Such 

mechanism required the branches to provide the head office in monthly basis with a report 

for the list of prolonged overdue accounts to proceed with auction process on the 

gold/jewelry. In addition, the branches should notify the regional manager and CBD for 

auction activity. CBD would then review the Ar-Rahnu auction reports to notify the bank’s 

management on periodic basis. Moreover, a proper scheduled visitation plan to branches was 

prepared to facilitate on the review of Ar-Rahnu activities and physical verification. 

 

iii. Insurance Management for Ar-Rahnu 

An insurance policy had been developed to ensure that the marhun value was adequately 

secured and covered. The policy had been effectively established to include a clause that 

allowed the automatic reinstatement of the sum insured, should there be an increment to the 

marhun value. The overall monitoring function of the marhun value was monitored by CBD.  

The CBD then alerted the Procurement and Services Department (PSD) as well as those 

branches that involved in the Ar-Rahnu scheme on the adequacy of insurance coverage. 

 

Operational risk management 

 

Al-Qamari Bank Berhad was exposed to the risk of loss from Ar-Rahnu transaction resulted 

from inadequate or failure in internal processes, people, and systems or even from the external 

events. Thus, the bank had developed the Operational Risk Framework (ORMF) in year 2010 to 

provide a structured process, which was defined and guided by the regulatory guidelines set by 

Bank of International Settlements (BIS) Basel Accords, the Bank Negara Malaysia’s (BNM) 

guideline and industry best practices. 
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i. Comprehensive Accounting Policies and Procedures in The Ar-Rahnu Manual 

Al-Qamari Bank Berhad had provided a specific details policies and procedures in the Ar-

Rahnu manual on the outline of impairment triggers, the classification of impairment status, 

the write-off and provisioning process, as well as the recognition of storage fees income. 

Policies and procedures on the recognition of storage fees aligned with the Financial 

Reporting Standard 118 (FRS 118) on Revenue Recognition. 

 

ii. Quality Control at Branches and Manpower Management 

All branches had been allocated with a proper dealing room to perform the Ar-Rahnu 

transaction. In addition, the room was equipped with CCTV and a security guard. A panic 

button or kick bar was located under the workstation/table in the Ar-Rahnu dealing room for 

the purpose of alarming signal on urgent basis. Al-Qamari Bank had provided a dedicated 

staff with relevant qualification to verify and confirm the gold price. The staff was trained 

professionally to have knowledge to recognize the genuine gold/jewelry and monitor the 

daily movement of gold price. A secured filling cabinet was available to ensure a proper 

management of Ar-Rahnu documents and access was only limited to the authorized 

personnel. 

 

 

Conclusion 

 

Coming back to your role of a newly employed finance officer in the pawn-broking 

department in Al-Qamari Bank Berhad in year 2011, your first task is to review the modus 

operandi of        Ar-Rahnu.   To help you accomplish your task within a week, below are some 

points to ponder: 

 What is the mechanism of pawn broking (Ar-Rahnu) from Islamic perspective? 

Did the modus operandi of Ar-Rahnu in Al-Qamari Bank Berhad shariah 

compliant? 

 Can third party sell the gold on behalf of the customer? 

 How can Al-Qamari Bank Berhad relate Ar-Rahnu scheme with Anti Money 

Laundering Act? 
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 What are the constraints and challenges for Ar-Rahnu?  

 What do you think on the risk management framework of Ar-Rahnu in Al-Qamari 

Bank Berhad? Is it adequate?  

 How the fee (ujrah) is determined?  
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Nurhidayati (LPPI), Sudarminto (LPPI) and Farah Fadilla (LPPI). 

 

 

Introduction 

 

Since foraying into the financial services sector in 2000, Bank Negara Indonesia 

Syariah or BNI Syariah is considered as one of the leading Islamic banks in Indonesia. Faced 

with competition to retain and expand its customer base, the bank realised the need to 

broaden access to banking while deepening the services offered to existing customers. 

Supplementing its organic growth strategy, BNI Syariah embarked on a two-pronged 

approach of customer-centric focus and business line expansion pursuant to its corporate 

Navigation Map. 

 

The bank has taken home a number of accolades under its belt including the recipient 

of the Indonesian Customer Satisfaction Award 2010 and the Indonesia Brand Champion 

Award 2011. BNI Syariah was also adjudged as the Best Sharia Bank in Zakat Service 

Excellence in recognition of its value-added customer services and banking products. In 2003 

and 2004, BNI Syariah was lauded as The Most Profitable Islamic Bank for its outstanding 

success in generating profits in a short span of time.  

mailto:nursofiza@aif.org.my
mailto:r.madden@aif.org.my
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The changing financial landscape coupled with intense competition in the Islamic 

banking sphere in the country resulting from the emergence of foreign players poses several 

challenges for BNI Syariah. However, with the Indonesian economy and Islamic banking 

forecasted to grow to more than 5% and 40% respectively in the next few years, tremendous 

opportunities lie for growth and expansion.  

 

 

Background of BNI Syariah 

 

BNI Syariah is a subsidiary of Bank Negara Indonesia (BNI) which is one of the 

largest banks in Indonesia.
1
 BNI Syariah was initially established as an Islamic banking unit 

(unit usaha syariah or UUS) under BNI before it was spun off to become an independent 

Islamic bank in 2010. The decision to spin off the Islamic business unit of BNI was 

motivated by several factors including a conducive regulatory environment, rapid growth of 

the Islamic banking industry, greater consumer awareness, first mover advantage, consistent 

strong performance of the Islamic business unit as well as prospects of even better financial 

results following the spin off.  

 

History and development of BNI Syariah banking unit 

The Islamic banking unit or UUS of BNI was established in April 2000 under Law 

No. 10 of 1998. The move was part of BNI’s strategy to offer universal banking services to a 

diverse set of customers and to tap into the growing demand for syariah-compliant banking 

products and services among the country’s sizeable Muslim population.
2
 Taking advantage of 

the bank’s existing strong retail banking operations, the number of UUS increased from 5 

branch offices in the year of its inception to 18 offices in 2003. In line with this expansion, 

deposits and financing grew by 163.41% and 67.57% respectively. In 2004, its status as an 

Islamic banking unit was elevated to become a full-fledged Strategic Business Unit (SBU) 

within BNI and hence was accorded greater authority and autonomy to pursue growth 

opportunities.  

 

                                                
1
 BNI is a state-owned bank and is the fourth largest bank in Indonesia. Established in 1946, BNI was the first 

bank founded and owned by the Indonesian Government. It is also the first state-owned bank to go public in 

1996. 
2
 Indonesia has the largest Muslim population in the world. About 88% of its 248 million populations are 

Muslims.  
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In the same year, BNI undertook a radical transformation programme as part of its 15-year 

long term corporate plan with a view of transforming the bank to support its renewed vision 

of becoming a leading national bank which places strong emphasis on achieving excellence 

in services and performance. This bank wide restructuring programme as laid down in its 

Navigation Map was built on four pillars - service excellence, customer intimacy, creative 

thinking and performance leadership. Towards this end, the Navigation Map outlined several 

key strategic initiatives for sustaining financial growth including strengthening distribution 

networks, improving branch-banking infrastructure, sharpening focus on customer 

segmentation, applying prudent and rigorous risk management regimens and the rolling out 

of an advanced IT platform.  

  

The Navigation Map also outlined the strategic roadmap for the development of 

BNI’s Islamic banking business. As part of the bank’s wide transformation plan, BNI 

developed a revitalisation programme for the development of its Islamic banking unit which 

involved sharpening its business focus, strengthening its customer orientation and pursuing 

operational restructuring programme. The navigation map also contained plans to eventually 

spin off this Islamic banking unit into a full-fledged Islamic commercial bank by the year 

2009.  

 

Under this long-term corporate plan, the primary business focus of BNI’s Islamic 

business is on small and medium size segments of the market. At the core of this new 

business focus, the bank adopted a combined market segmentation strategy with a product 

differentiation strategy. This was viewed as an effective way of matching its product strategy 

to the characteristics of its target market segments. In its pursuit of growth and service 

excellence, the bank also restructured its operational infrastructure with more focus on 

greater market outreach through increasing the number of Islamic outlets; improving quality 

business operations and strengthening human capital development in particular on enhancing 

knowledge and expertise in Islamic banking. The introduction of the “office channelling” 

policy by Bank Indonesia (the central bank of Indonesia) in 2006 enabled BNI to pursue an 

aggressive expansion strategy of its Islamic banking business.
3
  

 

                                                
3
 Under the office channeling policy, the Islamic business unit is allowed to conduct Islamic banking services 

through the branches of its parent (conventional) bank. The policy aims to improve the Islamic banking 

services network nationwide via conventional banks infrastructure in an attempt to reduce cost of setting up 

Islamic branches. 
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Although plans for the separation of BNI’s Islamic business started in 2003, it was not 

until June 2010 that BNI Syariah was incorporated as an independent Islamic bank following 

the successful spin off from its parent bank.
4
 With the spin off, BNI Syariah is geared to 

strategically focus on key business segments (retail banking services and consumer 

financing), be more market driven and customer-oriented, more flexible and responsive to 

market opportunities as well as meet the growing demand for Islamic financial products. The 

realization of this spin off is attributed to conducive external factors including a favourable 

regulatory regime with the issuance of Law 19 of 2008 on State Sharia Securities and the 

enactment of Act 21 of 2008 on Islamic Banking. Today, BNI Syariah has grown to become 

one of the leading Islamic banks in Indonesia with total assets portfolio of Rp8.47 trillion and 

total financing of Rp5.31 trillion as at December 2011. 

 

 

Table 1: Financial Highlights of BNI Syariah 

 2006 2007 2008 2009 2010 2011 

Assets (million rupiah) 1,598,921 2,546,844 4,017,502 4,799,247 6,394,924 8,466,887 

Investments (million rupiah) 379,066 622,404 697,617 1,360,957 2,419,918 2,494,626 

Financing (million rupiah) 1,132,559 1,800,996 3,312,553 3,265,445 3,558,485 5,310,292 

Third Party Funds (million 

rupiah) 

1,124,363 1,799,247 3,041,984 4,173,245 5,162,728 6,756,262 

        Current Accounts 221,752 210,548 358,139 416,975 538,690 894,565 

        Savings 513,362 833,462 1,202,191 1,613,981 1,980,627 2,616,377 

        Time Deposits 389,249 755,207 1,481,654 2,142,289 2,643,411 3,245,320 

Net Profit (million rupiah) 15,217 19,237 34,439 (189,509) 36,512 66,354 

Net Non Performing 

Financing (%) 

9.4 3.79 0.57 0.39 1.92 2.42 

Return on Assets (%) 1.10 0.80 0.90 -3.60 0.61 1.29 

Return on Equity (%)  5.10 6.40 11.30 -18.60 3.65 6.63 

Cost to Income Ratio (%) 79.70 78.10 51.60 47.90 55.79 65.49 

Source: Annual Report BNI Syariah 2011 

 

 

                                                
4
 BNI owns 99.99% of shares in BNI Syariah after injecting Rp999.9 billion. BNI Life Insurance owns the 

remaining shares. 
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Towards Value Added Islamic Banking 

 

The bank and its management wanted to create a brand known for innovation in 

banking and use this to compete with more established Islamic banks. Numerous innovative 

products and services was introduced by BNI Syariah, strengthening its position as the 

leading Islamic bank in Indonesia by leveraging on the scale and substantial resources of 

BNI. During its early years of establishment as an Islamic business unit, BNI Syariah 

pioneered the remote banking concept that enabled customers to do their financial 

transactions via service counters at existing BNI branches nationwide. Named as the Syariah 

Production Counter (SPC), this concept was introduced in 2001 and allowed BNI Syariah to 

leverage on the existing large network of BNI to extend its market outreach without incurring 

high costs associated with opening up new branches. This innovative strategy was in response 

to the rising demand for shariah-compliant financial services from the community. The 

success of the SPC later led to the introduction of the office channelling by Bank Indonesia in 

2006. 

 

BNI Syariah also pioneered the rahn business in Indonesia.
5
 Since this financing 

product was first introduced in 2004 with the launching of the pilot projects in the East and 

West Jakarta, it has received positive response from customers. In 2012, rahn financing was 

valued at Rp212 billion of total financing. However, in early 2012, Bank Indonesia 

introduced a Rp250 million-per-person cap on the amount of gold that could be pawned at 

Islamic banks and also limited rahn financing to 20% of a bank’s total financing portfolio or 

150% of bank capital, whichever is the lowest.
 6

 As a result of the new regulation on gold 

pawn, rahn financing at BNI Syariah decreased as much as 140% in the first quarter of 2012 

before increasing again by 13% in the second quarter.
7
 The new ruling had certainly limited 

BNI Syariah’s ability to grow. At the peak of the bank’s rahn business, it contributed about 

7% of the bank’s financing growth and had expected to reach as high as 40% growth by end 

of 2012. 

 

                                                
5
 Rahn is the Islamic mode of gold pawn-broking where customers receive qardh or short-term loan, repayable 

after a certain period of time. 
6
 Bank Indonesia issued Circular Letter No 14/7/DPbS on February 29, 2012 concerning gold pawn business. 

Regulation on the pawn gold practice using the qardh scheme was deemed necessary by Bank Indonesia to 

prevent the speculative behaviour of customers. The central bank was also worried that Islamic banks would 

ignore their intermediary role of lending to the real sector as the proportion of rahn financing was growing at 

the expense of decreasing lending to the real sector. 
7
 Rahn financing was RP680 billion or 13.18% of total financing as at September 2011. 
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Another fast growing financing product is home financing which registered a double digit 

growth of 15% in 2011. As at end of April 2012, home financing reached a total value of 

Rp2.6 trillion. BNI Syariah remains proactive in further developing its home financing. With 

the rulings on down payments for new home and vehicles loans of conventional banks which 

took effect June 2012, BNI Syariah is confident that it will be able to take advantage in these 

new rules to expand its home financing business between 30% and 40%.
8
 However, Bank 

Indonesia has proposed to impose similar regulations on the minimum down payments for 

housing and automotive financing of Islamic banks. Previously, Islamic banks were excluded 

from the regulation. Nonetheless, musyarakah mutanaqisah home financing will be treated 

separate from the more popular murabahah home financing. The inclusion of Islamic banks 

in the regulation on minimum down payment (Loan to Value policy) by Bank Indonesia is 

expected to have some effect on the bank’s growth.  

 

 

Development of Islamic Banking in Indonesia 

 

Islamic banking made its first debut in Indonesia in 1992 with the establishment of 

Bank Muamalat Indonesia pursuant to the enactment of the Banking Act No. 7/1992. Prior to 

this, the legal and regulatory framework did not allow for the operations of an Islamic bank 

as the Banking Act No.14/1968 recognises interest as the only basis for banking operations. 

The Banking Act No. 7/1992 only stipulated that banks may conduct business activities based 

on the profit and loss sharing principle. However, no reference was made in the Act as to the 

term ‘sharia bank’ or ‘Islamic bank’. 

 

It was only 6 years later that the Islamic banking infrastructure begun to take shape 

after a number of legislative changes were introduced to strengthen the legal framework 

(refer to Exhibit I). The most notable ones were the amendment of Banking Act No. 10/1998 

which expressly classifies banking business activities into conventional and those based on 

the shariah principles. In a bid to encourage greater outreach, Bank Indonesia allowed 

conventional banks to open Islamic windows (unit usaha syariah or UUS) through the 

amendment of Banking Act No. 7/1992 in 1998 whilst the enactment of the Central Bank Act 

No. 23/1999 had given Bank Indonesia the mandate to regulate, supervise and develop 
                                                
8
 The minimum down payment is 30% for mortgages and four-wheeled vehicle loans, 25% for motorcycles and 

20% for commercial vehicles. Previously, the loans to value stood at 80% for all lending. The down payment 

rules were introduced in a bid by Bank Indonesia to avoid property bubble and minimize credit risks. 
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Islamic banks. These legislative changes paved the way for the development of Islamic 

banking in the country. BNI took advantage of this new provision under the law to operate its 

Islamic banking unit to tap the growing Islamic finance market. In 2002, there were 2 Islamic 

commercial banks, 6 Islamic banking units (UUS) and 83 Islamic rural credit banks.  

 

In order to further spur the development of Islamic banking, the central bank released 

“The Blueprint of Islamic Banking Development in Indonesia” in 2002. The 10 year blueprint 

sets the vision of Bank Indonesia in developing Islamic banking in the country and formalises 

the strategic plan to strengthen Islamic banking institutions with respect to shariah 

compliance, regulatory structure, operational efficiency and systemic stability. In between 

2002 and 2004, emphasis was on creating a strong base for sustainable development of the 

Islamic banking industry. This included promoting a better understanding of shariah financial 

concepts, standardization of international shariah financial norms, improving the foundation 

for prudential regulation and good corporate governance, supporting economies of scope and 

scale, developing human resources and ensuring systemic stability.  

 

By the end of 2004, there were 3 Islamic commercial banks and 15 Islamic banking 

units. Assets grew nearly tenfold to Rp14,035 trillion, an average of 70% per year since 2000. 

Meanwhile, funds collected and financing channelled by Islamic banks registered at 

Rp10,559 trillion and Rp10,978 trillion respectively. A significant development was the 

increase in the number of branch and sub-branch offices offering Islamic financial services 

which expanded from 28 to reach 148 by the end of 2004. The issuance of the “office 

channelling policy” by Bank Indonesia in 2006 spurred the development of the industry 

further as conventional banks were allowed to offer basic Islamic banking services using their 

existing infrastructure via shariah service counters in selected branches. This policy had 

successfully achieved its desired aim of reaching to wider customers who want shariah 

compliant financing, particularly micro entrepreneurs.
9
 At year end of 2011, Islamic banking 

customers had surpassed 10 million clients.  

 

As part of its concrete efforts and firm commitment to develop the industry, the 

‘Grand Strategy of Islamic Banking Development’ was formulated and launched in 2008 by 

                                                
9
 According to Islamic Development Bank, more than 70% of Islamic financing is channeled to micro 

entrepreneurs as well as small and medium enterprises who previously received financing from international 

sources. 
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Bank Indonesia. In line with its precursor (10-year Blueprint), this strategic document maps 

out the market development strategy of making Indonesia’s Islamic banks the most attractive 

in ASEAN.
10

 The participation of conventional banks in Islamic banking surged with the 

passing of the Islamic Banking Act No.21/2008 and Law No.11/2009 on the Regulation on 

the Conversion of a Conventional Bank to a Shariah Bank. The Islamic Banking Act 

provided a more comprehensive regulatory framework for further development of the 

industry and covers both Islamic banks and Islamic business units. The Law No.11/2009 was 

enacted with the aim of developing a sound Islamic banking network as part of the national 

banking system. As such, the main effect of the regulation was to allow the conversion of 

conventional banks to Islamic banks and community credit banks to Islamic community 

banks. The regulation also sets out 2023 as the deadline for the spin-off of all Islamic 

windows or business units. A further impetus to stimulate the development of the Islamic 

banking industry in Indonesia was provided with the amended Tax Law No. 42/2009 which 

rules on tax neutrality on shariah-based financial transactions, in particular for murabahah 

transactions. 

 

In July 2012, Bank Indonesia issued a new regulation on the limit of shareholding in 

Indonesian banks.
11

 The New Bank Ownership Rules apply to both foreign and domestic 

banks, but not to state-owned banks and regional development banks. Under the new ruling, 

banks and non-bank financial institutions can hold up to 40% of a bank’s equity while non-

financial institutions can hold up to 30%. Ownership limit for individual investors in 

conventional banks is 20% and 25% in Islamic banks. However, majority shareholders of 

Islamic banks that are created by the spin-off of Islamic business units will not be subject to 

the ownership limits until December 2028. Prior to the ruling, a foreign investor could own 

up to 99% of the issued and paid-up capital of an Indonesian commercial bank. 

 

In slightly over a decade, the Islamic banking industry had experienced accelerated 

growth and development. By the end of 2011, the Islamic banking sector in Indonesia 

accounted for 3.98% of the country’s total banking assets with accumulated assets of 

                                                
10

 ASEAN or Association of Southeast Asian Nations is an alliance promoting economic and political 

cooperation by fostering dialogue among its ten members: Brunei, Cambodia, Indonesia, Laos, Malaysia, 

Myanmar, the Philippines, Singapore, Thailand, and Vietnam. 
11

 Regulation No. 14/8/PBI/2012 on Share Ownership in Banks was issued to tighten the bank ownership rules. 

The aim of the regulation is to encourage consolidation so as to strengthen Indonesia’s banking industry, reduce 

the dominance of single shareholders, and make Indonesian banks more competitive in anticipation of the 2020 

ASEAN financial sector integration. 
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Rp152.3 trillion (US$16.6 billion). The industry also registered a remarkable double digit 

growth of 49% in 2011 and an average growth rate of 40.2% in the last five years, outpacing 

conventional banking’s annual growth of 16.6% over the same period.
12

  

 

However, competition amongst players has intensified in recent years, especially 

given the growing presence of Islamic business units or windows of foreign banks. The 

number of Islamic banks grew from 2 in 2000 to 11 banks by end of 2011 whilst Islamic 

business units were 23 in total and Islamic rural banks were 154 (see Exhibit II). At present, 

the market leader of Indonesia’s Islamic banking is Bank Syariah Mandiri (a subsidiary of 

Bank Mandiri), followed by Bank Muamalat Indonesia, currently in second position even 

though the latter was the first Islamic bank established in the country (see Exhibit III).   

 

 

The Changing Customer Landscape 

 

The shift in Indonesia’s consumer landscape and double digit growth of the Islamic 

banking industry, had forced BNI Syariah to reveluate its growth straegies. The management 

realised that they are now operating in an environment of increased competition, diminishing 

margins, competitive product landscape and complex regulatory framework. The bank’s 

pursuit for growth is in response to external pressures with three emerging as its top concerns 

– pressure from competitors, current economic conditions and increasing customer 

expectation. At the heart of these external pressures is the changing banking customer 

landscape that has evolved in line with changing industry dynamics including globalisation 

and advancement in technology and communication; and changing demographics. The advent 

of the global economic downturn had forcibly altered customer behaviours, attitudes and 

preferences. This new breed of banking customers demand more control over their banking 

relationships, expect greater sense of advocacy from their bank, are less tolerant of poor 

service quality and are more willing to switch banks.  

 

The Indonesia’s banking industry has undoubtedly seen major structural changes 

driven mainly by the global economic downturn and demographic trends. The industry has 

benefitted from the country’s strong economic growth and favourable demographics which 

                                                
12

 Total assets of Islamic finance in Indonesia is Rp214 trillion (US$23.5 billion), comprising 69.5% of assets 

in Islamic banking and 18.7% of sukuk of Islamic bond. 
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had fuelled a rise in personal income and consumption, thus feeding the need for banking 

products. In a consumer economy such as that of Indonesia, long term customer acquisition 

and retention has become a key business competitive advantage. The country’s robust 

consumer driven economy is largely due to its hefty middle class and strong population 

trends where about 55% of the total population is under the age of 30 and more than 33% is 

under the age of 15. Furthermore, the emerging customer landscape requires a new set of 

banking capabilities to cater to its growing middle class. This includes better insights into 

customer behaviours and needs as well as new approaches to reach and engage them. Within 

BNI Syariah, this has led to a shift in its business focus from a product-driven banking model 

to one that is more of a customer-led model, making the customer at the centre of the bank’s 

business activities.  

 

 

A Customer-Centric Bank 

 

In order to remain competitive and grow market share in light of the changing 

consumer landscape, BNI Syariah places customers at the heart of the organisation with the 

aim of maintaining a healthy customer relationship. As part of its organic growth strategy, 

BNI Syariah is looking to boost its economic lines through the acquisition of new customers, 

retaining customer patronage and enhancing customers’ banking experience. Hence, a 

customer centric approach forms the basis for BNI Syariah’s long term strategy of 

strengthening its market position and achieving sustainable financial growth. However, 

customer-centricity requires a fundamentally different approach beyond cross-selling alone. 

Three main strategies of acquiring, enhancing and retaining customers are adopted by the 

bank in strengthening its service excellence as depicted in Figure 1.  
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Figure 1: Customer-Centric Strategy 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Customer Acquisition  

 

Brand strategy, service delivery and product innovation are the three main approaches 

pursued by BNI Syariah to build its customer acquisition strategy. The BNI Syariah’s brand 

strategy comes from the bank’s vision and mission statement. The bank opted for common 

but powerful business cliché – “people’s choice in Syariah banking”, “leading in service and 

performance”, “provide solutions”, “deliver optimum investment value”. These core values 

are tied to the bank’s corporate culture and ethical principles (see Exhibit IV). In 2012, BNI 

Syariah was awarded as the Most Popular Brand in the Islamic Banking category by the 

Indonesian Brand Champion Awards.  

 

In 2012, BNI Syariah strengthened its network by enhancing its operational 

infrastructure. This expansion of network is deemed crucial in the bank’s effort to realise its 

vision, mission and future business plan. As at September 2012, the bank had 49 branch 

offices, 89 supporting branch offices, 5 cash offices and more than 1,000 SPCs or also known 

as Syariah Channelling Outlets. The bank also plans to tap into the burgeoning microfinance 
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sector which has the potential opportunity to grow the country’s economy even further.
13

 This 

is in line with the bank’s expansion strategy to further avail its services to prospective 

customers throughout the country. BNI Syariah strengthened its organisational structure with 

the establishment of a microfinance division to support the bank’s business expansion in this 

rapidly growing sector. Although the bank’s focus remains on retail banking, microfinance 

allows the bank to do retail banking on a micro transaction level but on a very large scale.
14

 

By September 2012, BNI Syariah had set up 38 micro banking outlets nationwide. 

 

BNI Syariah took a giant step in its business expansion strategy by entering the 

college student banking market. The signing of a memorandum of understanding with 10 

public and private colleges in the country for education financing and cash management 

signifies the bank’s proactive approach to meeting the financing needs of college students. So 

as to cash in on the growing student banking market, BNI Syariah opened up branches in 

several college campuses and universities throughout the country. Locational convenience 

was deemed as necessary to meet the banking demand of students and to drive rapid growth 

of this new customer segment.  

 

The bank’s approach to customer-centricity goes beyond branch accessibility. In order 

for BNI Syariah to continue to acquire customers, it needs to innovate and create customer-

centric products. Innovation is important both for creating new experiences which consumers 

want to engage with, and also to ensure that a bank’s offering continues to keep up with the 

changing needs of its customers. One of the many innovative services offered by the bank to 

expand its retail banking and increase market outreach is the introduction of a mobile service 

unit to meet the demands of customers who need a fast and convenient banking service, 

especially in remote areas of the country. The mobile service unit or known as BNI Syariah 

Layanan Gerak (BLG) is a customised transit van with an inbuilt counter and an ATM 

machine. The mobile unit offers basic banking services including deposits, withdrawal, 

money transfer and opening of bank accounts. From only two units in 2011, BNI Syariah has 

launched a total of 22 units in 2012 nationwide.  

 

 

                                                
13

 The microfinance sector in Indonesia is one of the largest in the world with World Bank estimates that only 

9% of adults in the country had accessed to financing from formal financial institutions in 2011.  
14

 There are approximately 22.1 million potential customers in the consumer mass market segment.  
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Figure 2 : BNI Syariah Mobile Service Unit 

 

 

 

 

 

 

 

 

 

 

 

 

 

BNI Syariah also introduced several innovative financial products and services with a focus 

on developing a savings culture as a means to improve household income especially those of 

low-to-middle income people who wish to save and increase their assets base. The bank has 

some 8 different types of savings products to cater for different savings needs of the 

populace. In 2010, the bank was awarded Best Achievement in Total Customer Satisfaction 

under the Category of Shariah Savings Account from the Indonesian Customer Satisfaction 

Award. A new savings product called the iB Hasanah Children Savings targeted at customers 

aged between 1 and 17 was also introduced to expand its customer base and provide savings 

alternative for children. By the end of 2012, savings accounted for about 40% of the bank’s 

total third party funds and 30% of total assets. 

 

An innovative financing product introduced is the iB Hasanah Card. Unlike the 

conventional credit card, the iB Hasanah Card combines savings programme, pilgrimage 

financing, business financing and the Smart ZISWAF transfer feature.
15

 The latter feature 

allows customers to transfer their charity funds either in the form of zakat, infaq, sadaqah or 

waqf to participating charitable institutions. Its business financing feature of the card won the 

bank an award from the Indonesian Business Records as the first credit card to inspire 

                                                
15

 Ziswaf is an acronym for "Zakat, Infaq, Sadaqah and Waqf funds”.  
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entrepreneurship as the iB Hasanah Card provides cardholders with financing solutions for 

those who wish to start a business or would like to purchase a franchise.  

 

Customer retention 

In search of growth opportunities, BNI Syariah is focusing on deepening customer 

share of the wallet with existing customers. Several customer retention programmes were 

implemented as a form of appreciation towards existing customers including a loyalty 

programme, direct rewards programmes and a sweepstakes programme. The Cahaya Rezeki 

Hasanah programme, for example, provides lucky draws to savings account holders of the 

bank (see Exhibit V). The iB Hasanah (credit card) card holders, on the other hand, are 

eligible to participate in the UK Homestay programme where they can learn English and 

experience London at the same time. The success of the loyalty and rewards programmes 

introduced is translated into an increase in deposits and savings from Rp2.64 trillion and 

Rp1.98 trillion in 2010 to Rp3.245 trillion and Rp2.616 trillion in 2011, respectively. 

 

The paradigm shift from ‘product-based’ to ‘customer-centric’ mind-set entails 

restructuring internal business process including creating a customer centric culture within 

the bank. A key challenge was to encourage its 1,349 employees to provide high quality 

services across segments by establishing a system of shared values and behaviours that focus 

employee activity on improving customer experience. To this end, BNI Syariah provides both 

training and on-the-job training to its employees to ensure that they are skilled and competent 

to deliver the highest quality of professional services to customers. Employees are also 

incentivised through a remuneration system designed with pay-per-performance and pay-for-

position basis. Remuneration comes either in the form of good salary and other incentives 

that promote performance excellence. 

 

The paradigm shift also requires aligning technologies and processes to support and 

drive customer engagement. To ensure that employees meet the bank’s standards for service 

and conduct, BNI Syariah implemented an office automation system that allows all policies, 

procedures and work instructions to be documented centrally and viewed electronically by all 

employees of the bank.  
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Enhance customer experience 

Enhancing customer experience is a key business growth driver. Along with 

innovative products and best pricing, customer experience defines the bank’s value 

proposition and generates high customer loyalty. BNI Syariah enhances loyalty by keeping 

the customers’ experience at the centre of the business. The bank uses social medium 

networking such as Facebook and Twitter to enrich customer experience as well as a 

customer service tool. These social media networking channels are used to communicate with 

customers, spread corporate news and promote events or products as well as to advocate to 

prospective customers on Islamic banking, particularly for the younger generation or new age 

consumers. In essence, BNI Syariah uses these social media to promote and build a 

community to support its business. BNI Syariah also uses technology to improve customer 

experience banking with them. A number of electronic services channels such as ATM, 

internet banking and SMS banking have been launched by the bank to create seamless 

banking experience. BNI Syariah’s innovative approach to using social media to transform 

banking experience has won the bank several awards and accolades including Digital Brand 

of the Year 2012 and Digital Sharia Mortgage Brand 2011. 

 

Leading for growth 

 

As a customer-centric bank, BNI Syariah’s role in the banking landscape is achieving 

prominence as Islamic banking gains momentum as a viable and sustainable alternative to 

conventional finance. BNI Syariah’s efforts towards introducing a new, unique banking were 

rewarded not only through improved financials but also through growing clout in the 

country's Islamic banking industry. The support of its parent company through the wide sales 

channels in all provinces in Indonesia has allowed BNI Syariah to reach a broader consumer 

base. In 2011, BNI Syariah was ranked amongst the 10 largest Islamic banks in Indonesia in 

terms of total assets. With 138 branch and supporting branch offices and more than 1,000 

shariah office channelling, BNI Syariah is well placed to provide a full array of retail and 

consumer banking services to its growing customer base. However, the bank faces stiff 

competition in an industry characterised by the strong presence of more established players 

and the growing presence of international Islamic banks. As more and more Islamic business 

units spin off to become Islamic commercial banks in view of the deadline set up Bank 

Indonesia for the conversion of Islamic business units, competition is expected to be fierce. 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 
 

226 
 

References 

 

Bisara, D. (2012). BNI’s Shariah Arm Confident It Will Meet Loans Target, Jakarta Globe. 

Retrieved 16 September 2012, from http://www.thejakartaglobe.com/business/bnis-

shariah-arm-confident-it-will-meet-loans-target/544271. 

 

Bank BRI Syariah (2011). Annual Report 2011. 19 November 2012, from 

http://www.brisyariah.co.id/sites/default/files/laporan-tahunan/Laporan%20Tahunan% 

202011.pdf. 

 

Bank Jabar Banten Syariah (2011). Annual Report 2011.  Retrieved 18 November 2012, rom 

http://www.bankbjb.co.id/content/iru/annual_reports/AR_BJB_2011.pdf. 

 

Bank Mega Syariah (2011). Annual Report 2011. Retrieved 18 November 2012, from 

http://www.megasyariah.co.id/uploaded_files/report/annual2011.pdf. 

 

Bank Muamalat Indonesia (2011). Annual Report 2011. Retrieved 18 November 2012, from 

http://www.muamalatbank.com/assets/pdf/annual_report/annual_report_bmi2011.pdf. 

 

Bank Panin Syariah (2011). Annual Report 2011. Retrieved 19 November 2012, from 

http://www.paninbanksyariah.co.id/index.php/mtentangkami/laporantahunan. 

 

Bank Syariah Bukopin (2011). Annual Report 2011. Retrieved 18 November 2012, from 

http://www.syariahbukopin.co.id/annual_report/AR_2011.pdf. 

 

Bank Syariah Mandiri (2011). Annual Report 2011. Retrieved 18 November 2012, from 

http://www.syariahmandiri.co.id/wp-content/uploads/2010/03/Management-Report.pdf. 

 

Bank Victoria Syariah (2011). Annual Report 2011. Retrieved 19 November 2012, from 

http://www.bankvictoriasyariah.co.id/images/report2011.pdf. 

 

BCA Syariah (2011). Annual Report 2011. Retrieved 19 November 2012, from 

http://www.bcasyariah.co.id/media/2012/06/Annual%20Report%202011.pdf. 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 
 

227 
 

BNI Syariah (2010).  Annual Report 2010, Jakarta: BNI Syariah. 

 

BNI Syariah 2011, Annual Report 2011, Jakarta: BNI Syariah 

 

Firmansyah, F. (2011). Pawn Addiction, AsiaViews. Retrieved 16 September 2012, from 

http://www.asiaviews.org/component/content/article/31901-pawn-addiction. 

 

Hans, G.N. (2012). BI to Implement LTV Policy, Indonesia Today. Retrieved 2 December 

2012, from http://www.theindonesiatoday.com/news/finance-news/finance-

photo/item/1750-bi-to-implement-ltv-policy.html. 

 

Hidayah, A. (2012). Shariah Included in Indonesian Bank Rule, Jakarta Globe. Retrieved 15 

August 2012, from http://www.thejakartaglobe.com/business/shariah-included-in-

indonesian-bank-rule/537844. 

 

Ismail, R. (2011). ‘Islamic Banking in Indonesia: Lesson Learned’, paper presented at the 

Annual Meeting on Trade and Development, United Nations of Conferences on Trade 

and Development, Geneva, Switzerland, 6 – 8 April, 2011. Retrieved 10 March 2012, 

from 

http://unctad.org/sections/wcmu/docs/cImem3_3rd_Country_Paper_Indonesia.pdf. 

 

Manurung, N. & Setiaji, H. (2012). Indonesia to Push Through Down-Payment Rules Amid 

Protest, Bloomberg. Retrieved 15 June 2012, from 

http://www.bloomberg.com/news/2012-06-07/indonesia-to-push-through-down-

payment-rules-amid-protest.html. 

 

Nangoy, F.  (2010). Maybank Targets 8 Percent  of Shariah Market By 2015, Jakarta Globe. 

Retrieved 6 November 2012, from http://www.thejakartaglobe.com/business/maybank-

targets-8-percent-of-shariah-market-by-2015/412323. 

 

Nababan, C. & Dwiantika, N. (2012). Gadai Emas Bank Syariah Tetap Berkilau. Retrieved 

15 August 2012, from http://keuangan.kontan.co.id/news/gadai-emas-bank-syariah-

tetap-berkilau. 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 
 

228 
 

Nababan, C. (2012). Gadai Emas Bank Syariah Turun 12%. Retrieved 20 May 2012, from 

http://keuangan.kontan.co.id/news/gadai-emas-bank-syariah-turun-12. 

 

Nasution, A. (2012). Indonesia Imposes New Bank Ownership Caps, East  Asia Forum. 

Retrieved 2 September 2012, from 

http://www.eastasiaforum.org/2012/08/24/indonesia-imposes-new-bank-ownership-

caps/. 

 

Sharia Loans Likely to Get Own LTV Limit 2012, The Jakarta Post. Retrieved 16 September 

2012, from http://www2.thejakartapost.com/news/2012/08/28/sharia-loans-likely-get-

own-ltv-limit.html. 

 

Tordesillas, C. (2012). Indonesia’s Central Bank Includes Shariah in New Lending Rule, 

Asian Banking and Finance. Retrieved 15 August 2012, from 

http://asianbankingandfinance.net/islamic-banking/news/indonesias-central-bank-

includes-shariah-in-new-lending-rule. 

 

Tordesillas, C. (2012).  Bank Indonesia Syariah Confident of Meeting Loan Target, Asian 

Banking and Finance. Retrieved 20 September 2012, from 

http://asianbankingandfinance.net/lending-credit/news/bank-negara-indonesia-syariah-

confident-meeting-loan-target. 

 

Violine, M ed. (2011). BNI Syariah 11 Tahum Membagi Cahaya. Jakarta: BNI Syariah.  

 

 

 

 

 

 

 

 

 

 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 
 

229 
 

Exhibit I: Historical Development of Islamic Banking in Indonesia 

 

Year  Development 

1990 Conference of Indonesian Ulama Board (MUI) 

1992 Act No. 7 of 1992 on Banking, allowing establishment of Islamic banks in the 

country, Bank Muamalat Indonesia, first Indonesian Islamic bank was inaugurated 

1998 Amendment of Act No. 7 of 1992 on Banking allowing Islamic banks to operate 

fully as Islamic Banks (BUS) or by opening Islamic Banking Windows/Unit 

(UUS). 

1999  Establishment of National Shariah Board 

 Central Bank Act No. 23/1999 was established 

2000 Establishment of Jakarta Islamic Index 

2001 Establishment of Islamic Banking Bureau 

2002 Bank Indonesia released “The Blueprint of Islamic Banking Development in 

Indonesia” 

2006 Bank Indonesia issued “office channelling policy” 

2008  Bank Indonesia released “Grand Strategy of Islamic Banking Development” 

 Law 19/2008 on Shariah Sovereign Bond (RI Sukuk) was constituted 

 Law 21/2008 an authoritative law on Islamic finance in Indonesia was 

constituted 

 Islamic Banking Act 2008 was enacted 

2009 Regulation on the Conversion of a Conventional Bank to a Shariah Bank 

No.11/2009 

2010 Amendment of Tax Law No. 42/2009 which rules on tax neutrality on shariah-

based financial transactions. 

Source: Bank Indonesia 
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Exhibit II: Islamic Banking in Indonesia – Main Indicators 

 

 2011 2010 2009 2008 2007 2006 2005 2004 

Number of Islamic 

Commercial banks 
11 11 6 5 3 3 3 3 

Number of Islamic 

banking units 
23 23 25 27 26 20 19 15 

Number of Islamic 

rural banks 
154 150 139 131 114 105 92 88 

Total Assets 

 (trillion Rp) 
135.9 97.51 66.01 49.55 36.53 26.72 20.88 15.33 

Total Deposits  

(trillion Rp) 
107.36 68.18 46.88 38.19 27.94 19.53 15.23 11.49 

Total Financing 

(trillion Rp) 
102.11 76.03 52.27 36.85 25.65 20.67 15.58 11.86 

%age share of total 

banking assets 
3.98% 3.24% 2.80% 2.08% 1.84% 1.58% 1.42% 1.20% 

Source: Bank Indonesia 
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Exhibit III: Financial Performance of Full-Fledged Islamic Banks in Indonesia in 2011 

Banks  Total Assets 

(trillion rupiah) 

Total Financing 

(trillion rupiah) 

Third Party Funds 

(trillion rupiah) 

Net Income 

(billion rupiah) 

Bank Syariah Mandiri 48.67 36.73 42.62 551.07 

Bank Muamalat 

Indonesia 

32.47 22.47 22.66 273.62 

Bank BRI Syariah 11.20 9.17 9.91 11.65 

Bank Mega Syariah  5.57 4.10 4.93 53.67 

Bank Syariah Bukopin 2.73 1.92 2.29 12.21 

BCA Syariah 1.22 0.68 0.86 6.8 

Bank Panin  Syariah 1.02 0.68 0.42 9.23 

Bank Victoria Syariah 0.64 0.21 0.47 27 

Bank Maybank 

Syariah Indonesia 

1.4 1.0 0.35 n.a. 

Bank Jabar Banten 

Syariah 

0.28 1.6 2.22 18 

Bank BNI Syariah 8.47 5.31 6.76 66.4 

Source: various annual reports 
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Exhibit IV: Corporate Culture and Ethical Principles of BNI Syariah 

 

Corporate Culture Ethical Principles 

 As BNI Syariah people carry shariah 

principles, which refer to Al Quran 

and Hadith, BNI Syariah has a set of 

values which gives conduct to its 

action. The values are formulated in 

the work culture of BNI Syariah: 

Amanah and Jamaah. 

 Amanah is one of the Prophet’s 

behaviours, which literally means 

“trustworthiness”. In the corporate 

culture of BNI Syariah, Amanah 

refers to “Responsibly doing the 

duties to obtain optimum results” 

 The Amanah value is reflected in the 

core behaviour of BNI Syariah 

people: 

 Professional in performing 

duties 

 Upholding strong commitment 

and responsibility 

 Honest, fair, and trustworthy 

 A role model for the society 

 Jamaah is based on the concept of 

collectivity in Islam in doing worship 

by prioritizing togetherness and the 

importance of collective work under 

one supervision. In this corporate 

culture, Jamaah refers to “A synergy 

in implementing duties and 

responsibilities”. This culture is 

performed in the core behaviour: 

 Cooperate systematically and 

rationally 

  Humbly reminding each other 

  Working together under an 

effective leadership 

Ethical Principles of BNI Syariah: 

1. Operation of our business firmly 

based on the principles of shariah: 

kaffah and istiqomah 

2. Running our business activities in 

order to provide full maslahah 

universal benefits 

3. Record all data and prepare all 

reports for BNI Syariah properly 

4. Do not abuse position 

5. Avoid conflicts of interest 

6. Refuse to accept bribes, gifts or other 

rewards (Risywah) 

7. Defend the good name and reputation 

of BNI Syariah 

8. Maintain the confidentiality of Bank 

data 

9. Do not use corporate identity outside 

of official interests 

10. Enhance and improve competencies 

11. Become a role model 

12. Be fair 

13. Disclose information properly based 

on regulation 

14. Maintain good human relationship 

(ukhuwah) among BNI Syariah 

employees 

15. Be a spokesperson on behalf of BNI 

Syariah 

16. Refrain from participating in 

activities of political parties 

17. Maintain a safe, hygienic and 

environmentally friendly workplace 

18. Maintain and apply Bank assets 

correctly and responsibly 

19. Demonstrate your commitment to 

environmental and social concerns 

Source: BNI Syariah Annual Report 2011 
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Exhibit V: Cahaya Rezeki Hasanah Sweepstake Promotion of BNI Syariah 

 

Source: BNI Syariah website 
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CASE SYNOPSIS 

 

Khalifa Production Sendirian Berhad was set up in 2009 by a couple, Puan Khatijah and her 

husband, Encik Karim. The initial stage of Khalifa Production was assisted by grants and 

incentives offered by the Ministry of Finance, Malaysia, under several initiatives given by the 

government of Malaysia through Multimedia Development Corporation (MDeC), Malaysia. 

Khalifa Production was a small new player in the Malaysian animation industry, together with 

two bigger companies such as Les’ Copaque (Upin and Ipin) and Animonsta Studio (BoBoiBoy).  

 

Although the owners had a vision for the organization, the company so far was run through trial 

and error with no strategic planning from the top. Khalifa Production aimed to become the 

number one producer of Islamic-related animation series by creating Islamic value-loaded 

cartoons. Their first success, the Aqil Story contained stories with lessons for Muslim children 

behaving in proper Islamic conduct. After several years of operation, Puan Khatijah finally 

realized that the organization needed a clear direction of where they want to be in the future and 

how they are going to survive the competition in a capital-intensive and very competitive 

industry.  
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PROLOGUE 

 

The animation industry in Malaysia was a New Key Economic Area (NKEA) anticipated 

by the Malaysian government to support the New Economic Model which aspires to move 

towards a high-income nation. In April 2012, Encik Amirul, the Business Development Manager 

of Khalifa Production had a meeting with Puan Khatijah, who was the Managing Director of 

Khalifa Production on creating an animation production studio.  Puan Khatijah asked Encik 

Amirul to present the current standings of the company and to brainstorm on sustainable 

strategies for the company in the future.  

 

Amirul:  Puan, based on our financial status, I think if we lease our cartoon characters, 

Aqil Story like what Upin and Ipin did, we can expect steady income of RM1 

million every year. 

Khatijah: But our Aqil Story is not as popular as Upin and Ipin and our cartoon is only 

aired on TV Al-Hijrah. Do we have the market? 

Amirul: Well, we may not be that popular yet but we can attract customers with different 

products. The food industry is a good place to start. Picture our cartoon 

characters on the packaging of chocolate drink or biscuits. I think that would be 

attractive especially for school children. 

Khatijah:  Hmmm, I thought we should concentrate on the cartoon series first, on getting 

more air time and on continuing with the second series…plus, do we have the 

budget?  

 

In the meeting, Amirul had shared some information he got in a seminar he attended two 

weeks earlier, which was organized by MDeC. Amirul had informed Puan Khatijah that based on 

the presentation by MDec, the animation sector in Malaysia is poised to grow steadily in the 

future. More importantly, the government had promised to increase its budgets for grants in this 

industry. The government will provide a grant for an amount of RM1 million for each successful 

pitching to the market to help develop the business. Furthermore, there are plenty of courses on 

technical skill in colleges that are being developed to help more people get into the animation 

business.  
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Amirul concluded his meeting with Puan Khatijah by saying:  

So, in moving forward, we should improve our quality in terms of graphics and contents 

and also try to sell our animation series to other TV stations besides Al-Hijrah, such as 

TV3 or TV9. At the same time, we can also apply for government grants if we want to 

market our own merchandise with our own cartoon names! 

  

 

KHALIFA PRODUCTION SDN BHD 

 

Khalifa Production Sdn Bhd was established in Puchong, Selangor. The core business 

was producing cartoons in 2D animation. Khalifa Production was awarded the MSC (Multimedia 

Super Corridor) Malaysia Status Company, together with other types of companies in the 

multimedia industry in Malaysia. With grants and incentives made available by MDeC, Khatijah 

and Karim had spent a lot of time to develop their own animated series. In the early development 

of their first animation series, they recruited seven fresh graduates from the local universities. 

After only seven months, the young staffs were able to develop a 22-minute animated clip called 

“Aqil Story”. The first season was aired for 13 episodes. This achievement convinced Khatijah 

that the business was feasible and there is a market for cartoon series which propagate Islamic 

values.  
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ORGANIZATION CHART 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 1: Khalifa’s Organization Chart 

En.Karim Bin Abdul Wahab 

Technical Director 

Pn. KhatijahBinti Abdul Rashid 

Managing Director 

En.Amirul Muslim 

Business Development Manager 

CikNurulHidayahRamli 

Marketing Officer 

CikJannah 

HR & Admin Executive 

CikNieza Mustafa 

Marketing Officer 

Senior Animator 

No. of current employees: 2 

Junior Animator 

No. of current employees: 7 

Script Writer 

No. of current employees: 2 

Technical Staff 

No. of current employees: 2 
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STAFF AT KHALIFA PRODUCTION  

 

Khalifa Production had been hiring staff from various backgrounds, with a wide range of 

expertise in different fields. Khalifa Production wants to have the best talents in developing 

creative ideas for their animation and merchandising products. More than 70% of the existing 

staffs at Khalifa Production are young talents below 30 years old because Khatijah believed that 

the young people have better understanding of their target customers and thus they are expected 

to introduce better products in terms of animation and merchandising. This somehow proved to 

be a handicap for Khalifa production in terms of securing relationships and networking with 

intermediaries and potential media partners. Khalifa Production depended a lot on MDeC and 

other government bodies to assist them in building networks in the market.  

 

 

ANIMATION INDUSTRY 

 

The concept of business in the animation industry was divided into two categories, 

production and distribution. In production, animation companies are involved in the 

development, financing, and creation of animated content. While in distribution, animation 

companies are involved in licensing, marketing, and delivery of creative products. Distributors 

hold the license and rights to broadcast in alternative channels such as home video, including 

DVD, pay per view television like HyppTV
1
 by TM UniFi, video on demand and television 

stations like TV Al-Hijrah and Astro Group of Companies. Distributors may also hold the license 

and the rights for soundtracks, computer games, toys, publications, and other merchandise.  

 

The animation industry in Asia has been dominated by Japan, Republic of Korea, 

Philippines, Taiwan, China and India.  With the increase in television channels and the rapid 

growth of the Internet around the globe, the animation industry has blossomed with the advent of 

digital technology. Across all media, the global animation market was worth more than RM 280 

billion in 2011. In 2011, MDeC reported that the Malaysian Government through the Economic 

                                                 
1
HyppTV is an IPTV (Internet Protocol Television) service where TV content is delivered digitally through an 

internet network. 
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Transformation Program (ETP) has created the infrastructure for the development of high value 

multimedia content to meet the unprecedented international and domestic demand as the result of 

convergence of information communication technology. The Malaysian Government estimated 

that there was RM 11.25 trillion worth of creative content sectors. The creative contents industry 

in Malaysia is unique because of its culture, heritage and resources which provided opportunities 

for the country to provide a unique position as being a multi-lingual, multi-cultural and rapidly 

growing market. 

 

Increase imports of animation are expected to drive the domestic demand as shown in table  

below: 

 

Type of 

Entertainment 

2005 2006 2007 2008 2009 2010 2011  

 No. of unit imported to Malaysia 

Animation 0 155 7 3 15 433 1,533 

Feature 4,555 3,213 3,228 2,004 3,809 9,793 1,866 

Documentary 3,312 1,477 2,262 1,839 543 1,250 428 

Trailer 816 916 907 726 400 545 303 

Sports 116 208 210 247 63 465 36 

Commercial 487 691 727 700 805 1,166 808 

Comedy 0 10 11 2 1 2 0 

Reality TV 0 5 0 0 0 0 0 

Education 0 6 4 0 0 42 10 

Entertainment 0 0 0 0 0 967 874 

TOTAL 9,286 6,681 7,356 5,521 5,636 14,663 5,858 

 

Table 1: Importation of film types to Malaysia 

Source retrieved from: http://www.gcma.tv/index.php/about-industry/vital-statistics 

 

MDeC has reported that the revenue recorded for the second quarter of 2011 was at 

RM2.4 billion which was a 100 per cent rise from the revenue recorded for the first quarter, 

totalling RM1.14 billion.  
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On 2 Feb 2012 Business Times reported that exports for the creative content industry last 

year totalled RM114.48 million which included the famous Upin and Ipin animation series and 

the latest animation series Saladin, a co-production between MDeC and Al Jazeera children's 

channel. The future for the content industry in Malaysia is very bright as there is a lot of raw 

talent that could be nurtured and brought to the global arena. 

 

The Malaysian animation industry has grown from RM 641 million in 2011 into an 

estimated RM 1.1 billion in 2014 at a rate of 33% per annum. The Malaysian animation industry 

was expected to continue its growth at 34% per annum. The Malaysian animation industry 

derives its revenues from both domestic and foreign market.  

 

Table 2 below shows the animation entertainment value chain: 

 

 

 

 Value chain in animation entertainment 

Content Development  Identification of an existing intellectual property or 

generation of new character and new idea. 

 Asset procurement, funding, scheduling and integration 

of resources 

Pre-production  Preparation of the script, character design, storyboard, 

and layout development. 

Production  Development of specifications regarding the character, 

background pain, inking and visual effects. 

 Creation of the frames 

Post-production  Final sound recording, colour editing, testing and 

special sound effects 

Marketing & distribution  Promotion, distribution, video DVD release and TV 

screening 

 

Content 

Development 

  Pre-

Production 

Production     Post-

Production 
Marketing, 

Distribution 
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Table 2: Value chain in animation 

Source retrieved from: MDeC Industry Report 2011 

 

 

In Malaysia animation industry comprises four sub-segments as shown below: 

 

Chart 2: Percentage ofrevenue contribution by segment in animation entertainment in Malaysia 

Source retrieved from: MDeC annual report year 2011.  

 

 

Table below shows some of the animation titles produced in Malaysia.  

Animation Title Producer Year of Production 

Saladdin Multimedia Development Corporation 2009 

Bola Kampung Animasia Animation Studio 2010 

Upin&Ipin Les Copaque Production SdnBhd 2007 

BoBoiBoy Animonsta Studio SdnBhd 2010 

Ummi HudHud Media 2011 

PadaZamanDahulu Les Copaque Production SdnBhd 2011 

Aqil Story Khalifa Production SdnBhd 2012 

 

Table 3: Animation title produced in Malaysia 

Source retrieved from: http://www.moi.gov.my/creative09 
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TV Advertising 
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Malaysia is now ready to support the growing demand for High Definition and 3D 

stereoscopic content creation process. More and more animated features predominately those in 

the Hollywood are being produced to be viewable in 3D stereoscopic. KRU Studios, Tripod 

Entertainment, Creative Media Lab and Backbone Entertainment are some of the local 

companies who are already in the initial stages of embarking on a 3D stereoscopic co-production 

with foreign partnerships. 

 

The first animation series in Malaysia was produced by the Malayan Film Unit (National 

Film/ Filem Negara Malaysia). It was called Hikayat Sang Kancil (A Mousedeer Tale) and 

produced by Anandam Xavier. Table below shows the chronological events in Malaysian 

Animation sector.  

Year of 

broadcasted 

Animation Title  Production Studio 

1983  Hikayat Sang Kancil - 

1984  Sang KancildanMonyet - 

1985  Gagak Yang Bijak - 

1986  Arnab Yang Sombong 

 Singa Yang Haloba 

- 

1987  Sang KancildanBuaya - 

1990  First cartoonist in feature in film 

animation – Imuda for Mat 

Gelap 

ZHA Production 

1992  UsopSontorian Kharisma Pictures 

1998  SilatLagenda Peninsula Pictures 

2000  Nien Resurrection in 3D Young Jump 

Animation 

2001  Puteh Fine Animation 

SdnBhd 
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2007  Upin&Ipin. First 3D animation 

series aired globally 

Les’ Copaque 

Production 

2009  Geng: PengembaraanBermula 

(Geng: The Adventure Begins). 

First 3D fiction animation film 

for the cinema  

Les’ Copaque 

Production 

20011  BoBoiBoy. Second 3D 

animation series aired globally 

Animonsta Sdn 

Bhd 

 

Table 4: Some lists of animation title in Malaysia 

Source retrieved from: http://en.wikipedia.org/wiki/Malaysian_animation 
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Chart below shows the companies in the Malaysian animation industry and their market share. 

 

 

Chart 3: Market share of local production in Malaysia by year 2012 

Source retrieved from: MDeC annual report year 2011.  
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REVENUE MODEL  

 

Companies in the animation industry in Malaysia follow various revenue models. Each company 

in the industry follows one or more of these revenue models: 

 

Revenue Model Description 

Integrated studio and own 

the content 

Malaysian producer owns the intellectual properties of the 

contents. 

Offshore facility 

integrated studio 

The intellectual properties belong to the foreign producer 

Outsourcing and service 

provider 

Malaysian entities provide services for the labor intensive 

activities which are outsourced project to them 

Co-production The Malaysian producer brings the manpower and 

infrastructure to develop the animated content and the 

international producer will finance the marketing, 

distribution and itself 

Content creation and 

intellectual property rights 

Full ownership of content, share in collections, royalty for 

all licensing and merchandising 

 

Table 5: Revenue Model and Description 
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Animation process model in animation industry can be seen as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 4: Animation Process Model  
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Revenues generated in animation industry can be realized from different sources depending upon 

the model that they adopt. As companies adopt multiple models, they would also have multiple 

revenue streams. Animation revenue models are as follows: 

 

Source of revenues income  Description of revenue model 

Co-production Revenue sharing based on territorial rights with local 

studios getting continental rights which generally generate 

less revenue 

Content creation The content creation with an integrated studio facility that 

own the IP and produce local content can realize revenues 

through various streams. These revenues can be from TV, 

DVD, merchandising and other rights 

Service provider / Offshore 

facility 

Revenues from these activities are generally realized on 

the job assignment basis. As the majority of the 

outsourcing happens in the production part of the 

Malaysian companies realize revenue on this model only 

Offshore facility  

 

Table 6: Source of revenues income 
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As for Khalifa Production, they followed the following model: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 5: Revenues Model of Khalifa Production Sdn Bhd 
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CUSTOMERS 

 

The landscape of the animation industry in Malaysia is dominated by two giants’ media: ASTRO 

and Media Prima Berhad. Below are the TV stations providers currently available in Malaysia. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chart 6: TV Station providers in Malaysia 

 

 

 

 

 

Broadcasting TV Station in Malaysia 

Free to air Subscription Channel  

Government 

Owned TV Station 

Private Owned 

Company 

RTM 1 RTM 2 

TV3 TV9 8TV NTV7 

ASTRO ABN Network 



250 

 

 

TV Viewership Share VS Market Share of Advertising Revenue  

 

 

Chart 7: TV viewership share against market share of advertising revenue in 2011 

Source retrieved from: MDeC report 2011 

 

As TV stations operate in a dynamic environment, Media Prima which owned TV3, 8TV and 

NTV7 recorded the highest among other TV stations in terms of share of viewers and share of 

advertising revenue. Media Prima is a free TV station in Malaysia and the main competitor of 

ASTRO in this industry.  
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FINANCIAL PERFORMANCE 

 

 

 

Chart 8: Revenues Analysis 

Source retrieved from: Khalifa Production financial statement. 

 

In 2012, Khalifa Production reintroduced merchandise to the markets and its characters with a 

comprehensive merchandise assortment.  
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EPILOGUE 

 

Encik Amirul was still holding the merchandise of Upin and Ipin and BoBoiBoy when 

Puan Khatijah knocked on his door. “Amirul, somebody from TV AlHijra called me just now 

and he wanted to know about our second season of Aqil Story. Do you have anything to discuss 

with him?” “uh, err, yes, Puan. I’ll talk to him about the soft launching of Aqil Story 2.” 

 

Puan Khatijah left Amirul and hurried to one of the cartoon designer’s office next door. 

Encik Amirul sat down quietly and murmured to himself “I know that Aqil Story can be bigger 

once we have it on our merchandise. I will have to find ways to get the money and convince 

Puan Khatija that we need to plan our future directions and develop alternative strategies to be 

implemented phase by phase at least for the next ten years.” 
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Hypermarket business is an extremely competitive venture. Beside the high amount of 

capital that one needs to invest in, the business also exposes new players to global and well–

structured competitors such as Giant, Carrefour and Tesco, to name a few. This case study 

exposes students with the strategies deployed by a Malaysian player, Mydin Mohamed Holdings 

Berhad (MYDIN) in its quest to champion the highly competitive retail business in Malaysia, 

which leads to its success in competing with other large foreign players as seen today. From a 

small family business to hypermarket chain system, MYDIN continues to embrace “Why Pay 

More, Buy at Wholesale Prices!” motto in its business nucleus, delivering acceptable quality of 

products at very reasonable prices to its target customers nationwide. Since 1957 to now, 

MYDIN has grown steadily; recorded a turnover of RM 2.1 billion in 2012, and targets RM 2.5 

billion this year. Strategic evaluation tool such as SWOT analysis can be used to analyze 

strategic capabilities of MYDIN and to better understand the nature of its competitive 

environment. Students must also be able to highlight the significance of achieving and sustaining 

competitive advantage in highly competitive retail industry. 

Keywords: MYDIN, strategic capabilities, competitive advantage, customer-centric strategies, 

hypermarket business, SWOT analysis. 
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Introduction 

 

 

 

 

 

 

 

the third shop in the Jalan Masjid India, Kuala Lumpur. From then on, his business has grown 

steadily and today, Mydin Mohamed Holdings Berhad (MYDIN) is the leading home-grown 

retail chains with more than 100 outlets nationwide inclusive of 12 hypermarkets, 18 emporiums, 

3 bazaars, 53 minimarkets (MyMydin), 10 convenience shops (MyMart), and 5 franchise outlets 

(Mydin Mart)
1
, offering Malaysian wide ranges of local and imported Halal products at 

affordable wholesale prices.  

 

 

MYDIN’s Secret Recipe 

 

MYDIN business focus is in retailing and wholesaling. From small beginnings selling 

toys and other merchandise in 1957 to the third shop, the move started to blossom when MYDIN 

began its charge in conquering the country’s wholesale market. MYDIN was quickly gaining 

popularity amongst Malaysian mainly due to its ability to offer acceptable quality of goods at 

very reasonable prices. MYDIN’s famous mantra, “Why Pay More, Buy at Wholesale Prices!” is 

working effectively when people from all walks of life began to make MYDIN their supermarket 

of choice. Value in MYDIN is created by proving its credibility in delivering ‘value for money’ 

products to its target customers. This is in line with the company’s mission to be the leading 

wholesale and retail company by providing the best value, wide assortment of goods and 

continuous excellence based on MYDIN’s business formula. MYDIN’s vision is to be the 

Mr. Mydin Mohamed opened his first 

wholesale business concept shop, Syarikat Mydin 

Mohamed in Jalan Tok Hakim, Kelantan in 1957. 

The small wooden shop was set up to continue 

his late father, Mr. Gulam Husen Jamal’s legacy 

way back in 1918. His strong dedication, 

determination and believe towards the business 

concept allowed him to open the second shop in 

Kuala Terengganu in 1979 with the help of his 

eldest son, Mr. Murad. 10 years later, Mr. Mydin 

decided to enter Klang Valley market by opening 

The country largest MYDIN Wholesale Hypermarket 

Outlet in Bandar Meru Raya Ipoh, Perak welcomes its 

first customer on May, 18
th

 2012. The outlet covers 

795,000 square feet with total investment of RM 200 

million
1
.  
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world’s leading distributor of competitive Halal goods and services through its business ethics; 

honestly, sincerity and good discipline in all aspects as well as emphasizing Halal concept to the 

entire business structures and strategies
1
.MYDIN perceived itself to be the only home-grown 

company that understands the needs and wants of Malaysians. 

In the early years of operations, MYDIN’s focus has always been in the non-food sector 

until they bought over the first supermarket in Selayang in 1997.Today, MYDIN is an one-stop 

wholesaling center selling a wide variety of products from food line (confectionery, drinks and 

beverages, delicatessen, and dairy products), household, soft-lines (textiles and fabrics products) 

to hard-lines items (hardware, electrical, stationery, porcelain, and toys)
1
.By supplying such a 

wide variety of assortments and catering to the wide ranging tastes of the Malaysian consumers, 

MYDINwas able to extend a significant reach into the market. 

Mr. Mydin understood that retail industry in Malaysia never sleeps. Beside the high 

amount of capital that one needs to invest in, it is an extremely competitive venture which 

exposes his business to global and well–structured competitors such as Giant, Carrefour and 

Tesco. The industry grew steadily and proven to be elastic to the 2008 global economy 

meltdown. Within that particular time, the increased of urbanization lead to more retail stores 

were opened and retail players including MYDIN are more focused on the urban area, where the 

consumers are near and convenient to buy their personal needs
4
.  

MYDIN is simultaneously pursuing a combination of two strategies which are the market 

penetration and market development strategies. MYDIN is trying to seek increased market share 

for present products or services in present markets through greater marketing effort and at the 

same time, it is trying to introduce present products and services into new geographic area such 

as other states or towns that it has not penetrate into. Recently, MYDIN announced that it is 

investing RM150 million to open three hypermarkets in Sarawak
7
. Besides pursuing an 

aggressive market penetration strategy by continuously doing sales promotion on selected items 

and public awareness campaign in local newspapers and major billboards, MYDIN has 

eventually developed its own unique strategy called strategic focus that focuses on large scale, 

high volume, highly visible and modern enterprise
5
 in competing with other foreign retailers.   
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In order to cater for different market segments such as lower to upper class consumer, 

different customer groups, different ethnic and nationalities, MYDIN conducts its business in 

four different formats which are the hypermarkets, emporiums, 24-hour convenience stores and 

mini-markets
2
.  Each business unit is customized and has its own price structure as it focuses on 

satisfying a distinctive segment of customers throughout Malaysia, mainly based on the capacity 

of goods traded. MYDIN is not just a hypermarket player but rather they are trying to cater the 

demands of other market segments by introducing different business formats based on the 

location.MYDIN focuses on customer centric marketing strategies which is a strategy based on 

in-depth insight of customer behavior and purchasing pattern within the target customer and then 

seeks to fulfill the individual requirements customers. 

 

One of the others MYDIN’s competitive advantage over the other retailers is the source 

of products where the products are directly receive from manufacturers and bulk purchases 

without going through middlemen. This had enabled MYDIN to get special discounts from the 

manufacturers, thus making it possible to fulfill its business concept of retailing and wholesaling. 

MYDIN main sources of merchandise is from both locally and abroad namely Bangladesh, 

China, France, Hong Kong, India, Indonesia, Korea, Pakistan, Singapore, Taiwan, Thailand, 

Turkey, United Arab Emirates and the United Kingdom
8
. Since about 40% of its total business is 

in wholesale, it has that strength in volume and in return, which enable MYDIN to sell the same 

goods at relatively lower price.  

MYDIN categorizes its customers into three groups which are retail consumers, vendors 

and big wholesalers
2
. To some customers, MYDIN is the middleman in their business chains. 

The price these customers pay is based on the quantity purchased. Customer purchases in bulk 

gets better deal than customer who purchases by unit. By embracing the Halal concept, MYDIN 

dominates over the Muslim market which comprises more than 60% of the local population
3
. 

Statistics shows that Muslim consumer accounted for almost 95% of MYDIN’s total customers 

and the 100% Halal products sold in its stores made this customer segment more confident of 

MYDIN’s commitment to quality
8
.In addition, MYDIN also assists local entrepreneurs to market 

their products
5
.  
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The cost leadership strategy seems to attract small wholesalers and sundry shops in 

getting cheaper supplies. This strategy has contributed to the business expansion and reflected by 

an increase in the number of wholesalers and petty traders who have registered as MYDIN’s 

regular customers. Besides that, MYDIN is also pursuing a focus strategy whereby it focus on a 

particular group of consumers in each of its business formats, the price structure and also on a 

particular product-line segments such as the Islamic products to fulfill a well-defined market 

demand by the Muslim community compared to the foreign large competitors who serve a 

broader market. 

 

Since consumers today are very cautious about how they spend their money and are 

shifting to less costly brands and stores, MYDIN continues to attract consumers by offering 

aggressive low-price promotion. MYDIN ensures that the prices of their products are 

aggressively low by persistent monitoring the company mantra through competitive pricing and 

an efficient inventory management
5
. 

 

MYDIN also focuses more on the satisfaction and mutual relationship with customers. 

The company continuously educates employees to provide customers the best service possible. 

MYDIN could gain direct insight from its customers to further improve the quality of products 

and services. MYDIN also launched loyalty card program to appreciate its loyal customers called 

MYDINKadMeriah for great value rewards and redemption
1
 as well as to track purchasing 

pattern of its customers. 

 

MYDIN recognizes challenges and constantly keep up with changes. It cannot afford to 

be behind so many strong competitors without doing anything. The explosion of Information 

Technology (IT) allows MYDIN to upgrade its approach in enhancing their marketing efficiency 

of operations and supply chain management. MYDIN’s top priority is to ensure the 

communication chain is in consistent flow with their supply chain network. MYDIN has put in 

place the Enterprise Resource Planning (ERP) system, Voice over Internet Protocol (VoIP) 

system, IP telephony system, Point of Sales (POS) system, business intelligence system, logistics 

and manufacturing system, security surveillance and many more as MYDIN believes that the 
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reliable network infrastructure is the backbone of its entire IT system that affects their daily 

operation
9
.  

 

 

MYDIN’s Management 

 

From merely a sole proprietorship, a limited liability corporation, MYDIN was set up and 

Mr. Mydin himself was appointed as the Chairman. Dato’ Ameer Ali, who initially joined as an 

investor and a businessman since the third MYDIN venture, on the other hand, took helm as the 

Managing Director. The running of the company is spearheaded by four of Mr. Mydin’s sons. 

Under the helm of Dato’ Ameer, MYDIN, is a family-owned business with no other shareholders 

to report to, however none of the outlets are run by any family members. Instead, many of the 

key positions are held by non-family employees. This condition allows some flexibility in 

making decision and quick respond to challenges
2
.With tremendous supports from his dedicated 

staffs, Dato’ Ameer had grown MYDIN brand into a household name. 

 

The success of MYDIN mainly attributed by the quality of its leaders, namely, the Board 

of Directors which consists of Mr. Mydin’s family. The family is very committed to their 

business and directly involved in negotiations with suppliers, purchasing of inventories and 

choosing of franchisees. The management also interested on franchise program where they have 

strategic collaboration with Perbadanan Usahawan Nasional Bhd (PUNB) to provides equity 

funding to new franchisee
2
. As part of its strategic Corporate Social Responsibility, the 

management made a wise decision to participate in 2012 Tukar programme under the Economic 

Transformation Programme, along with its competitors such as Tesco and Carrefour
8
. MYDIN is 

responsible for providing stocks, assistance and training to transform a number of selected 

sundry shops across Malaysia into modern minimart.  

 

Dato' Ameer in deed is the driving force behind the success of MYDIN in competing 

with the other large global competitors. In 2007, he received the “Malaysia's Master 

Entrepreneur of the Year” for his contributions to the local business arena. He has awarded with 

a Doctoral Degree Business Administration (Honora Causis) by Universiti Tun Abdul Razak in 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

259 
 

2011 subsequently a Honorary Doctor of Philosophy (Entrepreneurship) by Universiti Malaysia 

Kelantan in 2012. Under his administration, MYDIN has emerged as one of the largest in terms 

of retail trade among hypermarkets in Malaysia. MYDIN recorded a turnover of RM 2.1 billion 

in 2012, and targets RM 2.5 billion this year
7
.  
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Abstract 

Hypermarket business is an extremely competitive venture. Beside the high amount of 

capital that one needs to invest in, the business also exposes new players to global and well–

structured competitors such as Giant, Carrefour and Tesco, to name a few. This case study 

exposes students with the strategies deployed by a Malaysian player, Mydin Mohamed Holdings 

Berhad (MYDIN) in its quest to champion the highly competitive retail business in Malaysia, 

which leads to its success in competing with other large foreign players as seen today. From a 

small family business to hypermarket chain system, MYDIN continues to embrace “Why Pay 

More, Buy at Wholesale Prices!” motto in its business nucleus, delivering acceptable quality of 

products at very reasonable prices to its target customers nationwide. Since 1957 to now, 

MYDIN has grown steadily; recorded a turnover of RM 2.1 billion in 2012, and targets RM 2.5 

billion this year. Strategic evaluation tool such as SWOT analysis can be used to analyze 

strategic capabilities of MYDIN and to better understand the nature of its competitive 

environment. Students must also be able to highlight the significance of achieving and sustaining 

competitive advantage in highly competitive retail industry. 

Keywords: MYDIN, strategic capabilities, competitive advantage, customer-centric strategies, 

hypermarket business, SWOT analysis. 
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Introduction 

 

 

 

 

 

 

 

the third shop in the Jalan Masjid India, Kuala Lumpur. From then on, his business has grown 

steadily and today, Mydin Mohamed Holdings Berhad (MYDIN) is the leading home-grown 

retail chains with more than 100 outlets nationwide inclusive of 12 hypermarkets, 18 emporiums, 

3 bazaars, 53 minimarkets (MyMydin), 10 convenience shops (MyMart), and 5 franchise outlets 

(Mydin Mart)
1
, offering Malaysian wide ranges of local and imported Halal products at 

affordable wholesale prices.  

 

 

MYDIN’s Secret Recipe 

 

MYDIN business focus is in retailing and wholesaling. From small beginnings selling 

toys and other merchandise in 1957 to the third shop, the move started to blossom when MYDIN 

began its charge in conquering the country’s wholesale market. MYDIN was quickly gaining 

popularity amongst Malaysian mainly due to its ability to offer acceptable quality of goods at 

very reasonable prices. MYDIN’s famous mantra, “Why Pay More, Buy at Wholesale Prices!” is 

working effectively when people from all walks of life began to make MYDIN their supermarket 

of choice. Value in MYDIN is created by proving its credibility in delivering ‘value for money’ 

products to its target customers. This is in line with the company’s mission to be the leading 

wholesale and retail company by providing the best value, wide assortment of goods and 

continuous excellence based on MYDIN’s business formula. MYDIN’s vision is to be the 

Mr. Mydin Mohamed opened his first 

wholesale business concept shop, Syarikat Mydin 

Mohamed in Jalan Tok Hakim, Kelantan in 1957. 

The small wooden shop was set up to continue 

his late father, Mr. Gulam Husen Jamal’s legacy 

way back in 1918. His strong dedication, 

determination and believe towards the business 

concept allowed him to open the second shop in 

Kuala Terengganu in 1979 with the help of his 

eldest son, Mr. Murad. 10 years later, Mr. Mydin 

decided to enter Klang Valley market by opening 

The country largest MYDIN Wholesale Hypermarket 

Outlet in Bandar Meru Raya Ipoh, Perak welcomes its 

first customer on May, 18
th

 2012. The outlet covers 

795,000 square feet with total investment of RM 200 

million
1
.  
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world’s leading distributor of competitive Halal goods and services through its business ethics; 

honestly, sincerity and good discipline in all aspects as well as emphasizing Halal concept to the 

entire business structures and strategies
1
.MYDIN perceived itself to be the only home-grown 

company that understands the needs and wants of Malaysians. 

In the early years of operations, MYDIN’s focus has always been in the non-food sector 

until they bought over the first supermarket in Selayang in 1997.Today, MYDIN is an one-stop 

wholesaling center selling a wide variety of products from food line (confectionery, drinks and 

beverages, delicatessen, and dairy products), household, soft-lines (textiles and fabrics products) 

to hard-lines items (hardware, electrical, stationery, porcelain, and toys)
1
.By supplying such a 

wide variety of assortments and catering to the wide ranging tastes of the Malaysian consumers, 

MYDINwas able to extend a significant reach into the market. 

Mr. Mydin understood that retail industry in Malaysia never sleeps. Beside the high 

amount of capital that one needs to invest in, it is an extremely competitive venture which 

exposes his business to global and well–structured competitors such as Giant, Carrefour and 

Tesco. The industry grew steadily and proven to be elastic to the 2008 global economy 

meltdown. Within that particular time, the increased of urbanization lead to more retail stores 

were opened and retail players including MYDIN are more focused on the urban area, where the 

consumers are near and convenient to buy their personal needs
4
.  

MYDIN is simultaneously pursuing a combination of two strategies which are the market 

penetration and market development strategies. MYDIN is trying to seek increased market share 

for present products or services in present markets through greater marketing effort and at the 

same time, it is trying to introduce present products and services into new geographic area such 

as other states or towns that it has not penetrate into. Recently, MYDIN announced that it is 

investing RM150 million to open three hypermarkets in Sarawak
7
. Besides pursuing an 

aggressive market penetration strategy by continuously doing sales promotion on selected items 

and public awareness campaign in local newspapers and major billboards, MYDIN has 

eventually developed its own unique strategy called strategic focus that focuses on large scale, 

high volume, highly visible and modern enterprise
5
 in competing with other foreign retailers.   
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In order to cater for different market segments such as lower to upper class consumer, 

different customer groups, different ethnic and nationalities, MYDIN conducts its business in 

four different formats which are the hypermarkets, emporiums, 24-hour convenience stores and 

mini-markets
2
.  Each business unit is customized and has its own price structure as it focuses on 

satisfying a distinctive segment of customers throughout Malaysia, mainly based on the capacity 

of goods traded. MYDIN is not just a hypermarket player but rather they are trying to cater the 

demands of other market segments by introducing different business formats based on the 

location.MYDIN focuses on customer centric marketing strategies which is a strategy based on 

in-depth insight of customer behavior and purchasing pattern within the target customer and then 

seeks to fulfill the individual requirements customers. 

 

One of the others MYDIN’s competitive advantage over the other retailers is the source 

of products where the products are directly receive from manufacturers and bulk purchases 

without going through middlemen. This had enabled MYDIN to get special discounts from the 

manufacturers, thus making it possible to fulfill its business concept of retailing and wholesaling. 

MYDIN main sources of merchandise is from both locally and abroad namely Bangladesh, 

China, France, Hong Kong, India, Indonesia, Korea, Pakistan, Singapore, Taiwan, Thailand, 

Turkey, United Arab Emirates and the United Kingdom
8
. Since about 40% of its total business is 

in wholesale, it has that strength in volume and in return, which enable MYDIN to sell the same 

goods at relatively lower price.  

MYDIN categorizes its customers into three groups which are retail consumers, vendors 

and big wholesalers
2
. To some customers, MYDIN is the middleman in their business chains. 

The price these customers pay is based on the quantity purchased. Customer purchases in bulk 

gets better deal than customer who purchases by unit. By embracing the Halal concept, MYDIN 

dominates over the Muslim market which comprises more than 60% of the local population
3
. 

Statistics shows that Muslim consumer accounted for almost 95% of MYDIN’s total customers 

and the 100% Halal products sold in its stores made this customer segment more confident of 

MYDIN’s commitment to quality
8
.In addition, MYDIN also assists local entrepreneurs to market 

their products
5
.  
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The cost leadership strategy seems to attract small wholesalers and sundry shops in 

getting cheaper supplies. This strategy has contributed to the business expansion and reflected by 

an increase in the number of wholesalers and petty traders who have registered as MYDIN’s 

regular customers. Besides that, MYDIN is also pursuing a focus strategy whereby it focus on a 

particular group of consumers in each of its business formats, the price structure and also on a 

particular product-line segments such as the Islamic products to fulfill a well-defined market 

demand by the Muslim community compared to the foreign large competitors who serve a 

broader market. 

 

Since consumers today are very cautious about how they spend their money and are 

shifting to less costly brands and stores, MYDIN continues to attract consumers by offering 

aggressive low-price promotion. MYDIN ensures that the prices of their products are 

aggressively low by persistent monitoring the company mantra through competitive pricing and 

an efficient inventory management
5
. 

 

MYDIN also focuses more on the satisfaction and mutual relationship with customers. 

The company continuously educates employees to provide customers the best service possible. 

MYDIN could gain direct insight from its customers to further improve the quality of products 

and services. MYDIN also launched loyalty card program to appreciate its loyal customers called 

MYDINKadMeriah for great value rewards and redemption
1
 as well as to track purchasing 

pattern of its customers. 

 

MYDIN recognizes challenges and constantly keep up with changes. It cannot afford to 

be behind so many strong competitors without doing anything. The explosion of Information 

Technology (IT) allows MYDIN to upgrade its approach in enhancing their marketing efficiency 

of operations and supply chain management. MYDIN’s top priority is to ensure the 

communication chain is in consistent flow with their supply chain network. MYDIN has put in 

place the Enterprise Resource Planning (ERP) system, Voice over Internet Protocol (VoIP) 

system, IP telephony system, Point of Sales (POS) system, business intelligence system, logistics 

and manufacturing system, security surveillance and many more as MYDIN believes that the 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

258 
 

reliable network infrastructure is the backbone of its entire IT system that affects their daily 

operation
9
.  

 

 

MYDIN’s Management 

 

From merely a sole proprietorship, a limited liability corporation, MYDIN was set up and 

Mr. Mydin himself was appointed as the Chairman. Dato’ Ameer Ali, who initially joined as an 

investor and a businessman since the third MYDIN venture, on the other hand, took helm as the 

Managing Director. The running of the company is spearheaded by four of Mr. Mydin’s sons. 

Under the helm of Dato’ Ameer, MYDIN, is a family-owned business with no other shareholders 

to report to, however none of the outlets are run by any family members. Instead, many of the 

key positions are held by non-family employees. This condition allows some flexibility in 

making decision and quick respond to challenges
2
.With tremendous supports from his dedicated 

staffs, Dato’ Ameer had grown MYDIN brand into a household name. 

 

The success of MYDIN mainly attributed by the quality of its leaders, namely, the Board 

of Directors which consists of Mr. Mydin’s family. The family is very committed to their 

business and directly involved in negotiations with suppliers, purchasing of inventories and 

choosing of franchisees. The management also interested on franchise program where they have 

strategic collaboration with Perbadanan Usahawan Nasional Bhd (PUNB) to provides equity 

funding to new franchisee
2
. As part of its strategic Corporate Social Responsibility, the 

management made a wise decision to participate in 2012 Tukar programme under the Economic 

Transformation Programme, along with its competitors such as Tesco and Carrefour
8
. MYDIN is 

responsible for providing stocks, assistance and training to transform a number of selected 

sundry shops across Malaysia into modern minimart.  

 

Dato' Ameer in deed is the driving force behind the success of MYDIN in competing 

with the other large global competitors. In 2007, he received the “Malaysia's Master 

Entrepreneur of the Year” for his contributions to the local business arena. He has awarded with 

a Doctoral Degree Business Administration (Honora Causis) by Universiti Tun Abdul Razak in 
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2011 subsequently a Honorary Doctor of Philosophy (Entrepreneurship) by Universiti Malaysia 

Kelantan in 2012. Under his administration, MYDIN has emerged as one of the largest in terms 

of retail trade among hypermarkets in Malaysia. MYDIN recorded a turnover of RM 2.1 billion 

in 2012, and targets RM 2.5 billion this year
7
.  
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Introduction 

The saying “Knowledge is power” has been clearly manifested in today’s ever rapid 

changing world. It is through the power of knowledge that an organization is able to sustain it’s’ 

existence and maintain its’ competitiveness in order to survive. There are many ways knowledge 

can be acquired but the multiple leap of today’s technology has made it necessary for one to 

grasp and apply knowledge before it becomes obsolete. Therefore the sharing of knowledge is 

seen to be the panacea of this multifaceted phenomenon. It is a strong belief that the problem in 

knowledge sharing is to encourage individual in activities that will sustain knowledge sharing. 

According to Connelly (2003), Christensen (2005) and Knowledge & Innovation Network 

(2010), the existence of trust among individuals will help promote knowledge sharing. Therefore 

mailto:m.rusdi@uum.edu.my
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this paper discusses factors that encourage employees in an organization to share their 

knowledge.  

This research was conducted using a qualitative approach in order to allow gathering of 

in-depth facts and multiple interpretations to better understand the complex knowledge sharing 

phenomena. Initially, a literature review on factors inhibiting knowledge sharing is sought.  From 

the literature review, twelve work environment inhibitors have been identified/proposed. There 

are Lack of Time, Being Isolated, No Expertise, Less Reward, Less Fund, Away from Sources, 

Computer Access Problem, Limited Authority, Peers Reluctant, Work Policy, Structural 

Hindrance and In-toleration of Mistakes. One public sector organization which is the Sabah 

Computer Service Department has been chosen for the purpose of this research. In order to verify 

these twelve work environment inhibitors on knowledge sharing, each of the nine head of section 

in this department has been interviewed. The interviews have revealed other factors responsible 

for discouraging employees to share their knowledge. The finding of this paper has given the 

insight of what factors encourage people in organization to share their knowledge. This in turns 

will guide us on what policy should be imposed in an organization in order to create knowledge 

sharing culture. 

 

Background of the Organization 

The State Computer Services Department (SCSD) is a department under the state 

government of Sabah. It was formally formed in early 1976 and was initially called Computer 

Service then under the Ministry of Finance. The full operation of the unit commenced on 1
st
 

January 1977. Initially, the unit was formed solely to handle the computerization activities of the 

state public service whereby the data processing activity were centrally located. 

 

On the 1
st
 of May 1992, as a result of the advancements and demand for IT services 

which grew rapidly in the state public service, the then Computer Service Unit was upgraded to a 

department and was renamed to what it is known to this day. Currently, the department’s 
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headquarter is at Wisma Kewangan building in Kota Kinabalu with five main branches located at 

Sandakan, Tawau, Keningau, Kota Marudu and Beaufort. 

The vision of the organization is to be the key agent in transformation of State Civil Service 

towards administrative renewal through information and communication technology and the 

mission is to provide excellent ICT services to the Sabah State Government’s agencies bringing 

it closer to the people. Its main objective is to administer and provide a pool service of computer 

technical officers. 

The client’s charter of the organization is to strive to 

● always be prepared in giving quality computerization services as demanded by our 

clients, for the advancement of the state government through implementation and use of 

ICT in an efficient and effective manner; 

● always ensure the data processing services rendered to all our clients are accurate, 

orderly and according to expectations; 

● always ensure the department functions are implemented in line with State ICT Master 

plan; 

● serve with full professionalism. 

 

Specific Issues 

Research on the knowledge sharing culture in an organization (Murat et al., 2012) 

revealed many factors on what encourage people to share their knowledge. Among others, we 

could conclude that the three main factors for knowledge sharing to take place are trust, informal 

activity and leadership. 
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Concluding paragraph 

Based on the research findings, people basically would be more willing to share their 

knowledge when the motivational factors are around. One of the encouraging factors is trust 

(Renzl, 2005, Al-Alawi et al., 2007, Ward &Murphy, 2010, Chen et al., 2012). When someone 

has trust in others, he or she is willing to open up therefore is ready to share knowledge. Other 

important factor is the conducive setting like informal activity where the knowledge sharing is 

taking part (Rechav& Te’eni, 2009, Murat et al 2012). Leadership also plays a major role in 

knowledge sharing (Yang, 2007, Yang, 2006, Lee et al., 2009). Combining these three 

motivational factors for knowledge sharing in a group of a class or a lecture room environment, 

we are actually creating a conducive atmosphere for knowledge sharing activity. Therefore, in 

order to encourage knowledge sharing amongst students for a better teaching effect, these three 

factors need to be existed among students within a selected group.   
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Synopsis 

Era Edar Marketing Sdn. Bhd. (EEMSB) is a family business involved in the manufacturing 

and direct selling of halal health products. The operation and management of the company is 

based on the Islamic business concepts. Starting from 2005, EEMSB gradually shifted its 

marketing plan from multi-level marketing (MLM) to single level marketing (SLM), which 

led to a change in the reward and incentive packages given to its business associates in the 

distribution network. The establishment of service centers (SC) with full autonomy was one 

of the major changes that accompanied the switch in EEMSB’s direct selling business model. 

The case includes the alternative business models being used by two MLM companies, 

providing information for students to make comparison between different types of direct 

selling structure. In addition, the case also allows students to evaluate to what extent 

EEMSB’s marketing plan complies with the Syariah requirements. Students are also 

expected to discuss the the major challenges that confront businesses in the direct selling 

industry. 
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INTRODUCTION 

 

On 28
th

 October 2010, the General Manager of Era Edar Marketing Sdn. Bhd. (EEMSB), 

Prof. Dr. Hamsiah Ismail, listened attentively to the 2010 performance reports and 2011 business 

plans presented by several managers of EEMSB service centres (SC) during the company’s 

annual convention held at the Head Quarter (HQ) in Jitra, Kedah, Malaysia. Several times during 

the presentation, she wondered whether the new reward and incentive schemes given to the 

managers and their marketing agents and distributors were appropriate to achieve the company’s 

objectives and business sustainability in the face of keen competition in the direct selling 

business. The financial metrics of EEMSB over the period 2006-2009 remained flattish with 

sales hovering around RM10 million per year, which prompted EEMSB to revamp its direct 

selling business model by switching from the multi level marketing (MLM) concept. A few 

months earlier, the Ministry of Domestic Trade, Cooperatives and Consumerism tabled in 

Parliament the amendments to The Direct Sales Act 1993 to protect consumers by imposing 

higher ethical standards and penalties for misconducts, and extending the Act to address pyramid 

schemes and e-commerce transactions for the first time. 

 

 

THE VISIONARY FOUNDER OF EEMSB 

 

The founder of EEMSB was Dr. Hamsiah’s husband, the late Prof. Dr. Azizan Ismail (1949-

2007). They started the homeopathic family business in 1980 by establishing a homeopathic 

medical centre in Jitra, Kedah, and marketing herbal-based and homeopathic products which 

meet the Halalan Toyyiban (effective, safe, pure and halal) concept. Dr. Azizan had his early 

exposure to homeopathy in Singapore after contracting a serious illness which compelled him to 

seek homeopathic treatment and learn more about alternative medicine by studying for the 

Diploma of Homeopathy. Enamoured with the success of the homeopathic treatment, and 

realising the enormous potential of complementary medicine, his vision was to develop 

alternative medicine products based on homeopathy, Schuessler’s biochemic, herbalism and 

aromatheraphy.   
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In 1981, Dr. Azizan ventured into personal selling of homeopathic products by setting up 

Sistem Era Edar to market locally-made health care products. His direct selling business was 

subsequently incorporated in 1991. The inaugural product formulated by Dr. Azizan is Examo-

CKM500 (a special combination of Schuessler’s biochemic tissue salts), that is able to enrich 

mind, strengthen memory, enhance the ability to think, help attain peace of mind, sharpen focus, 

encourage diligence and aspiration to learn. The product has been in great demand since and has 

won the first prize under the Health Product Category for One District One Industry Showcase 

2008, organised by the Ministry of Entrepreneur and Co-operative Development.  According to 

Dr. Hamsiah, since Examo-CKM500 entered the market in 1978, more than 100,000 consumers 

have benefited from it. In fact, some have made Examo-CKM 500 part of their family's daily 

routine and passed it from generation to generation. 

 

When they first started the production of Examo-CKM500, due to their limited capital and 

personal preference not to seek bank borrowing to finance the investment in manufacturing 

facility, the flagship product was jointly-manufactured with foreign contract manufacturers. The 

couple’s partial involvement with the production process was up to the preparation of active 

ingredients and formulation. The remaining production process was done through contract 

manufacturing with the British, and subsequently American homeopathic manufacturers. In 

1984, Dr. Azizan obtained a government scholarship under the Bumiputera Entrepreneur 

Development Program and was sent to Germany to be trained in homeopathic medicines 

manufacturing.  

 

In 2000, Dr. Azizan’s ambition to produce Examo-CKM500 entirely in Malaysia was 

realised with the establishment of Darulaman Homeopathic Laboratories (M) Sdn. Bhd. 

(Homeolab), the first homeopathic plant in Southeast Asia, and the secure of a manufacturing 

licence from the National Pharmaceutical Control Bureau, Ministry of Health.  

 

Starting with 15 employees and three building lots in the Keda Industrial Park in Napoh, 

Kedah, by the year 2009, Homeolab had 43 workers and 17 building lots. According to the 

Managing Director of Homeolab, Dr. Jamaludin, the son-in-law of and the anointed successor to 

Dr. Hamsiah, the growth of Homeolab was attributed to the re-investment of profits and the 
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cooperation and trust given from suppliers, including installment payment facilities. Homeolab 

had invested RM6.8 million, including RM700,000 spent to build the Quality Control 

Laboratory. To date, Homeolab has been involved in the manufacturing of herbal, homeopathic 

and nutritional biochemistry products, health foods and drinks and tissue salt-based cosmetic 

products. It also produced products made from plant residues such as durian seed-based facial 

cleanser and beverages from date pits. Apart from Examo-CKM500, the other best-selling 

products of EEMSB are Biolac milk and Salindah for pregnant women.  

 

Homeolab is a fully Good Manufacturing Practices (GMP) certified facility and holds halal 

certification from the Department of Islamic Development Malaysia (JAKIM) and was the 

recipient of the quality standard ISO 9001:2000, issued by URS/UKAS in 2004. EEMSB and 

HomeoLab are both a member companies of Kumpulan Syarikat Dr. Azizan (KUSDA) Holdings 

Sdn. Bhd. The structure of KUSDA Holdings group of companies is shown in Exhibit 1.  

 

Dr. Azizan’s vision that traditional and complementary medicine would be integrated into 

medical practice in government and private hospitals was realised when the Ministry of Health 

recognizes homeopathy as a complementary treatment at government hospitals. Patients admitted 

to three government hospitals, namely Sultan Ismail Hospital in Johor, Kepala Batas Hospital in 

Penang and Putrajaya Hospital, can opt for normal treatment or homeopathy treatment.
1
 

 

 

THE EVOLUTION OF EEMSB’S DIRECT SELLING BUSINESS 

 

Following the success of the MLM pioneers such as the multinationals Amway and 

Tupperware, EEMSB started its MLM direct selling business in 1991 with the incorporation of 

Sistem Era Edar Sdn. Bhd. Subsequently, Era Edar Marketing Sdn. Bhd. was established on 30 

December 1999 with an authorised capital of RM5 million and paid-up capital of RM1.5 million. 

Starting from 2005, EEMSB gradually modified its direct selling business model by phasing out 

the different status of its distributors - Supremo, Subsupremo or ordinary. In its place, the SC 

appointed marketing agents, known as outlets, among interested EEMSB distributors. The outlets 

                                                           
1
 New Strait Times (2009), Homeopathy making a comeback, November, 8. 
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must have a business premise with clear signage and are only permitted to trade within the 

trading zone allocated by EEMSB. The outlets and distributors are collectively members of 

EEMSB. In order to become a member of EEMSB, the applicant has to pay a registration fee of 

RM50.  

 

By 2011, EEMSB had 11 SC in Malaysia, about 300 registered outlets and 110,000 

distributors. The three largest SC in terms of sales generated were in Kuala Lumpur, Taiping and 

Johor Bharu. The Taiping SC was the first among EEMSB SC to appoint outlets, way back in 

2007. As shown in Exhibit 1, the other SC were in Alor Setar, Sungai Petani, Kota Bharu, 

Machang and one each in Pahang, Terengganu, Sabah and Sarawak. The SC acted as 

representatives of the EEMSB HQ, performed marketing activities and monitored the sales 

performance of their respective outlets. Seven of the SC were managed by family members of 

Dr. Hamsiah, who were also employees of EEMSB. The four SC in Pahang, Terengganu, and 

East Malaysia were considered as “independent” SC. Each of the SC managers had to submit to 

HQ their sales plan and promotional activities regularly throughout the year. Performance reports 

of the SC were required to be tabled at the quarterly meeting held at the EEMSB HQ. Among the 

regular marketing and corporate social responsibility activities conducted by the SC with support 

from their respective outlets are Kem Ibadah (motivational camp) for school-going children, 

Hari Mesra Pelanggan (members’ day) and Karnival Halalan Toyyiban (halal products 

carnival). For this purpose, each of the SC was eligible to apply from the HQ for the RM3,000 

monthly promotional allocation.  

 

The outlets were required to make a minimum product purchase of RM2,000 per month. 

Purchases were made by the outlets at the SC or HQ and on cash basis. Outlets were not 

permitted to make purchases from other outlets, or distributors. A penalty would be imposed if 

outlets failed to maintain the minimum purchase for six consecutive months. Outlets were 

permitted to sell EEMSB products to distributors or the public. They were not allowed to sell 

EEMSB products to other outlets. To further develop EEMSB business, the outlet could sponsor 

new outlet. However, the introducer or sponsoring outlet was not permitted to sell EEMSB 

products to the sponsored outlet. For every RM1,000 purchase in a single invoice made by the 

sponsored outlets, the introducer outlet was given a 3% sales commission. If the sponsored outlet 
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was in turn an introducer for other outlet, the 3% sales commission was not given to the original 

introducer. The outlets were entitled to certain rewards and incentives based on the amount of 

purchases made by the outlet in a single invoice at the retail price, as shown in table 1 below. 

 

Table 1: Rewards and Incentives to Outlets 

 Amount of purchase in a 

single invoice is at least 

RM2,000 

Amount of purchase in 

a single invoice is 

between RM500 to 

RM1,999 

Amount of purchases 

in a single invoice is 

up to RM499.99 

Member’s price 

(25% discount on 

retail price) 

Yes Yes Yes 

Additional 

discount 10% 

Yes Yes  

Point Value (PV) 

based on units of 

product 

purchased (1 PV 

is equivalent to 

RM1 deduction)   

Yes   

Travel Incentive 

Sticker 

1 sticker for payment of 

at least RM2,000 (after 

deducting the additional 

discount 10%) 

  

Reward Point 

(RP) coupon 

 1 RP for every 

payment of RM100 

(after deducting the 

10% additional 

discount) 

1 RP for every 

payment of RM100  

  

Source: Outlet Procedure, Era Edar Marketing Sdn. Bhd. 
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The RP coupon was also given to distributors for every purchase of RM20. The sticker and 

RP coupons can be redeemed by exchanging them with EEMSB products or other non-monetary 

gifts, as illustrated in Exhibits 2 and 3. EEMSB was responsible to buy back currently marketable 

products from discontinued members, for the purchases made within the three-month buy back 

period.  The amount of refund for the buyback was equivalent to the members’ price, less the 

10% administrative charges.  

 

EEMSB hoped that the change to the new marketing plan would generate better corporate 

performance than in the past (see the financial summary in Exhibit 4), and at the same time 

provide business opportunities for members with little capital to earn attractive returns on their 

investments. This new marketing plan was in tandem with EEMSB’s commitment to develop 

creative, innovative, aggressive and competitive entrepreneurs, and to promote the Halalan 

Toyyiban business concept. 

 

 

BUSINESS DEVELOPMENT AT THE JOHOR BHARU SERVICE CENTRE 

 

The Johor Bharu SC was managed by Mr. Ihsan, another son-in-law of Dr. Hamsiah. He 

applauded the top management of EEMSB for giving autonomy to the SC to conduct their own 

sales promotional activities as they have better understanding of the local market. Mr. Ihsan also 

believed that by giving authority to the SC to do their own sales promotion would make them 

more independent. One of the challenges he had to face with this new responsibility was 

insufficient resources, particularly in term of qualified and motivated staff. With just one staff 

assisting him running the Johor Bharu SC, it was quite impossible for him to undertake extensive 

promotional activities. The staff allocated to him could only handle the administrative chores of 

allocating orders, performing clerical duties and handling sales.  Mr. Ihsan needed an additional 

staff who is equipped with good personality and sound ethical values, able to travel if needed and 

IT-literate to help him manage the SC.  
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The Johor Bharu SC was located in one of the busiest residential areas. The location of the 

SC was also very strategic in terms of visibility and easy access. The purchasing power of the 

residents in that area was also high since many of them work in Singapore.  Although Mr. Ihsan 

was very optimistic of recording higher sales in the future, he was anxious about increasing the 

number of outlets without equipping them with the necessary product and business knowledge. 

The unique strategy he used to educate outlets was through conducting round table discussions. 

From Mr. Ihsan’s perspective, this strategy seemed to work because the participants were more 

forthcoming to ask questions as compared to when they attended mass training conducted by the 

SC in the past. Mr. Ihsan also had a bad impression when he went undercover to test the product 

knowledge among EEMSB outlets. He was shocked to discover the lack of knowledge by outlets 

on EEMSB products. To him, this unsatisfactory state of affair must not be allowed to continue, 

as it would tarnish EEMSB’s image and reputation. It sparked two decisions; first, he decided to 

be more careful in establishing new outlets, and second, he planned to have more round table 

discussions with the outlets instead of organising large impersonal training sessions.  

 

As for sustaining customer loyalty, apart from having good product quality, Mr. Ihsan 

believed customer satisfaction was also paramount.  Every customer that visited the SC would be 

cordially greeted and attended to like they are family members. During the festive season, all 

invitations to attend the customers’ open house celebrations would be fulfilled. Such relationship 

creates good bonding between the SC and customers. With regard to the incentives given by 

EEMSB, staff enjoyed free housing and meal allowances as regular monthly incentives, together 

with bonus when the monthly sales hit certain targets. Apart from that, during the festive season, 

some token of appreciation were presented to staff. To inculcate staff loyalty, Umrah trip to the 

holy cities of Mekah and Madinah were awarded to staff who have served for more than five 

years.   
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THE MARKETING PLANS OF OTHER DIRECT SELLING COMPANIES LISTED ON 

BURSA MALAYSIA 

 

Direct selling is a marketing approach which involves the sales of goods and services directly 

by independent sales representatives through personal interactions, frequently in their homes as 

opposed to traditional retail channels where products are sold from a permanent place of 

business. The two main categories of direct selling business approved by the Ministry of 

Domestic Trade and Consumer affairs under The Direct Sales Act 1993 are single level 

marketing and MLM. Under the MLM concept, a company distributes its products through a 

network of independent distributors who then sponsor other distributors to participate in the 

activity. In the MLM structure, the distributors generally focus on creating or sponsoring more 

distributors that form a chain down the line, known as downliners or sponsored distributors. 

Thus, MLM is sometimes also referred to as network marketing, structure marketing or multi 

level direct selling. Below are the modus operandi of two MLM companies at the time they went 

public on Bursa Malaysia. 

 

CNI Holdings Berhad
2
 

 

CNI Holdings is a group of companies principally involved in the distribution and sale of 

food and beverage, health food supplement, household, personal and beauty care products. The 

Group is also an original brand manufacturer of its own range of products marketed under the 

“CNI” brand name. Essentially, the group manufactures most of the beverages, personal care 

products, household care products and auto care products for its MLM business. The Group sells 

and distributes its products only to distribution centres (DC). The DC are independently owned 

enterprises assigned with the responsibility of selling and distributing the Group’s products to 

sales points (SP) and distributors. Distributors who have progressed significantly within the 

Group are permitted to set up DC. The role of the DC include providing sales and product 

training to distributors and downliners, providing warehousing support to distributors and 

downliners and sales of Group’s products to downliners and distributors. SP are equivalent to 

smaller DC, which are normally located in rural or less populated areas. SP are independently 

                                                           
2
 Based on the initial public offering (IPO) prospectus dated 28 June 2005. 
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owned and operated by sole proprietors. SP do not carry stock and all purchases by the SP are 

made outright from DC.  CNI Group’s products are sold primarily through distributors who are 

not employees of the Group via the direct sales method. In general, a potential customer is 

educated about CNI’s products by a distributor through a face-to-face product explanation and 

demonstration at the convenience of the potential customer. Once a sale is transacted, the 

distributor will deliver the products directly to the customer and follow-up after the sale to 

ensure proper product usage and customer satisfaction.  

 

CNI attracts new distributors by offering monetary reward for sales of products and attractive 

non-monetary reward to motivate its distributors. Although sponsoring activities are not required 

of distributors, some distributors sponsor additional distributors because of the financial 

incentives. The sponsoring of new distributors creates multiple levels in the network marketing 

structure. If downline distributors also sponsor, they create additional levels in the structure, but 

their downline distributors remain part of the same downline network as their original sponsoring 

distributor.  Generally, distributors invite friends, family members and acquaintances to sales 

meetings where the Group’s products are presented and where its reward system plan is 

explained. The potential distributor must then enter into a standard distributor agreement with 

CNI, which obligates the distributor to abide by CNI distributor rules and regulations.  

 

All distributors are entitled to a mark-up of 20% to 30% on retail sales of CNI’s products. 

This represents the immediate monetary reward for their sales efforts. The distributor also gets 

reward from the accumulation of points, called promotion value (PV) and bonus value (BV), via 

sales of products by the distributor, and sales of products by recruits or downliners of the 

distributors. PV and BV are assigned to all the CNI’s products. Based on the sales made by each 

distributor and its downliners, PV and BV are accumulated each month. At the end of each 

month, depending on the performance of CNI Group, a certain amount of money is allocated to 

each of the bonus scheme, such as the 18% Performance Bonus or 14% Leadership Bonus. The 

allocated amount of money is then divided by the total number of PV for all distributors within 

the CNI Group. Once the monetary equivalent is calculated for each point of the PV, the 

monetary reward for each of the distributors can be determined.  
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Everyone who subscribes to the CNI’s MLM programme starts at the distributor level, and 

may eventually be promoted to the leader level and executive level. Depending on the 

performance of the distributors each month, a distributor can be promoted to the next level after 

accumulating sufficient points. The different levels of the distributor qualify for different types 

of bonuses. For example, a distributor must achieve leader or executive levels to be able to share 

in the monetary reward under the 14% Leadership Bonus scheme. Where a distributor has 

downliners, performance values of all its downliners are also accumulated and attributed to the 

original distributor. The Group also provides non-monetary rewards to its distributors as part of 

its motivation program. These rewards are offered to qualified distributors, which include 

children education incentives, overseas trips and leadership travel seminars either locally or 

abroad. 

 

Zhulian Corporation Berhad
3
 

 

Zhulian Group’s core business is the direct selling of costume jewellery and consumer 

products. Zhulian manufactures most of the products sold through the MLM business, with the 

remaining products sourced from reliable contract manufacturers and third party suppliers. The 

Zhulian Golden Business Guide provides a low cost of entry for those intending to start a 

business as independent distributor. An independent distributor can build and manage his/her 

own sales force by recruiting, motivating, supplying and training others to sell Zhulain products. 

The Zhulian Golden Business Guide comprises eight recognition levels or hierarchy of 

distributorship (from distributor to director) and an associated compensation plan ranging from 

20% to 25% discounts on retail prices, monetary bonuses, travel incentives, profit sharing 

entitlements and monthly car entitlements. Zhulian has established an extensive distribution of 

network for the marketing of products throughout the country and has expanded regionally. This 

distribution system eliminates the need for middle persons in the distribution chain as products 

are delivered directly from Zhulian via independent distributors or agents to the end user and 

also eliminates the need for wide spread advertising. Zhulian nurtures its independent 

distributors through comprehensive training programmes, motivational seminars and product 

workshops. These programmes create a platform where the independent distributors could share 

                                                           
3
 Based on the initial public offering (IPO) prospectus dated  3 April 2007. 
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useful ideas and experiences and acquire product knowledge. The independent distributors of 

Zhulian are predominantly Malays. Agents and distributors are not Zhulian employees.  

 

 An independent distributor receives bonus and reward from personal sales and the 

distribution network sales through the Zhulian Point Value (ZPV). ZPV is the value assigned to 

each product that determines the level of recognition, bonuses or funds a distributor is entitled to 

receive from the sales of Zhulian products. There are two ways of accumulating ZPV; (1) sales 

of products by the distributor and (2) sales of products by the downlines of the distributor. To 

qualify for the bonuses and funds, an independent distributor must have a personal ZPV of at 

least 300 every month derived from the sales of products. Everyone who participates in the 

Zhulian marketing plan starts as a distributor at the first level. Depending on his sales 

performance, an independent distributor can be promoted to the second level (sales executive) 

after accumulating sufficient ZPV. Unlike the promotion standard applied to sales executive 

level which is solely based on accumulation of ZPV, promotion to the third level (sales manager) 

and above requires certain amount of ZPV and sufficient number of required downlines. 

Independent distributors with different recognition levels qualify for different incentive package. 

The higher the ranking, the more incentives are available to the independent distributors. For 

example the 1% diamond exclusive bonus is only awarded to sales manager with diamond status 

or higher. Other than non-monetary rewards as stipulated in the incentive package, Zhulian also 

recognizes and motivates the distributors by awarding them with a series of “Certificates of 

Achievement” and giving prominent pages in the monthly in-house magazine for newly 

promoted distributors.  

 

 

DIRECT SELLING MISCONDUCTS AND REGULATORY ENHANCEMENTS  

 

One of the risk factors in the direct selling industry is the negative public perception as a 

result of unethical direct selling practices such as pyramid schemes, which attempt to 

impersonate the legitimate direct selling method. Under the pyramid scheme, commissions are 

earned from the mere act of recruiting more new members. New members are normally charged 

a substantial entry fee, often obscured by large upfront investment in inventory. In July 2010, 
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the Malaysian parliament passed the Direct Sales (Amendment) Act 2010, renamed the “Direct 

Sales and Anti-Pyramid Scheme Act 1993”. It was aimed to promote ethical direct selling 

activities by prohibiting pyramid or get-rich-quick schemes.  The regulatory shake-up in the 

direct selling business was expected to adversely affect the recruitment of new distributors as 

disclosed in the business media (see Exhibit 5) and analyst report of one MLM company (see 

Exhibit 6). Under the Act, a pyramid scheme has these notable features:  

1) the promotion of the scheme or the payment of bonus or other benefits is solely or 

primarily through the recruitment or introduction of participants into the scheme rather 

than the sale of goods, services or intangible property by the participants.   

2) a written contract or statement which describes the material terms of the agreement is not 

provided to participants who join the scheme. 

3) a mandatory purchase of goods or services or a minimum payment or sale requirement is 

imposed as a condition to satisfy the eligibility or start-up requirement for participation or 

payment of bonus or other benefits in the scheme. 

4) the participants are required to purchase goods, services or intangible property in 

unreasonable amount which exceeds the expectation to be resold or consumed within a 

reasonable period of time. The participants may not be given full liberty in buying but 

they are pressured to purchase selected goods packages to meet sales requirements to 

qualify them for position or bonus in the pyramid scheme.  

5) the refund policy for goods, services or intangible property purchased by participants or 

consumers is not provided. 

6) the buy-back policy by the operator of the scheme for currently marketable goods, 

services or intangible property upon the request of participants within reasonable terms or 

agreements is not allowed or provided for.  

7) withdrawal by participants from the scheme is not allowed.  

8) the participants are allowed or encouraged to buy up more than one position or right to 

participate in the pyramid scheme.  

 

Under the amendment, individuals promoting pyramid scheme is liable to a fine not less 

than RM500,000 and not exceeding RM5 million or up to five years imprisonment or both. For 

companies, the fine is not less than RM1 million and not exceeding RM10 million. Both of 
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these fines are for first-time offenders. Previously, the maximum fine was RM250,000 for 

individuals, and RM500,000 for companies.
4
 

 

 

PONDERING INTO THE UNCERTAIN FUTURE 

 

Although the new marketing plan introduced by EEMSB over the last few years appears off 

tangent with the reward systems and incentive packages of the major players in the industry, Dr. 

Hamsiah was satisfied that it was in tandem with EEMSB mission statement to be the distributor 

of health products based on homeopathy, Schuessler’s biochemic, herbalisme and aromatheraphy 

using the single level marketing. However, she was anxious to see its impact on the operating 

performance of EEMSB over the next few years, and was determined to ensure the continuity of 

EEMSB business in the foreseeable future. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                           
4
 The Star (2010), Amended Direct Sales Act to pose stiffer penalties, December 9. 
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Exhibit 1 

KUSDA Group of Companies 
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Exhibit 2 

Redemption of Travel Incentive Sticker for Outlets
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Exhibit 3 

Redemption of Reward Point (RP) 
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Exhibit 4 

Era Edar Marketing Sdn. Bhd. 

Financial Summary 2006-2009  

(All figures are in RM’000) 

 

 

2009 2008 2007 2006 

OPERATING REVENUE 11192 10883 9222 10079 

COST OF GOODS SOLD 5453 4612 4133 3568 

GROSS PROFIT 5739 6271 5089 6511 

OTHER OPERATING INCOME* 99 81 138 108 

SELLING AND DISTRIBUTION COSTS 2830 2166 2414 3327 

ADMINISTRATIVE COSTS 2299 1959 2127 2254 

OTHER OPERATING COSTS 345 406 291 210 

INCOME FROM OPERATIONS 364 1821 395 828 

PROFIT AFTER TAX 126 1278 166 535 

SELLING AND DISTRIBUTION COSTS INCLUDE:         

Advertisement 786 297 121 84 

Member meeting and marketing expenses 225 137 210 184 

Member's bonus and incentives 1096 1093 1451 2447 

Sales commission 107 93 122 147 

ADMINISTRATIVE COSTS INCLUDE:         

Directors' remuneration  493 480 519 597 

EPF 188 153 197 203 

Salaries, allowance and overtime 1105 1065 1160 1119 

          

NON-CURRENT ASSETS  2601 2632 2632 1707 

CURRENT ASSETS 4191 2694 2694 3272 

CURRENT LIABILITIES 655 367 367 735 

NON-CURRENT LIABILITIES 1452 1550 1549 1002 

SHAREHOLDERS' FUND 4685 3409 3410 3242 

Inventories 0 0 98 484 

Trade receivables 894 1209 917 897 

Cash and bank balances 460 1155 357 257 

Term loans (due within 12 months) 167 43 33 7 

Term loans (non-current) 1132 1301 1344 918 

Property and equipment 2330 2423 2487 1607 

*  include members’ registration fees 
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                                                                           Exhibit 5 

 

The Edge Malaysia, July 5, 2010 

Corporate: Short-term pain from stricter member rules for Hai-O 

BYLINE: Nadia S Hassan 

Companies involved in multi-level marketing activities are now poised for a shake-up. Although the 

amendment of the Direct Sales Act, which governs all MLM companies, has been in the works for a 

while, Hai-O Enterprise Bhd has been the first to show the impact on its earnings. 

The proposed amendments will tighten the criteria under which members are recruited. Both revenue and 

net profit for its 4Q declined 29.4% and 9.8% respectively on the back of lower member-recruitment 

numbers. Although Hai-O's fundamentals remain largely unchanged, as recently as a few months ago, the 

company's share price was flying high on a slew of positive reports, strong earnings and plans for 

breaking into new markets.  

In March, Hai-O saw its stock soar and close at a high of RM4.76. The spike was unusual for the fact that, 

like most consumer companies, Hai-O was seen as a defensive pick with good dividend potential 

underpinned by cash reserves of around RM70 million. 

At the time of writing, Hai-O's stock was trading close to the RM3.70 level and both RHB Research and 

OSK Research had "neutral" ratings on the stock. 

"In hindsight, people were overly bullish about the company's prospects following the news of its 

expansion into Indonesia. In addition, the company had seen a significant rise in the number of its 

distributors, posting a growth of more than 60% in just over a year," says an analyst. 

Thus, those who recently invested in Hai-O's growth story are in for a disappointment and undoubtedly 

questioning the drop in its share price. However, while there may be limited upside in Hai-O in the short 

term, according to an analyst, the tightening of member recruitment is a necessary step for the company to 

take. Hai-O could not be contacted for comment on its recruitment policies. 

"Although the Act has not yet become official, it is clear that Hai-O is taking these steps before its 

members are too many. While there is no need for Hai-O to do so, the company would probably see that it 

would benefit in the long term in the form of better-performing and more productive members," says the 

analyst. 

To clarify, the Domestic Trade, Co-operatives and Consumerism Minister Datuk Seri Ismail Sabri 

Yaakob was quoted as saying that the Direct Sales Act would include stricter amendments to prevent the 

implementation of pyramid and get-rich-quick schemes. 

One of the traits of a pyramid scheme is that it rewards the participants for the recruitment of more 

participants rather than for sales. 
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"In the end, Hai-O's main aim is to make the process as transparent as possible. The company wants to 

ensure that the sales are the result of real supply and demand," says an analyst. 

Stricter regulation of members would undoubtedly have an impact on other MLM companies as well, say 

industry players. Among those that have been doing well are jewellery-centric Zhulian Corp Bhd, the 

Berjaya Group's Cosway operations and sector figurehead Amway (M) Holdings Bhd. 

However, according to analysts, while the ruling will result in the curtailing of new recruits, the nature of 

Hai-O's product composition makes the company stand out. 

"It is more obvious to see when the majority of the products you are selling are big-ticket items. In the 

case of Hai-O, their biggest seller in the MLM segment is their water filters, so it becomes obvious when 

a member front-loads the buying of the product. In the case of Amway and Zhulian, the smaller per unit 

selling price makes it harder to detect these kinds of activities," says the analyst. 

The analyst is quick to add, however, that Zhulian and Amway have in place a strict set of guidelines to 

ensure that their members behave ethically and that there is no whiff of a pyramid scheme in their 

operations. 

"Being in the MLM business is tricky. Some companies barely manage to survive, but both Zhulian and 

Amway have been in the business for decades. Amway, in particular, is an industry stalwart and is still 

the company that most MLM companies aspire to be," says the analyst. 

At the moment, Hai-O is the only company that is showing the pain with this pre-emptive move on new 

members. OSK has already cut its earnings forecast for Hai-O for FY2011 and FY2012 by 12% to 18% to 

RM74.6 million and RM83.6 million respectively. In FY2010 ended April 30, Hai-O registered a net 

profit of RM70.9 million. 

"While the group has put measures in place to boost MLM sales, we believe this division would probably 

register a contraction in FY2011 before recovering in FY2012. We are forecasting a slight increase in the 

number of members but lower member productivity in FY2011 given the tighter rules, which translate to 

around 20% contraction in MLM sales," says OSK. 

RHB cut its forecast for the net member growth of Hai-O's MLM division to zero per month for FY2011 

from 1,000 per month previously, and 1,000 per month for FY2012 from 1,500 per month previously. 

"The more stringent ruling could affect Hai-O's membership recruitment drive for another three to six 

months, which could lower members' productivity and even result in memberships being revoked. We are 

also expecting another rate hike of 25 basis points in September," says RHB. 

On a brighter note, OSK points out that Hai-O's other divisions are still healthy, including its retail and 

wholesale businesses, and the introduction of more house brands augurs well for the company. 
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While Hai-O should be applauded for its forward thinking, and nipping the issue in the bud, there is no 

question that some will feel let down by the recent turn of events. Those who bought into Hai-O will now 

have to face declining growth in earnings and revenue as a result of tighter rules for its members. 
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Exhibit 6 

 

Extract from Analyst Report on Hai-O Enterprise  

by Shakira Hatta, Affin Investment Bank, June 29, 2010 

 

Cleaning up the MLM reputation 

Weaker 4QFY04/10 net profit attributed to –31.7% qoq decline in MLM sales 

 

Hai-O hosted an analyst briefing yesterday to discuss its 4QFY04/10 results. To recap, Hai-O 

reported an unexpectedly weak quarter, with 4QFY04/10 net profit declining –20.8% qoq to 

RM14.3m. Sequential revenue fell by –47% and –32% in the wholesale and MLM divisions. 

 

Stricter recruitment measures to preserve integrity of MLM industry 

The sharp drop in MLM sales was attributed to the company’s implementation of more stringent 

rules on new member recruitment, following the recent tabling of the revised Direct Selling Act. 

The revised Act prohibits pyramid schemes and unethical direct selling practices, with higher 

penalties for offenders. While Hai-O’s MLM complies with the Act, the company had decided to 

take certain measures to meet the more stringent guidelines under the new Act. Stricter 

guidelines have thus been implemented for leaders’ recruitment of new members, to ensure that 

registered members who purchase stocks are genuinely able to sell it. As a result of the increased 

monitoring and guidelines, new member additions have dropped. Post the implementation of the 

stricter requirements in March 2010, average new members per month have fallen to 3,000, from 

5,000 previously. 

 

Strategies in place to mitigate fewer new member additions 

Fewer new member additions, as well as the termination of certain non-active or non-compliant 

members, would reduce the growth in Hai-O’s distributor force. Management plans to mitigate 

the effect by increasing the percentage of active distributors (typically c. 15-20% of total 

distributors). Among strategies to be adopted are: 1) introducing a wider range of new products 

(including a high value product, akin to the Bio Aura water filter) and improving product mix; 2) 
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increasing motivational training for members, and; 3) increased A&P activities. Nevertheless, we 

believe performance from the MLM division will remain weak in the next few quarters, as 

leaders adjust to the new recruitment guidelines. 

 

Downgrade to ADD, lower TP of RM4.45 

As the MLM division accounts for c. 80% of total revenue, we are slicing our FY11-13 net 

earnings forecasts by 20-23% after adjusting for a lower distributor base and incorporating the 

weaker 4QFY04/10 results. Rolling forward our valuation window to CY11, our target price is 

revised downwards to RM4.45 (previously RM5.34) based on a PER of 11x (previously 12x) on 

CY11 EPS. The lower multiple is in line with industry average. Despite the earnings downgrade, 

valuations for Hai-O still remain undemanding. Stock is currently trading at CY11 PE of 9.8x (vs 

consumer sector average of 11.5x). Furthermore, gross dividend yield remains high at 7.4% (vis-

à-vis market dividend yield of 3-4%). Key risks to our view are: 1) slow take-off in its 

Indonesian MLM operations; 2) slowdown in consumer spending from the rollback of subsidies, 

and; 3) loss of distributors. 
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ABSTRACT 

The case is about a takaful operator, FAA Takaful Bhd that had some critical 

problems in of their operations. Besides low growth, it was far behind with their 

customer services, business innovation and were not attracting the right talents as its 

takaful consultants and agents. This case also briefly introduces to readers the basic 

concept of takaful business which is Islamic based insurance. It also indicates to 

students that organizational culture is an important aspect that will affect growth of 

organizations. As an Islamic country, takaful business is expected to grow in the near 

future. 

 

PROLOGUE 

 In February 2009,  Mr Elmi Muthasim the President of the FAA Takaful 

was sitting in his office having a glass of the tea. He was a bit upset when he received 

the audited account from his accountant. In 2007, when it started to fully 

operationalized the takaful  business  it  had surplus fund amounting to RM 35.5 

million.  In 2008, the surplus fund was only RM42.4 million, a growth of only 20 

mailto:raemah@unitar.my
mailto:noryati.alias@aeu.edu.my
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percent . It was far from the targeted figure of 75 million that he had promised to the 

board. He turned to his personal assistant Ms Nina Suryani, “ I think we are not doing 

the right thing. Our competitors are doing much better. The government is all out to 

support Islamic insurance. Are our boys doing their jobs? I heard that we are having 

some problems at our customer service center. It seems that our staffs were slow in 

entertaining the walk-in customers. I am getting feedbacks that our agents were just 

mediocre lots. This cannot be. Maybe we need to improve our product lines or 

collaborate with other takaful companies? What is your opinion, Nina? . 

Knowing her boss well, she just nodded her head and said, “Why don’t we call all the 

Vice Presidents (VP) for a meeting. May be a retreat somewhere in Jeram Eco Resort 

will be fruitful.”  

 

 

The Company: FAA Takaful 

 

Back in 1986, the takaful industry in Malaysian was represented by only  a 

single key player , Syarikat Takaful Malaysia Berhad which was under the arm of Bank 

Islam Malaysia . It had a limited range of takaful products, however it played an 

important role in changing the Islamic landscape of the country. Takaful is a Shariah 

complaint insurance and in Arabic it means “joint guarantee” against losses.  

Individuals who subscribes to a takaful plan is said to have contributed a sum of money 

into a common fund, which will be used to mutually assist the members against a 

defined loss or damage.  By the year 2008, there were only eight takaful operators in 

Malaysia. The industry saw an average annual growth rate of 57.9percent. Market share 

of the takaful business in the insurance industry saw an increased of 7.7 percent in 2007 

to 7.9 percent in 2008.  

 

In 1978, FAA Insurance Bhd the holding company of FAA Takaful went public 

and was listed in the main board of the Bursa Malaysia Securities. Its product portfolios 

were group under Family, General, Group and Bancassurance (banking insurance). 
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Other businesses involvement were offshore and reinsurance businesses, hire purchase, 

leasing and other credit facilities, unit trust, property management, fund management 

and investment advisory, security and consultancy services. The President Mr Elmi 

Muthasim felt that the company could not sustain on the present takaful product lines. 

The board was with him, they too wanted more growth.  Tan Sri Johan Lukman the 

chairman of the board highly supported the motion,   “Being an Islamic country, this 

sector would guarantee growth, but we have to be more creative”. 

  

 

The Strategic Joint Venture 

 

FAA Takaful chairman believed in the power of global partnership. FAA 

Takaful was a result of a strategic alliance between FAA Insurance Bhd (AIH) and 

Bahrain Solidarity Company (BSC). BSC was one of the largest takaful companies in 

the world with a paid up capital USD150 million. The company was owned by a Saudi 

Arabian royal family and was also the largest single investor of an Islamic trust fund in 

Bahrain. In November 2005, Bank Negara Malaysia granted an approval for the request 

of the strategic joint venture between FAA Insurance Bhd and Bahrain Solidarity 

Company. Under the agreement, FAA Insurance Berhad controlled the majority share of 

61 percent while Bahrain Solidarity Company held 49 percent of the equity. The 

company was then incorporated with a paid up capital of RM100 million.  On the first 

of  April 2006, Bank Negara officially granted license to FAA Takaful upon their 

request to be a takaful operator. 

 

According to the President, Mr Elmi Muthasim “ the strategic joint venture will 

allow both parties to mutually benefit in terms of technology, consumer product offering 

and market penetration. We have the experience and have been in the insurance market 

for more than 25 years. We are confident that we are able to deliver a wide range of 

takaful products and services to the Muslim community not only into Malaysia but also 

in the ASEAN region. Today, FAA Takaful has more than 15,000 agents, 25 branches 

and supported by more than 200 full time employees nationwide”.  
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          The strategic joint venture was not only limited to marketing and distribution of 

takaful products to both the regions. As  a takaful operator it felt short of their 

commitment towards the Muslim communities at large. The president of Bahrain 

Solidarity Company, Prince Ahmad Binyahya  pointed out, “ our strategic relationship, 

I believe will help improve our overall commitment to quality and customer service 

which is a mean to  gain sustainable competitive advantage over others but our 

partnership is not bonded to only business gain. We want to give back something to the 

society as “amal jariah” (public services). This, I believe will be a good publicity for 

us”.  By the end of 2008, FAA Takaful had undertaken several social projects as part of 

their corporate social responsibility. They built a school in South of Thailand for the 

poor Muslim children and contributed to the operations of charitable dialysis centers in 

the states in Terengganu, Kedah, and Sarawak.  

 

 

The FAA Takaful Culture 

 

FAA Takaful was strategically located at 10
th

 Floor, Bali Leisure Mall, ,Subang 

Jaya. The company Board of Directors was chaired by Tan Sri Johan Lukman and four 

other directors.  The senior management of the team was headed by Mr Elmi Muthasim 

as the President. He was assisted by five (5) other vice presidents heading various 

departments namely: General division, Corporate Services, Finance, Claims and Human 

Resource & Administration (see Exhibit 1). He was also assisted by a personal assistant 

Ms Nina Suryani.  Some called her the “gate keeper”. She kept a strict procedure on 

appointments to see the president. Anyone without solid reasons will not be given an 

appointment. “This is to ensure my boss time is not wasted on unnecessary operational 

issues”.  

 

As the President of the company, Mr Elmi Muthasim a Harvard graduate was 

responsible for overseeing to the overall strategic planning and direction of the 

company. He firmly believed that, in order to carve a niche in this market, “…besides 
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embracing to the five core values of the company, either product or business innovation 

is important”. He had initially introduced the four general takaful products in 2006. His 

main focus was on the Family Takaful. This product line was the most popular as 

compared to the other product portfolio.  

 

           The Vice President of Human Resource & Administration was Mr Johari 

Mohammad. Under him there were four managers in charge of staff welfare, 

recruitment, compensation and benefits, training and development and purchases and 

logistic. General division Vice President Mr Rajanlingam K, a very senior man had 

been in the insurance industry for more than 15 years. He was previously the Chief 

Executive officer of a insurance broking company in Labuan. The Vice President of 

Finance, Mr Rao Ramos Das was a qualified accountant hailed from Kedah while the 

Vice President of Claims department was under the jurisdiction of Mr Hisham Ahmad. 

He was also an accountant by qualification and had 10 years of experience in the 

insurance industry. 

 

The Corporate Services section had recently appointed a new Vice President, Mr 

Shahrul Abdullah. When the board offered Shahrul  the job, they warned him of the 

disorderly process of awarding of incentive travel, mediocre service at the customer 

service center and the slow adoption of technology especially at the customer 

relationship department. As a result the division was unable to meet the Standard 

Operation Procedure (SOP) in processing customers’ claims below the amount of 

RM5,000. The SOP regulated by Bank Negara Malaysia clearly stated that claims 

should be paid within three weeks (3) upon submission by customers. His predecessor 

had tried to resolve this matter but was unsuccessful so much so it had cause the moral 

of the senior and support staffs to be very low. It was also reported that his predecessor 

were hardly seen outside the office. During the interview, Shahrul  shared his aspiration 

“my leadership style is more of mentoring and participative. I believe in walking around 

and I would like my staff to work with me and not for me. I believe people will give their 

best when they are allowed to make decisions and getting a timely feedback. On top of 

that I also like to be informed of any decisions made to be sure that they are in line with 

the company’s goal”. 
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Thus far, Shahrul  had not been successful in getting the record straight nor 

getting his people motivated. In his weekly meeting with his staff he was saying, “What 

is the problem? I have been here for more than six months and I have not seen our 

records being consistent. Every time I asked for the report, I will be given a different 

one. There was this agent that had shown a great concern about not getting his travel 

incentives even though he had far exceeded his target sales. And you know what is 

going to happen when the auditors are here…”  

 

Under the leadership of Mr Elmi Muthasim, some referred him as Mr EM, he had 

laid down the company vision as  “ to be the market leader as takaful operator in 

Malaysia, differentiated by being innovative, guaranteed superior customer service 

experience and earning the trust of all our stakeholders. We also seek to enrich the lives 

of its clients through takaful solutions with the hope to provide them and their love ones 

with future financial security. Besides, the success of our company is due to the five 

core values that we have instilled in our people:”   

a. Value creation : for our customers, agents, employees and shareholders; 

b. Passionate :  self-driven to relentlessly deliver the best; 

c. Teamwork: working together as partners, fostering an environment of mutual 

respect, open communication, sincerity and fairness; 

d. Professional: being proficient, accountable, transparent and continuous learning 

as a way of life; 

e. Ethical conduct: having integrity, honesty, trustworthiness, and govern by the 

highest standards in company’s business dealings.  

 

Basically, FAA Takaful goal was “WE WILL DO WHAT IS RIGHT FOR ALL” 

 

 

 

 

 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

297 

 

 Exhibit 1: Organization Chart 
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The Customer Service  Center  (CSC) 

 

FAA Takaful customer service center was centrally located at the main office in 

Subang Jaya. It was handled by five (5) customer relationship officers. The official 

office hours were from 8.30am to 5.30pm and they work five days in a week. The center 

was under the preview of the Vice President of Corporate Services. The center handled 

all information inquires and issues with regard to claim, verification of premium 

payment, product services and providing support services for their consultants. It was 

also the contact center between the employee of the company and external customers 

(agents, business clients, individuals). Most of the works in this department were claims 

related. It also handle incoming calls which were usually routed to the appropriate staff. 

PRESIDENT 
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It has a tracking system installed to capture the information in the form of a data base. 

All information were kept at the company server and was administered by a group of 

Information Technology (IT) team headed by Mr Sabri Mohammad. Enquires via e-

mails will be responded within 3 working days from the date of receipt of enquires. It 

had a client charter with regards to walk in customers. Clients were supposed to be 

served within 10-15 minutes. According to Ms Indrani, “Usually in a busy day we are 

unable to comply”. The staff in the CSC were given a personal computer each and a 

telephone set/headset.  They work independently at their own work stations under close 

supervision of Ms Indrani . Ms Indrani was an elderly single lady who had been in the 

company since the inception of FAA Insurance Bhd. She had been described as “no 

nonsense lady” by her staff but somehow has been very helpful to her staffs in time of 

needs.  

 

On a Monday morning of 2
nd

 February 2008, Mr Shahrul stormed into Ms 

Indra’s office, “I have received several customer concerns and to be exact eight 

concerns last month. I have been keeping a note on this. Last month on the fourteenth of 

January for example, a caller required some important information but the customer 

service center officer passed the call to another officer in the office. She didn’t even ask 

who the caller was nor inform the caller which the officer was going to assist her. You 

know what happened on the next day… I tried calling the office. Not only I have a 

problem in getting through, the phone just died on me. Then I tried to call again but this 

time I counted the number of rings before the phone was answered. Only after the ninth 

ring, someone picked up the call. When I asked her why it took so long to pick up the 

call, the answer was,  she and the rest of the team were busy entertaining walk in 

customer.  I think the CSC staff needs some pat talk, Ms Indrani.”  

 

 

FAA Takaful Achievements 

 

In 2007, FAA Takaful won the award as the “Most Outstanding Takaful Product” for its 

General Takaful products in the 7
th

 Kuala Lumpur Islamic Finance Awards Conference. 

Mr EM statement during the winning of the award was, “this is  a significant 

http://en.wikipedia.org/wiki/Telephone
http://en.wikipedia.org/wiki/Headphones
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achievement for the company even though  we are a new player in the takaful industry. I 

believe FAA Takaful will at all time be at the forefront, enriching the lives of our 

customers and clients with our shariah compliance  products yet explicitly designed to 

accommodate the current market needs.” 

 

 

Products of FAA Takaful 

 

 “FAA Takaful offered four categories of takaful products meant for different 

target groups. Namely the products were: family takaful, general takaful, group takaful, 

and bancatakaful. In the family takaful category there were five (5) products mainly 

targeted for individual customers and family.  They were: FAASingle Invest, 

FAACancercare, FAAEducation, FAAMedical and FAAage 88 takaful. General 

products were FAAmotor and FAAnon-motor and group takaful products were FAA 

group credits and FAA Employee and non-Employee takaful. Bancatakaful product line 

was more on mortgage protection plan which provided financial protection for 

participants who opt for Financial Institutions’ Home Financing” explained Mr EM. 

“However, with the rapid development in Information technology and intense 

competition from international conventional insurance companies and other 

international linked takaful operators, there is a necessity for FAA Takaful to offer new, 

innovative and yet competitive product lines to our customer. But to get a product line 

successfully into the market  it will take a long time….”   

“The other leading players in international insurance arena, the Prudential 

Assurance and HSBC Amanah Takaful (Malaysia) Sdn Bhd, have not only the 

knowledge and experience in the field of insurance and financial planning for almost 80 

years, but were also market leaders. They have excellent record in their international 

investment portfolio management. We are not even there, even though we have an 

international partner. Prudential Assurance for instance, produces and markets 

investment products such as capital guaranteed and structured investment products. We 

are not even anywhere near them. Besides, for any new products or investment that we 

want to launch, we are being restricted by the stringent shariah-compliant rule, 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

300 

 

sometimes it would take years to get the approval. So what we have been doing so far is, 

if someone came out with a new product, we will replicate. We are the copy cats. The 

approval will be faster that way. But that is not what we want. We want something 

different.  We want to generate new yet innovative takaful product lines that are shariah 

compliance within the next two to three years in order for FAA Takaful to move 

forward. This is also critical especially if we want to penetrate into the international 

family based market. Well, my friends please help me ….” noted the Director of General 

Product division, Mr Rajanlingam  on the third of November, 2008 at one of the sales 

meeting with his department heads.  

According to recent Bank Negara guidelines, “prior to introduce a new product, 

the insurance company or Takaful operator must have the capacity (including financial 

resources) to adequately manage and control the risks associated with the product; 

must adhere to principles relating to the fair treatment of consumers; must not 

knowingly offer a product that has been prohibited in other countries and which could 

potentially give rise to public concerns; and must make sure that the product must 

comply with all necessary regulatory and other approvals required for its offer.” 

 

 

 Financial Standing  

Exhibit 2 indicates the Takaful Fund Revenue Account for the financial year 

ending 31
st
 December 2008. Surplus before taxation for the year 2007 was RM 

35.5 million and for 2008 was RM 6.9 million. 
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Exhibit 2: FAA Takaful Fund Revenue Account for the Financial year ending 

31 December 2008 

 2008 

RM(000) 

2007 

RM(000) 

Gross contribution 46,097 27,554 

Retakaful    -314   0 

 45,783 27,554 

Investment-linked fund seed money      0 10,000 

   

Benefits paid and payable:  

Surrender -15,751   0 

Death     -344   0 

Medical       -94   0 

Net benefits paid and payable -16,189   0 

   

Wakalah fee -17,568 -2,554 

   

Investment income       39     0 

Other operating expenses- net    -972      -96 

Surplus before taxation before surplus from 

investment-linked fund 

11,093 34,904 

   

(Deficit) surplus from investment -linked fund -4,162      608 

Surplus before taxation  6,931 35,512 

   

Takaful fund at beginning of the financial year 35,512    0 

Takaful fund at end of the financial year 42,443 35,512 

 

Mr EM, informed of the financial situation of the company  in the company’s monthly 

meeting on the second day of the year 2009, “… as one of the new player in takaful 

market, we manage to have a modest retained profit/earnings of 42.4 million last year. 

It  was far behind our target for the year 2008, and I am worried what would happen if 

there is a huge claims this year? I suspected our shareholders are going to question us 

on our low performance in the next annual general meeting due in March, 2009. We 
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need to think what aggressive plans that we can embark to expand our market share. I 

know our hands are tight. We cannot get any new product into the market timely as you 

know why. What I can suggest is that we should be more customer-centric and 

maximizing the usage of sales-automation software. This will enhance our customer 

service. Investment-linked funds are also one of the areas of focus for the year for us. 

We are targeting at least 40 percent growth in getting new business by the end of the 

year. Or maybe we go into strategic alliances with Alliance Insurance Bhd in our 

bancatakaful portfolio. They have shown some interest. Are you all with me?”  

 

THE COMPETITORS  

 

According to the Corporate Service Vice President, Mr  Shahrul Abdullah, the 

market for takaful business was very competitive. There were three main takaful 

operators leaders namely:  Etiqa Takaful  Berhad, Prudential BSN Takaful Berhad, and 

Takaful Ikhlas Sdn Bhd.  

 

 

Etiqa Takaful Berhad  

 

Etiqa Takaful Berhad was formed in 2001 and the largest takaful operator in 

Malaysia. The company was owned by Mayban Fortis Holdings Berhad. It was the 

result of a major collaboration between the Malaysia's largest local bank, Malayan 

Banking Berhad (Maybank) and Fortis International NV (Fortis), one of the largest 

providers of integrated financial services in Europe. In 2005, Mayban Fortis Holdings 

Berhad acquired Malaysia National Insurance Berhad, and its subsidiary, Takaful 

Nasional Sdn Bhd . At the end of year 2007, they rebranded the entire insurance and 

takaful group to the brand new name - Etiqa Insurance Berhad. For the financial year 

2006/2007, the gross premium acquired by Etiqa was  RM 4 billion (USD 1.186 

billion). Its  takaful premium was RM 900 million (USD 266.78 million) with a profit 

before tax of RM 313.5 million (USD 92.93 million). Etiqa Takaful Berhad had the 
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advantage of being backed by the largest local bank in Malaysia and had the support 

from its multi-channel distributors.  Etiqa was the first company to have received a 

license from Bank Negara Malaysia to set up an International Currency Business Unit 

and also the  first takaful provider in Malaysia that operated on the concept of wakalah 

instead of the mudharabah system . It had approximately 8,000 agents all over the 

country. Etiqa Insurance Berhad and Etiqa Takaful Berhad offered value-added benefits 

to its clients such as RM 1000 advance in funeral expenses in times of bereavement, 

over the phone settlement for green lane claims, immediate general policy approval over 

Etiqa Online, and processing claims faster than the industry average. Agents at Etiqa 

Takaful Berhad were paid on commission based and the company from time to time 

provided various travel incentives to its agents. The company also provided soft and 

hard skills training programs for its agents, through its academy. 

 

 

Prudential BSN Takaful Berhad (PruBSN) 

 

Prudential BSN Takaful Berhad (PruBSN) was formed in 2006 through the 

partnership of Prudential Holdings (49 percent) and Bank Simpanan Nasional (BSN) 

(51 percent). Prudential Holdings was founded in 1848, began as a leading life and 

pension’s provider in United Kingdom and through Prudential Assurance, it had been in 

Malaysia for over 80 years. Bank Simpanan Nasional, on the other hand was launched 

in 1974, one of the local saving banks that had more than 9 million depositors in nearly 

400 branches nationwide. The strong branding of the two companies had created a huge 

opportunity for PruBSN to accelerate their growth in the takaful industry in Malaysia. 

PruBSN's vision was to be a world-class shariah-compliant financial solutions provider 

in addition to their mission in creating a dynamic culture of innovation, attracting, 

developing and retaining best talents, innovative solutions in products and services, 

striving beyond their stakeholders' expectations. PruBSN traded a wide array of takaful 

products ranging from education plans for children, personal and life protection plans 

for individuals and women, investment, homes and belongings protection, financing 

planning and medical care for all ages. PruBSN had over 10,000 agents, of which 50 

percent were Bumiputra agents. The non-Muslim market  formed  35 percent of their 
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customer based. They have consistently been successful in conducting compulsory 

training and education programs for their agents. Some of the training programs were: 

Awareness before Change (ABC) and Seven or Eight Habits of Highly Effective People 

modules. PruBSN was targeting to have high growth rate in its bancatakaful 

department. It had recruited more than 150 takaful financial executives and were placed 

at all BSN branches nationwide. The Takaful Financial Executives earned a basic salary 

as well as incentives for every new and renewal businesses that they have successfully 

transacted. 

 

 

Takaful Ikhlas Sdn Berhad 

 

Takaful Ikhlas Sdn. Bhd. (Takaful Ikhlas) was incorporated on 18 September 

2002 and is a wholly-owned subsidiary of MNRB Holdings Berhad. Within six years of 

its operations, the company had established a strong presence in the Islamic financial 

protection services based on the takaful system. It stressed on a spirit of cooperation and 

joint responsibility among participants. The company had more than 1.4 million 

certificate holders or participants. The company’s mission was to be committed in 

delivering value-added products and quality services through competent staff, effective 

distribution networks, and advanced technology that supported their business processes. 

Takaful Ikhlas products range from coverage in all kinds of automobile protection, 

education plan, fire, health, home, hospitalization benefits, medical protection, personal 

accident and travel coverage. It had more than 6,000 consultants all over Malaysia. 

  

Takaful Ikhlas had invested considerably in technology to support its philosophy 

in creating efficiency in serving their customers. A major breakthrough was the 

introduction of e-cover note system linking the company to Malaysia Road Transport 

Department (JPJ) for motor takaful coverage. In addition, I-POS (Points of Sale 

System) was created to enable agents to track their business portfolios and instant online 

underwriting and certification approval. It had also introduced a drive-in fast claim 

settlement service centers known as e-zi claim drive in. This drive-in claim settlement 
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ensured hassle free claims service for minor accidents. Damage assessors were available 

on site for the on- the- spot claim assessment for claims below RM 3,000. Takaful 

Ikhlas Sdn Bhd had been named as the “Best Takaful / Retakaful Provider 2008” by 

readers of the Islamic Finance News (IFN). 

   

 

Career at FAA Takaful 

 

FAA Takaful Berhad had 15,000 registered takaful consultants nationwide. Most 

of them were the former registered consultants of their conventional insurance company 

FAA Insurance Berhad. The recruitment strategy adopted as expressed by Mr. 

Rajanlingam, Vice President of General Product division,  “ we take in all the old 

agents from the former insurance company. We also have new ones but mostly are fresh 

graduates. We would like to take in as many as possible graduates from the field of 

Islamic financial planning especially those with  Shariah Registered Financial Planner 

(SRFP) or Charted Islamic Financial Professional (CIFP) certification. However, we 

only manage to recruit only a few. So far only 20 in the last recruitment exercise. When 

we asked them to make reference of other potential candidates, their answer was that 

they prefer to work for our competitors. What is so disappointing was that some of them 

that we had recruited had left us. We just lost 3 people last month. When asked, the 

reply was simply “better perks”. The regulatory body in Malaysia through the industry 

association have set a policy in payments made for profit commissions, incentives and 

overriding commissions for agents, brokers and alike. This is to safeguard the industry 

from unethical practices and to avoid unhealthy competitions. However as pointed out 

by Mr. Rajanlingam , “ no doubt the regulatory body and the association have set the 

policy but insurance companies can be creative in providing the incentives to their 

consultants. This is not the only problem. We are not getting good support from non-

bumiputra agencies. They are not interested in selling our products. Ironically, the 

topmost agency in the takaful business is held by a non-bumiputra agency”. 

 

   FAA Takaful in their recruitment exercises was unable to stress on the ‘quality’ 

aspect of the candidates. It was swamped by hundreds of applications but only a few 
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had the necessary skills and qualification. As a result, they were unable to get qualified 

takaful consultants especially with Islamic financing background. International joint 

venture takaful companies such as Prudential BSN Takaful Berhad (PruBSN) and AIA 

Takaful International Berhad (ATIB) were already recruiting the best qualified takaful 

consultants that have the necessary qualification and not much training was required 

especially in product knowledge.  

 

Retaining customer after prospecting and acquiring their business was another critical 

problem for FAA Takaful. Usually when a business was acquired, the commissions paid 

on the first year premium would be higher than the subsequent years. However, in some 

instances the customer changed their mind and decided to discontinue. Among the root 

cause according to Mr. Rajanlingam, “More than 60 percent of our consultants are 

part-timers. They are not fully committed to getting the business. As a matter of fact we 

only have 6,000 active full time takaful consultants. The time had come where FAA 

Takaful would like to tap more on the non-bumiputra market. At the moment their 

participants accounted only 20 percent of our takaful business. We need to target to at 

least 50 percent in the next five years”. To prove their point, FAA Takaful had set a 

campaign on recruiting non-bumiputra agency leaders in the year 2009.  

 

 

EPILOGUE 

 Mr Elmi Muthasim the President was seen sitting down in the meeting 

room at Jeram Eco Resort in Taman Negara. While waiting for the rest of the 

management team to come in, he was intensely watching Ms Nina fixing the overhead 

projector. He began to ponder.  “I can foresee the questions that the board is going to 

raise”, he thought….I am pretty sure they are going to question me on the issue of low 

retaining profits. I can blame it on…like for not  getting the right people to do the job or  

on the technology that do not seem to support the call center or the  limited Takaful 

product lines that we were having for the last two years. Or I can show them the letter 

from Alliance Insurance Bhd. But, would the board buy that? To make matters worst, I 
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had promised in the last board meeting that we are all ready to enter into the ASEAN 

market. We have not even left the ‘Straits of Malacca’…I am not sure about my own fate 

either…..” 
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ABSTRACT 

The case is about a takaful operator, FAA Takaful Bhd that had some critical 

problems in of their operations. Besides low growth, it was far behind with their 

customer services, business innovation and were not attracting the right talents as its 

takaful consultants and agents. This case also briefly introduces to readers the basic 

concept of takaful business which is Islamic based insurance. It also indicates to 

students that organizational culture is an important aspect that will affect growth of 

organizations. As an Islamic country, takaful business is expected to grow in the near 

future. 

 

PROLOGUE 

 In February 2009,  Mr Elmi Muthasim the President of the FAA Takaful 

was sitting in his office having a glass of the tea. He was a bit upset when he received 

the audited account from his accountant. In 2007, when it started to fully 

operationalized the takaful  business  it  had surplus fund amounting to RM 35.5 

million.  In 2008, the surplus fund was only RM42.4 million, a growth of only 20 

percent . It was far from the targeted figure of 75 million that he had promised to the 

mailto:raemah@unitar.my
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board. He turned to his personal assistant Ms Nina Suryani, “ I think we are not doing 

the right thing. Our competitors are doing much better. The government is all out to 

support Islamic insurance. Are our boys doing their jobs? I heard that we are having 

some problems at our customer service center. It seems that our staffs were slow in 

entertaining the walk-in customers. I am getting feedbacks that our agents were just 

mediocre lots. This cannot be. Maybe we need to improve our product lines or 

collaborate with other takaful companies? What is your opinion, Nina? . 

Knowing her boss well, she just nodded her head and said, “Why don’t we call all the 

Vice Presidents (VP) for a meeting. May be a retreat somewhere in Jeram Eco Resort 

will be fruitful.”  

 

 

The Company: FAA Takaful 

 

Back in 1986, the takaful industry in Malaysian was represented by only  a 

single key player , Syarikat Takaful Malaysia Berhad which was under the arm of Bank 

Islam Malaysia . It had a limited range of takaful products, however it played an 

important role in changing the Islamic landscape of the country. Takaful is a Shariah 

complaint insurance and in Arabic it means “joint guarantee” against losses.  

Individuals who subscribes to a takaful plan is said to have contributed a sum of money 

into a common fund, which will be used to mutually assist the members against a 

defined loss or damage.  By the year 2008, there were only eight takaful operators in 

Malaysia. The industry saw an average annual growth rate of 57.9percent. Market share 

of the takaful business in the insurance industry saw an increased of 7.7 percent in 2007 

to 7.9 percent in 2008.  

 

In 1978, FAA Insurance Bhd the holding company of FAA Takaful went public 

and was listed in the main board of the Bursa Malaysia Securities. Its product portfolios 

were group under Family, General, Group and Bancassurance (banking insurance). 

Other businesses involvement were offshore and reinsurance businesses, hire purchase, 
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leasing and other credit facilities, unit trust, property management, fund management 

and investment advisory, security and consultancy services. The President Mr Elmi 

Muthasim felt that the company could not sustain on the present takaful product lines. 

The board was with him, they too wanted more growth.  Tan Sri Johan Lukman the 

chairman of the board highly supported the motion,   “Being an Islamic country, this 

sector would guarantee growth, but we have to be more creative”. 

  

 

The Strategic Joint Venture 

 

FAA Takaful chairman believed in the power of global partnership. FAA 

Takaful was a result of a strategic alliance between FAA Insurance Bhd (AIH) and 

Bahrain Solidarity Company (BSC). BSC was one of the largest takaful companies in 

the world with a paid up capital USD150 million. The company was owned by a Saudi 

Arabian royal family and was also the largest single investor of an Islamic trust fund in 

Bahrain. In November 2005, Bank Negara Malaysia granted an approval for the request 

of the strategic joint venture between FAA Insurance Bhd and Bahrain Solidarity 

Company. Under the agreement, FAA Insurance Berhad controlled the majority share of 

61 percent while Bahrain Solidarity Company held 49 percent of the equity. The 

company was then incorporated with a paid up capital of RM100 million.  On the first 

of  April 2006, Bank Negara officially granted license to FAA Takaful upon their 

request to be a takaful operator. 

 

According to the President, Mr Elmi Muthasim “ the strategic joint venture will 

allow both parties to mutually benefit in terms of technology, consumer product offering 

and market penetration. We have the experience and have been in the insurance market 

for more than 25 years. We are confident that we are able to deliver a wide range of 

takaful products and services to the Muslim community not only into Malaysia but also 

in the ASEAN region. Today, FAA Takaful has more than 15,000 agents, 25 branches 

and supported by more than 200 full time employees nationwide”.  
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          The strategic joint venture was not only limited to marketing and distribution of 

takaful products to both the regions. As  a takaful operator it felt short of their 

commitment towards the Muslim communities at large. The president of Bahrain 

Solidarity Company, Prince Ahmad Binyahya  pointed out, “ our strategic relationship, 

I believe will help improve our overall commitment to quality and customer service 

which is a mean to  gain sustainable competitive advantage over others but our 

partnership is not bonded to only business gain. We want to give back something to the 

society as “amal jariah” (public services). This, I believe will be a good publicity for 

us”.  By the end of 2008, FAA Takaful had undertaken several social projects as part of 

their corporate social responsibility. They built a school in South of Thailand for the 

poor Muslim children and contributed to the operations of charitable dialysis centers in 

the states in Terengganu, Kedah, and Sarawak.  

 

 

The FAA Takaful Culture 

 

FAA Takaful was strategically located at 10
th

 Floor, Bali Leisure Mall, ,Subang 

Jaya. The company Board of Directors was chaired by Tan Sri Johan Lukman and four 

other directors.  The senior management of the team was headed by Mr Elmi Muthasim 

as the President. He was assisted by five (5) other vice presidents heading various 

departments namely: General division, Corporate Services, Finance, Claims and Human 

Resource & Administration (see Exhibit 1). He was also assisted by a personal assistant 

Ms Nina Suryani.  Some called her the “gate keeper”. She kept a strict procedure on 

appointments to see the president. Anyone without solid reasons will not be given an 

appointment. “This is to ensure my boss time is not wasted on unnecessary operational 

issues”.  

 

As the President of the company, Mr Elmi Muthasim a Harvard graduate was 

responsible for overseeing to the overall strategic planning and direction of the 

company. He firmly believed that, in order to carve a niche in this market, “…besides 
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embracing to the five core values of the company, either product or business innovation 

is important”. He had initially introduced the four general takaful products in 2006. His 

main focus was on the Family Takaful. This product line was the most popular as 

compared to the other product portfolio.  

 

           The Vice President of Human Resource & Administration was Mr Johari 

Mohammad. Under him there were four managers in charge of staff welfare, 

recruitment, compensation and benefits, training and development and purchases and 

logistic. General division Vice President Mr Rajanlingam K, a very senior man had 

been in the insurance industry for more than 15 years. He was previously the Chief 

Executive officer of a insurance broking company in Labuan. The Vice President of 

Finance, Mr Rao Ramos Das was a qualified accountant hailed from Kedah while the 

Vice President of Claims department was under the jurisdiction of Mr Hisham Ahmad. 

He was also an accountant by qualification and had 10 years of experience in the 

insurance industry. 

 

The Corporate Services section had recently appointed a new Vice President, Mr 

Shahrul Abdullah. When the board offered Shahrul  the job, they warned him of the 

disorderly process of awarding of incentive travel, mediocre service at the customer 

service center and the slow adoption of technology especially at the customer 

relationship department. As a result the division was unable to meet the Standard 

Operation Procedure (SOP) in processing customers’ claims below the amount of 

RM5,000. The SOP regulated by Bank Negara Malaysia clearly stated that claims 

should be paid within three weeks (3) upon submission by customers. His predecessor 

had tried to resolve this matter but was unsuccessful so much so it had cause the moral 

of the senior and support staffs to be very low. It was also reported that his predecessor 

were hardly seen outside the office. During the interview, Shahrul  shared his aspiration 

“my leadership style is more of mentoring and participative. I believe in walking around 

and I would like my staff to work with me and not for me. I believe people will give their 

best when they are allowed to make decisions and getting a timely feedback. On top of 

that I also like to be informed of any decisions made to be sure that they are in line with 

the company’s goal”. 
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Thus far, Shahrul  had not been successful in getting the record straight nor 

getting his people motivated. In his weekly meeting with his staff he was saying, “What 

is the problem? I have been here for more than six months and I have not seen our 

records being consistent. Every time I asked for the report, I will be given a different 

one. There was this agent that had shown a great concern about not getting his travel 

incentives even though he had far exceeded his target sales. And you know what is 

going to happen when the auditors are here…”  

 

Under the leadership of Mr Elmi Muthasim, some referred him as Mr EM, he had 

laid down the company vision as  “ to be the market leader as takaful operator in 

Malaysia, differentiated by being innovative, guaranteed superior customer service 

experience and earning the trust of all our stakeholders. We also seek to enrich the lives 

of its clients through takaful solutions with the hope to provide them and their love ones 

with future financial security. Besides, the success of our company is due to the five 

core values that we have instilled in our people:”   

a. Value creation : for our customers, agents, employees and shareholders; 

b. Passionate :  self-driven to relentlessly deliver the best; 

c. Teamwork: working together as partners, fostering an environment of mutual 

respect, open communication, sincerity and fairness; 

d. Professional: being proficient, accountable, transparent and continuous learning 

as a way of life; 

e. Ethical conduct: having integrity, honesty, trustworthiness, and govern by the 

highest standards in company’s business dealings.  

 

Basically, FAA Takaful goal was “WE WILL DO WHAT IS RIGHT FOR ALL” 
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 Exhibit 1: Organization Chart 
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The Customer Service  Center  (CSC) 

 

FAA Takaful customer service center was centrally located at the main office in 

Subang Jaya. It was handled by five (5) customer relationship officers. The official 

office hours were from 8.30am to 5.30pm and they work five days in a week. The center 

was under the preview of the Vice President of Corporate Services. The center handled 

all information inquires and issues with regard to claim, verification of premium 

payment, product services and providing support services for their consultants. It was 

also the contact center between the employee of the company and external customers 

(agents, business clients, individuals). Most of the works in this department were claims 

related. It also handle incoming calls which were usually routed to the appropriate staff. 

PRESIDENT 
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It has a tracking system installed to capture the information in the form of a data base. 

All information were kept at the company server and was administered by a group of 

Information Technology (IT) team headed by Mr Sabri Mohammad. Enquires via e-

mails will be responded within 3 working days from the date of receipt of enquires. It 

had a client charter with regards to walk in customers. Clients were supposed to be 

served within 10-15 minutes. According to Ms Indrani, “Usually in a busy day we are 

unable to comply”. The staff in the CSC were given a personal computer each and a 

telephone set/headset.  They work independently at their own work stations under close 

supervision of Ms Indrani . Ms Indrani was an elderly single lady who had been in the 

company since the inception of FAA Insurance Bhd. She had been described as “no 

nonsense lady” by her staff but somehow has been very helpful to her staffs in time of 

needs.  

 

On a Monday morning of 2
nd

 February 2008, Mr Shahrul stormed into Ms 

Indra’s office, “I have received several customer concerns and to be exact eight 

concerns last month. I have been keeping a note on this. Last month on the fourteenth of 

January for example, a caller required some important information but the customer 

service center officer passed the call to another officer in the office. She didn’t even ask 

who the caller was nor inform the caller which the officer was going to assist her. You 

know what happened on the next day… I tried calling the office. Not only I have a 

problem in getting through, the phone just died on me. Then I tried to call again but this 

time I counted the number of rings before the phone was answered. Only after the ninth 

ring, someone picked up the call. When I asked her why it took so long to pick up the 

call, the answer was,  she and the rest of the team were busy entertaining walk in 

customer.  I think the CSC staff needs some pat talk, Ms Indrani.”  

 

 

FAA Takaful Achievements 

 

In 2007, FAA Takaful won the award as the “Most Outstanding Takaful Product” for its 

General Takaful products in the 7
th

 Kuala Lumpur Islamic Finance Awards Conference. 

Mr EM statement during the winning of the award was, “this is  a significant 

http://en.wikipedia.org/wiki/Telephone
http://en.wikipedia.org/wiki/Headphones
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achievement for the company even though  we are a new player in the takaful industry. I 

believe FAA Takaful will at all time be at the forefront, enriching the lives of our 

customers and clients with our shariah compliance  products yet explicitly designed to 

accommodate the current market needs.” 

 

 

Products of FAA Takaful 

 

 “FAA Takaful offered four categories of takaful products meant for different 

target groups. Namely the products were: family takaful, general takaful, group takaful, 

and bancatakaful. In the family takaful category there were five (5) products mainly 

targeted for individual customers and family.  They were: FAASingle Invest, 

FAACancercare, FAAEducation, FAAMedical and FAAage 88 takaful. General 

products were FAAmotor and FAAnon-motor and group takaful products were FAA 

group credits and FAA Employee and non-Employee takaful. Bancatakaful product line 

was more on mortgage protection plan which provided financial protection for 

participants who opt for Financial Institutions’ Home Financing” explained Mr EM. 

“However, with the rapid development in Information technology and intense 

competition from international conventional insurance companies and other 

international linked takaful operators, there is a necessity for FAA Takaful to offer new, 

innovative and yet competitive product lines to our customer. But to get a product line 

successfully into the market  it will take a long time….”   

“The other leading players in international insurance arena, the Prudential 

Assurance and HSBC Amanah Takaful (Malaysia) Sdn Bhd, have not only the 

knowledge and experience in the field of insurance and financial planning for almost 80 

years, but were also market leaders. They have excellent record in their international 

investment portfolio management. We are not even there, even though we have an 

international partner. Prudential Assurance for instance, produces and markets 

investment products such as capital guaranteed and structured investment products. We 

are not even anywhere near them. Besides, for any new products or investment that we 

want to launch, we are being restricted by the stringent shariah-compliant rule, 
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sometimes it would take years to get the approval. So what we have been doing so far is, 

if someone came out with a new product, we will replicate. We are the copy cats. The 

approval will be faster that way. But that is not what we want. We want something 

different.  We want to generate new yet innovative takaful product lines that are shariah 

compliance within the next two to three years in order for FAA Takaful to move 

forward. This is also critical especially if we want to penetrate into the international 

family based market. Well, my friends please help me ….” noted the Director of General 

Product division, Mr Rajanlingam  on the third of November, 2008 at one of the sales 

meeting with his department heads.  

According to recent Bank Negara guidelines, “prior to introduce a new product, 

the insurance company or Takaful operator must have the capacity (including financial 

resources) to adequately manage and control the risks associated with the product; 

must adhere to principles relating to the fair treatment of consumers; must not 

knowingly offer a product that has been prohibited in other countries and which could 

potentially give rise to public concerns; and must make sure that the product must 

comply with all necessary regulatory and other approvals required for its offer.” 

 

 

 Financial Standing  

Exhibit 2 indicates the Takaful Fund Revenue Account for the financial year 

ending 31
st
 December 2008. Surplus before taxation for the year 2007 was RM 

35.5 million and for 2008 was RM 6.9 million. 
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Exhibit 2: FAA Takaful Fund Revenue Account for the Financial year ending 

31 December 2008 

 2008 

RM(000) 

2007 

RM(000) 

Gross contribution 46,097 27,554 

Retakaful    -314   0 

 45,783 27,554 

Investment-linked fund seed money      0 10,000 

   

Benefits paid and payable:  

Surrender -15,751   0 

Death     -344   0 

Medical       -94   0 

Net benefits paid and payable -16,189   0 

   

Wakalah fee -17,568 -2,554 

   

Investment income       39     0 

Other operating expenses- net    -972      -96 

Surplus before taxation before surplus from 

investment-linked fund 

11,093 34,904 

   

(Deficit) surplus from investment -linked fund -4,162      608 

Surplus before taxation  6,931 35,512 

   

Takaful fund at beginning of the financial year 35,512    0 

Takaful fund at end of the financial year 42,443 35,512 

 

Mr EM, informed of the financial situation of the company  in the company’s monthly 

meeting on the second day of the year 2009, “… as one of the new player in takaful 

market, we manage to have a modest retained profit/earnings of 42.4 million last year. 

It  was far behind our target for the year 2008, and I am worried what would happen if 

there is a huge claims this year? I suspected our shareholders are going to question us 

on our low performance in the next annual general meeting due in March, 2009. We 
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need to think what aggressive plans that we can embark to expand our market share. I 

know our hands are tight. We cannot get any new product into the market timely as you 

know why. What I can suggest is that we should be more customer-centric and 

maximizing the usage of sales-automation software. This will enhance our customer 

service. Investment-linked funds are also one of the areas of focus for the year for us. 

We are targeting at least 40 percent growth in getting new business by the end of the 

year. Or maybe we go into strategic alliances with Alliance Insurance Bhd in our 

bancatakaful portfolio. They have shown some interest. Are you all with me?”  

 

THE COMPETITORS  

 

According to the Corporate Service Vice President, Mr  Shahrul Abdullah, the 

market for takaful business was very competitive. There were three main takaful 

operators leaders namely:  Etiqa Takaful  Berhad, Prudential BSN Takaful Berhad, and 

Takaful Ikhlas Sdn Bhd.  

 

 

Etiqa Takaful Berhad  

 

Etiqa Takaful Berhad was formed in 2001 and the largest takaful operator in 

Malaysia. The company was owned by Mayban Fortis Holdings Berhad. It was the 

result of a major collaboration between the Malaysia's largest local bank, Malayan 

Banking Berhad (Maybank) and Fortis International NV (Fortis), one of the largest 

providers of integrated financial services in Europe. In 2005, Mayban Fortis Holdings 

Berhad acquired Malaysia National Insurance Berhad, and its subsidiary, Takaful 

Nasional Sdn Bhd . At the end of year 2007, they rebranded the entire insurance and 

takaful group to the brand new name - Etiqa Insurance Berhad. For the financial year 

2006/2007, the gross premium acquired by Etiqa was  RM 4 billion (USD 1.186 

billion). Its  takaful premium was RM 900 million (USD 266.78 million) with a profit 

before tax of RM 313.5 million (USD 92.93 million). Etiqa Takaful Berhad had the 
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advantage of being backed by the largest local bank in Malaysia and had the support 

from its multi-channel distributors.  Etiqa was the first company to have received a 

license from Bank Negara Malaysia to set up an International Currency Business Unit 

and also the  first takaful provider in Malaysia that operated on the concept of wakalah 

instead of the mudharabah system . It had approximately 8,000 agents all over the 

country. Etiqa Insurance Berhad and Etiqa Takaful Berhad offered value-added benefits 

to its clients such as RM 1000 advance in funeral expenses in times of bereavement, 

over the phone settlement for green lane claims, immediate general policy approval over 

Etiqa Online, and processing claims faster than the industry average. Agents at Etiqa 

Takaful Berhad were paid on commission based and the company from time to time 

provided various travel incentives to its agents. The company also provided soft and 

hard skills training programs for its agents, through its academy. 

 

 

Prudential BSN Takaful Berhad (PruBSN) 

 

Prudential BSN Takaful Berhad (PruBSN) was formed in 2006 through the 

partnership of Prudential Holdings (49 percent) and Bank Simpanan Nasional (BSN) 

(51 percent). Prudential Holdings was founded in 1848, began as a leading life and 

pension’s provider in United Kingdom and through Prudential Assurance, it had been in 

Malaysia for over 80 years. Bank Simpanan Nasional, on the other hand was launched 

in 1974, one of the local saving banks that had more than 9 million depositors in nearly 

400 branches nationwide. The strong branding of the two companies had created a huge 

opportunity for PruBSN to accelerate their growth in the takaful industry in Malaysia. 

PruBSN's vision was to be a world-class shariah-compliant financial solutions provider 

in addition to their mission in creating a dynamic culture of innovation, attracting, 

developing and retaining best talents, innovative solutions in products and services, 

striving beyond their stakeholders' expectations. PruBSN traded a wide array of takaful 

products ranging from education plans for children, personal and life protection plans 

for individuals and women, investment, homes and belongings protection, financing 

planning and medical care for all ages. PruBSN had over 10,000 agents, of which 50 

percent were Bumiputra agents. The non-Muslim market  formed  35 percent of their 
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customer based. They have consistently been successful in conducting compulsory 

training and education programs for their agents. Some of the training programs were: 

Awareness before Change (ABC) and Seven or Eight Habits of Highly Effective People 

modules. PruBSN was targeting to have high growth rate in its bancatakaful 

department. It had recruited more than 150 takaful financial executives and were placed 

at all BSN branches nationwide. The Takaful Financial Executives earned a basic salary 

as well as incentives for every new and renewal businesses that they have successfully 

transacted. 

 

 

Takaful Ikhlas Sdn Berhad 

 

Takaful Ikhlas Sdn. Bhd. (Takaful Ikhlas) was incorporated on 18 September 

2002 and is a wholly-owned subsidiary of MNRB Holdings Berhad. Within six years of 

its operations, the company had established a strong presence in the Islamic financial 

protection services based on the takaful system. It stressed on a spirit of cooperation and 

joint responsibility among participants. The company had more than 1.4 million 

certificate holders or participants. The company’s mission was to be committed in 

delivering value-added products and quality services through competent staff, effective 

distribution networks, and advanced technology that supported their business processes. 

Takaful Ikhlas products range from coverage in all kinds of automobile protection, 

education plan, fire, health, home, hospitalization benefits, medical protection, personal 

accident and travel coverage. It had more than 6,000 consultants all over Malaysia. 

  

Takaful Ikhlas had invested considerably in technology to support its philosophy 

in creating efficiency in serving their customers. A major breakthrough was the 

introduction of e-cover note system linking the company to Malaysia Road Transport 

Department (JPJ) for motor takaful coverage. In addition, I-POS (Points of Sale 

System) was created to enable agents to track their business portfolios and instant online 

underwriting and certification approval. It had also introduced a drive-in fast claim 

settlement service centers known as e-zi claim drive in. This drive-in claim settlement 
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ensured hassle free claims service for minor accidents. Damage assessors were available 

on site for the on- the- spot claim assessment for claims below RM 3,000. Takaful 

Ikhlas Sdn Bhd had been named as the “Best Takaful / Retakaful Provider 2008” by 

readers of the Islamic Finance News (IFN). 

   

 

Career at FAA Takaful 

 

FAA Takaful Berhad had 15,000 registered takaful consultants nationwide. Most 

of them were the former registered consultants of their conventional insurance company 

FAA Insurance Berhad. The recruitment strategy adopted as expressed by Mr. 

Rajanlingam, Vice President of General Product division,  “ we take in all the old 

agents from the former insurance company. We also have new ones but mostly are fresh 

graduates. We would like to take in as many as possible graduates from the field of 

Islamic financial planning especially those with  Shariah Registered Financial Planner 

(SRFP) or Charted Islamic Financial Professional (CIFP) certification. However, we 

only manage to recruit only a few. So far only 20 in the last recruitment exercise. When 

we asked them to make reference of other potential candidates, their answer was that 

they prefer to work for our competitors. What is so disappointing was that some of them 

that we had recruited had left us. We just lost 3 people last month. When asked, the 

reply was simply “better perks”. The regulatory body in Malaysia through the industry 

association have set a policy in payments made for profit commissions, incentives and 

overriding commissions for agents, brokers and alike. This is to safeguard the industry 

from unethical practices and to avoid unhealthy competitions. However as pointed out 

by Mr. Rajanlingam , “ no doubt the regulatory body and the association have set the 

policy but insurance companies can be creative in providing the incentives to their 

consultants. This is not the only problem. We are not getting good support from non-

bumiputra agencies. They are not interested in selling our products. Ironically, the 

topmost agency in the takaful business is held by a non-bumiputra agency”. 

 

   FAA Takaful in their recruitment exercises was unable to stress on the ‘quality’ 

aspect of the candidates. It was swamped by hundreds of applications but only a few 
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had the necessary skills and qualification. As a result, they were unable to get qualified 

takaful consultants especially with Islamic financing background. International joint 

venture takaful companies such as Prudential BSN Takaful Berhad (PruBSN) and AIA 

Takaful International Berhad (ATIB) were already recruiting the best qualified takaful 

consultants that have the necessary qualification and not much training was required 

especially in product knowledge.  

 

Retaining customer after prospecting and acquiring their business was another critical 

problem for FAA Takaful. Usually when a business was acquired, the commissions paid 

on the first year premium would be higher than the subsequent years. However, in some 

instances the customer changed their mind and decided to discontinue. Among the root 

cause according to Mr. Rajanlingam, “More than 60 percent of our consultants are 

part-timers. They are not fully committed to getting the business. As a matter of fact we 

only have 6,000 active full time takaful consultants. The time had come where FAA 

Takaful would like to tap more on the non-bumiputra market. At the moment their 

participants accounted only 20 percent of our takaful business. We need to target to at 

least 50 percent in the next five years”. To prove their point, FAA Takaful had set a 

campaign on recruiting non-bumiputra agency leaders in the year 2009.  

 

 

EPILOGUE 

 Mr Elmi Muthasim the President was seen sitting down in the meeting 

room at Jeram Eco Resort in Taman Negara. While waiting for the rest of the 

management team to come in, he was intensely watching Ms Nina fixing the overhead 

projector. He began to ponder.  “I can foresee the questions that the board is going to 

raise”, he thought….I am pretty sure they are going to question me on the issue of low 

retaining profits. I can blame it on…like for not  getting the right people to do the job or  

on the technology that do not seem to support the call center or the  limited Takaful 

product lines that we were having for the last two years. Or I can show them the letter 

from Alliance Insurance Bhd. But, would the board buy that? To make matters worst, I 
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had promised in the last board meeting that we are all ready to enter into the ASEAN 

market. We have not even left the ‘Straits of Malacca’…I am not sure about my own fate 

either…..” 
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Abstract 

The aims of the case study are to inculcate students’ interest on the use of sampling 

technique in making unbiased general conclusion about a population, as well as to suggest an 

appropriate data collection method in getting a clear picture of a problem. Dissatisfaction among 

students toward service delivery in a private university is used as a medium to enhance students’ 

ability to foresee the connection of the issue with the intended objectives. Proper guidance by the 

instructor is required to help students in identifying symptoms and problem in the case study. 

However, the case study does not highlight the protagonist’s next cause of action to stimulate 

creativeness among students and instructors.   

Keywords: Data collection method, sampling technique, customer service. 

 

Prolog  

For Sanju, working in education industry has always been a dream comes true. This is the 

industry that is responsible in producing employable graduates for the future. Being a part of the 

system, his function are not just educating and molding students to be a better person but also 

being able to respond to their needs for success. It sounds easy but of course it is easier said than 

done. In his side, function as lecturer in one of the private university in Kuala Lumpur is the 

same but somehow the dimension of challenges is different. With the population of less than one 

mailto:mahayaudin@unirazak.edu.my
http://www.yasni.com/raja+sharina/check+people/rajasharina.rajazezemanshah%40taylors.edu.my
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thousand students, the university aims to provide the best services to students in all sense but 

these Gen-Y students have their own expectation, perception and conclusion.      

 

Sharing is Caring 

 

After finishing his two hours evening lecture, his throat was totally hoarse and thirsty. He returns 

to office to pack his stuffs, log out and quickly heads for a glass of teh tarik at mamak stall 

situated just one block away from campus. Like every other day, there were few groups of 

customers gathering at the stall especially after office hours for the same purpose of him. While 

looking around for an empty chair, he saw a group of familiar faces raising hand, happily asking 

him to join them. There were six of them sharing the same table and one of them pulled an extra 

chair from empty table beside them and he says,  

“Come Mr. Sanju, sit with us”.  

The first thought that came to his mind after receiving this harmless invitation was “Should I? 

These are my students!”. Some people have said that he should put a gap between the 

relationship that students and lecturers shares, however it has been said that these perceptions 

must be eliminated not to cross the line between students and their lecturers but to respect one 

another as human beings. With that understanding and the belief of respect comes from many 

sources he joined his students. 

While waiting for his tea to be served, he spent few seconds observing his students’ face and 

somehow he thinks that some of them really had a bad day.  

“How was your day Molly?” he asked one of the girls to initiate the conversation.  

With heavy facial expression, she said, “Oh my God, today was the worst day of my life!” 

“I am sorry to hear that Molly, but what happen actually?” he demand to know more even he 

knew she loves to exaggerate things. 

“I don’t know how to start Sir...but we have a lot of discussion on this. Maybe it is not 

appropriate to mention it to you.” She is not comfortable to talk about it but the other students 

seem excited to share.    
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“Some of us studying here for almost a year but we just don’t feel happy studying here and I 

don’t think we are alone in this matter” Maliq speaks on behalf of the group.  

Sunja join the university for almost 8 years now so he seems not surprised with the issue because 

he heard that so many times before but this time they look quite serious and so he decided to 

listen tentatively. 

“OK guys, listen. I understand that all of you may be mad about something, but I am here to lend 

my ears and may suggest some ideas to make you guys be more content studying here. How 

about that? You don’t have to be too specific. Its fine.” he encouraged them to speak up. 

“For me, I don’t think they provide a flexible service to cater our individual needs. I have a 

problem with my Visa and it has been more than two weeks already. I communicated this to the 

respective officer, but still status quo. I don’t think I am the only foreigner here right? How come 

my brother who is now studying in Damansara got his Visa in a week?” explain Murkey, who is 

the first year student from Middle East. 

“Sir, my case is different. I remember when I still staying at the old hostel. Sometimes, my 

complaints are not constructively handled. For me, the staffs are polite and courteous, but they 

didn’t attend to my complaints promptly and in timely manner” Rashdan shares his experience.  

He heard about it too from the other students before then he quickly asked, “Then what about the 

new hostel? Is it good?” 

“Oh! Now the condition there is different Sir, 100% different! I give 5 stars for that. Excellent!! 

We like it very much.” Rashdan’s housemate, Adam gives credit to the university service.  

“That’s great! I hope you guys can help the university to maintain the facilities.” he replied. 

“Sir, have you heard about the chaos during course registration, early this semester? Maliq asks 

him. He moved move his head to the right and left in dissatisfaction. 

Sanju is one of the officer in-charge during the registration day. From what he knows, the event 

went well and there was just a small complaint on food during post-mortem meeting held last 

month. However, he set his mind to listen more.  

“Sir, some of us have a clash timetable. Can you imagine?” Maliq add another issue to the list. 
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“..and the worst part is I heard some part time lecturers forgot about their own timetable too!!” 

Molly makes everyone laugh with her bold statement.  

 

Seeking for the Truth 

 

After the eventful discussion with his students, he ponders the real situation. He knows the 

management work has been relentless in ensuring that the students receives the best support 

system and will be treated equally without prejudice. As a lecturer there, system looks adequate 

in making sure students were equipped with excellent facilities to encourage them to excel in 

their studies hand in hand with very competitive education programmes in town. 

“So far I am happy and satisfied with what I get, especially when I get enough attention from 

lecturers.” mentions Ah Leng, one of my good students during consultation hour with him.  

“But I guess it would be better if the university could provide a proper campus to all of us. 

Sometime we have to rent a court if we want to play badminton or tennis. Plus, many of us 

staying quite far from campus and we really need a locker to keep our heavy textbooks and some 

personal stuffs inside. We don’t mind to pay so that service.” Navin shares his opinion with me 

in separate meeting. Navin is one of the club presidents in the university.  

So it seems like every student that he met has their own expectation, perception and conclusion 

towards university’s services delivery. Some of them really happy with it but some experience it 

differently. Many of the students are not satisfied with the services that they received. But he 

cannot make a final conclusion by just asking about less than then 15 students. The number was 

too small to make generalization of the population. It does not representing the voice of the 

majority. It is not fair to the university to know about this if the issue doesn’t really happen or 

not appropriately measured.  

“If I am serious about bringing the issue to the management, a prudent conclusion about 

students’ perception towards the issue must be done accurately.” Sanju speaks to himself. 

Eventually, he must find a way to help the university to access its service delivery system and 

improve it, if necessary.  
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It was early 2009 when Mr. Jefri Azrin, Chief Financial Officer of Tracoma Holdings 

Bhd received an email from MARC on the further downgrade in the rating of Bai Bithaman Ajil 

Debt Securities (BaIDS), the first sukuk issuance by the company. Being a debt-based facility, 

the sukuk was subjected to credit rating evaluation by the MARC, the rating agency appointed by 

the company. Further downgrade of the sukuk meant would lead to worst case scenario. Some 

actions need to be taken in order to solve this issue, therefore CFO suggest for urgent meeting 

with sukuk holders. 
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Company Background 

 

Tracoma Holding Berhad involved mainly in the manufacturing and supply of metal-

based and tubing parts components for automobiles. Further, it is also an investment-holding 

company that involved in manufacturing and assembling motor vehicles, and maintenance and 

engineering services for the shipping as well as oil and gas sectors. Tracoma had continuously 

investing in R&D to improve it products and services.  

 

 

The Issuance of Sukuk BaIDS  

 

Realizing these opportunities and consistent to its mission, Tracoma planned to expand 

its operation by entering joint venture agreement (JVA) with local and foreign automotive-

related companies as well as to build a new plant to increase its capacity. However, shortage of 

internal funds requires Tracoma to seek external funding to materialize it expansion plan. The 

management of Tracoma believed that sukuk is the right option to finance its long term growth. 

The RM100 BaIDS had been issued in two series of RM50 million each with tenures of four and 

five years respectively. Profit is payable semi-annually in arrears and the first profit payment was 

commencing six months from the date of issuance. 

 

 

Credit Rating Requirement and Performance of Sukuk 

 

A credit rating is a mechanism through which an independent third party, i.e. the credit 

rating agency (CRA)
1
 makes an assessment on the likelihood of a corporate issuer’s default on 

its debt repayments. It focuses on a specific debt instrument and not the overall creditworthiness 

or financial standing of the corporate issuer. A rating will take into consideration various 

                                                           
1
 There are two licensed CRAs in Malaysia which provide independent opinions on the credit risks and potential 

default risks of specific issuers. The first rating agency, RAM Rating Services Berhad (then, Rating Agency 

Malaysia Berhad (RAM), was established in November 1990; and the second is Malaysian Rating Corporation 

Berhad (MARC) was incorporated in October 1995. 
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enhancement tools like guarantees, sinking funds, letters of credit or any other mechanism 

devised to reduce the default risk of specific issues. Thus, a corporate may be assigned different 

rating categories for different debt issues across time (RAM Ratings, 2010).  

 

In Malaysia, all debt securities including sukuk issues are required to be accompanied by 

at least one credit rating throughout the tenure of sukuk (SC & BNM, 2007). In fact, Malaysia is 

one of the first countries in the world to require the recognition of CRAs for the purpose of bond 

or sukuk  rating (Hafizi Ab Majid et al., 2010). In fact, Securities Commission of Malaysia 

makes it compulsory for CRA to be recognized in accordance to the Guidelines on Recognition 

of Credit Rating Agencies by the Securities Commission for the Purpose of Rating Bond Issues 

(Hafizi Ab Majid et al., 2011) 

 

Sukuk credit rating is reflects to the credit worthiness of the underlying asset and the 

issuers of certificate. Generally, sukuk with good credit rating (e.g. AAA, AA) entails low credit 

risk, whilst sukuk with low credit rating (e.g. CID, DID) indicates speculative grade and possesses 

a substantial risk of default (MARC, 2010). In Malaysia, both MARC and RAM use credit rating 

of DiD to indicate defaulted securities and for the period of 1997-2010, there  are 24 cases of 

sukuk default recorded in Malaysia. Most of the defaulted cases were based on murabahah and 

BBA structured and  and only one on ijarah (Hafizi Ab Majid et al, 2011) 

 

 

Road to Default:  The Rating History 

 

Tracoma Rating History 

 

MARC has assigned AID as initial rating for Tracoma’s BaIDS in November 2004 due to 

the excellent achievement and enormous experiences in automotive components industry as well 

as the its healthy financial position. This rating was affirmed by MARC in April 2006. Six month 

later, the problems start to arise due to the failure of Tracoma to meet PSA monthly deposit 

requirement at specified time. Rating was downgraded in February 2007 to BBB+ID and 
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continues to drops several times as the result of weak ability to generate cash inflow and 

restrained financial flexibility.  

 

The first series of Tracoma’s BaIDS amounting of RM50 million was matured on 28 

January 2009. However, Tracoma fails to make the said redemption and rating was downgraded 

to DID. The missed payment had been treated as an indication that the company was facing 

financial distress (Hafizi Ab Majid et al., 2011). Furthermore, Mohd Hafizuddin Syah et al., 

(2010) highlight that the excessive exposure to credit risk will lead to bankruptcy risk
2
. As such, 

Tracoma proposed RM100 million restructuring of its BaIDS as a reaction to the debt 

restructuring plan on 2
nd

 November 2009 to avoid possibility of bankruptcy risk. MARC has 

viewed this development as a good sign of recovery and upgrades its rating to CID. However, 

MARC restored DID rating as none of the propose structure has been finalized and officially 

announce as default on July 2010. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                           
2
 Bankruptcy risk refers to inability of the contractual parties to meet short and long term financial obligation. 
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Source: Hafizi Ab Majid et al (2011) 

Figure 4: Tracoma Holding Berhad Rating Timeline 

 

The news on the Tracoma Holdings Bhd Bai Bithaman Ajil Debt Securities (BaIDS) further 

downgrade would give huge impact on company’s reputation especially from the sukukholders 

point of view. Therefore there was an urgent need call for meeting with them, so that the CFO 

may convince the sukukholders to not proceed with the legal action in the court. CFO may have a 

few suggestions to solve this problem by restructuring the sukuk or converting it to other type of 

instruments.  

 

 Eventhough Tracoma has proposed debt restructuring plan several times but it fail to 

meet the requirement and there are a few issues to be solved in this case especially on the reasons 

of default, whether the sukuk structure is an actual reason behind the default. Once defaulted, it 

may also lead to the issue of sukukholders protection. This case may also raise the issues of 

sukukholders right under this BBA contract. Furthermore, the failure of Tracoma to submit 

regularization plan to Bursa Securities had cost Tracoma to be withdrawn from the Official List 

Bursa Securities on 4 November 2011 (Bursa Malaysia Securities Berhad, 2011). 
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Introduction 

 On a January day 2013, Afiq, the Chief Executive Officer of KUSATEX Group was in 

deep thought as he prepared the company’s future growth strategies.  KUSATEX Group was 

developed as a Small and Medium Enterprises (SME) textiles business.  KUSATEX started in 

early 2000 as a company that manufactured, produced, and marketed fabric-related products such 

as uniforms, linen, towels, and bedding to government departments and the private sector.  After 

12 years, Afiq confided, “I had gone this far to sustain this business but after these long years I 

have to decide whether to develop the open market or to just continue with government tenders.”   

mailto:yrohana@uum.edu.my
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Background of KUSATEX 

 

KUSATEX had been the sole supplier of fabric-related products to the Ministry of 

Defense (MINDEF) since establishment.  This company started as a small business company 

known as ISTEC Sdn. Bhd. focusing on fabric weaving only.  ISTEC then expanded its 

operation into fabric sewing managed by a new group company, KUSATEX Sdn. Bhd.  

KUSATEK implemented various strategies to manage the challenging textiles business 

environment dominated by the Chinese counterparts.  However, KUSATEX then successfully 

took-over a Chinese fabric products company known as Starlight Sdn. Bhd. in Butterworth.   

   KUSATEX operated as a textile company since its establishment.  Naseha, the 

company’s finance executive enlightened: “KUSATEX stands for Konsortium Usahawan Tekstil 

Sdn. Bhd.  It was established by Mr. Afiq who previously worked as an executive at RADICARE.  

RADICARE supplies hospital products.  When he had gained sufficient experiences he kick-

started his own business.  He set up ISTEC Sdn. Bhd., a trading company.  In the beginning, we 

were not manufacturers.  We just buy and sell fabric-related products.” 

Initially, Afiq intended to establish the consortium by inviting several entrepreneurs to 

join him but he was unsuccessful due to lack of interest from the ‘Bumiputera’ entrepreneurs.  

Naseha elaborated: “Two years after ISTEC, Mr. Afiq set up ‘Konsortium Usahawan Tekstil’. 

People always ask why ‘Konsortium’?.  Afiq wanted to integrate with many similar Bumiputera 

entrepreneurs (like his business).  But, this integration was not inviting.  Basically, our products 

are more related to hospital couture like uniform for general patients, maternity patients, and 

surgeons...etc (showing brochures and flyers)” 

Afiq had attributed KUSATEX’s achievement to four (4) mission statements: [i] to 

produce quality international standard products; [ii] to establish a competitive and dynamic 

‘Bumiputera’ organization in the textile industry; [iii] to advance the involvement and income-

able among disabled and rural people; and [iv] to improve the local products to successfully 

access the international market.   
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The head office of KUSATEX administered, managed and monitored the supply of 

products to its customers from Kota Damansara, Petaling Jaya, Selangor.  Both its factories were 

located in KEDA Industrial Park in Jeniang and Napoh, Kedah.  The factory in Jeniang 

concentrated on fabric weaving whilst the Napoh factory concentrated on sewing based on the 

license permitted to KUSATEX.  To date the company had advanced in line with the use of 

sophisticated plant and machinery (Exhibit 2). 

With these milestones that Afiq had achieved, KUSATEX supplied fabric-related 

products nationwide directly to the government agencies and private institutions or through 

appointed vendors.  Naseha further showed the range of products produced by KUSATEX: “We 

have bed sheets. We also supply towels, especially this one (also looking at the pictures in the 

brochure).  We are the only supplier to MINDEF.  We supply to the army, navy, air force and 

PLKN.  And this is a bed protector which is put on the mattress for patients who cannot go to the 

toilet. This one we import directly from the US. The one made in Malaysia cannot be used.  

When we sent it to SIRIM, it failed the SIRIM test.  So, we have no choice, but to buy from the 

US.  We supply uniforms to other organizations other than the hospital. We supply uniforms to 

fire brigade department, uniforms for PLKN, and uniforms for the army.  And this uniform 

(pointing to the picture in the brochure) is for UPK, the anti-smuggling unit.” 

All KUSATEX’s finished products were supplied directly to their customers at 

competitive prices.  KUSATEX guaranteed quality products based on its reputation augmented 

by its comprehensive before and after sales services.  Each KUSATEX product must go through 

stringent quality control (QC) processes to assure customer-compliant products as Naseha 

highlighted MINDEF’s quality requirement: “Yes QC, we have to confirm the colour aspect 

based on the guided canvas colour provided to us.  They will check the degree of lightness and 

all other textile features to confirm.” 
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Managing People 

 

Afiq was a firm leader.  He expected his staff to follow job procedures.  In doing so, he 

would guide his staff to do the expected right way.  Staffs that were proactive and showed 

enthusiasm in learning the process would benefit from his guidance.  For example; full paper 

work must be prepared before the company proposed a tender.  He wanted adequate preparation 

as Naseha elaborated: “If there are five steps, you need to do all the five. You cannot skip.  If you 

do all, then he will appreciate your work.  You have to do all without any exception.  He also 

guides us how to develop networking with business people.  He always emphasizes on the 

importance of meeting people face to face and communicates with them in person rather than 

through the phone.”  

He was very much concerned and critical about job documentation. All works must be 

documented and kept in a proper place: “For example if you make purchase order, make sure 

you go very detail into the documentation process such as filling in the date of delivery, quantity 

of materials, and the document must be signed. If anything happen in the future you have this 

hard evidence, he said.  Another example is in signing a cheque.  We need to follow some 

required steps… it must be verified by three different staffs before he signs the cheque… In 

addition, any changes from the normal amounts in the bills must also be justified and signed…” 

He regularly imparted motivational discourses to all his staffs.  Generally, staffs 

appreciated his effort and commended that they cannot find this practices in companies that they 

worked before.  This had helped company’s staff retention because: “He put the trust on us to do 

the work. He always says that ‘you can do it!’.  He provides ways to solve problems.  He keeps 

mentioning that it is a matter of whether you want to do it or not…’where there is a will there is 

a way’… when we thought that there is no way to solve a problem. But to him there is always a 

solution to the problem.  He is very good in dealing and negotiating with people. That is his 

strength…” 

Close ‘family relationship’ had made Afiq very comfortable to interact with all 

KUSATEX staffs.  The workers feel appreciated and motivated to work.  He also rewarded 
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excellent workers every month and organized monthly birthday celebration.  On these occasions, 

workers were given some token of appreciation for their excellence in their work.  He also 

organized annual event at year end such as providing extra subsistence to help reduce the burden 

of the operational staffs with school kids by providing basic school requirements.  For example, 

they were given school uniforms, bags, shoes, fees or coupon, based on the staff’s need: “We are 

trying as much as possible to make them happy and in return they will be happy to work with us. 

Some may be given school uniforms, bags, fees, coupon… “ 

 

 

The Expansion   

 

KUSATEX, through ISBEC, operated as a towel weaving factory but the government 

advised the management to apply for sewing license and set up a new factory as the existing 

license could not cater for sewing.  Both companies were operating under the same manager, Mr. 

Afiq.  Naseha elaborated: “Why do you think the two companies were not consolidated into one 

company? Well, first ISBEC was licensed under the Ministry of Finance for weaving but not for 

sewing.  We only weaved.  So, at that time, we only weaved towels and supplied towels.  But 

when we want to enter a tender related to sewing, we cannot because we do not have the code 

for that purpose.  So, we were advised to establish another company and apply new license 

certificate.  If there are tenders that require sewing, we will use this consortium.” KUSATEX 

applied license from the Ministry of Finance to enable their business participation in government 

tenders to sew uniforms through KUSATEX in Napoh.  Napoh was chosen for its low rental cost 

and KUSATEX’s accepting the government’s invitation to support the ‘1 Village 1 Industry’ 

initiatives.  It also provided labour opportunities for the locals such as single mothers and 

women.   

Naseha also rationalized KUSATEX’s business operations in Kuala Lumpur (KL) had 

actually led to Napoh as the most reasonable operation site: “We have HQ for managing all our 

customers in KL.  Actually we can do the sewing in KL as it is easier for us but the cost is very 

high.  It is better here (Napoh)… first, the cost aspect and second, we took up the challenge by 
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Tun Mahathir when he proposed a challenging idea of “1 Village 1 Industry” to Mr Afiq when 

he met him in Pakistan.  So, Mr. Afiq took up this challenge.  Third, KEDA let this premise at a 

very reasonable rate for SMEs like us.  Fourth, Mr. Afiq opens a factory here to provide 

employment opportunities to people in Kedah.  If you notice when you enter the factory earlier, 

there are many local women, no foreign factory workers.”  

Furthermore, KUSATEX was also able to retain their employees based on their human 

resources management practices.  With Afiq’s textile industry knowledge, prior accounting 

knowledge, and management leadership background, KUSATEX had developed a management 

system to run the company.  However, they were faced with product quality challenges when 

local materials failed to meet SIRIM requirements such as bedding for bedded patients who 

required material that was custom-made in US and special thread for weaving from Vietnam.  

Naseha demonstrated the imported raw materials and machinery used by KUSATEX: “Yes, like 

this thread, we bought from Vietnam.  We manage the cost to ensure we can get high profit. How 

do we do? We have to consider not only prices but also the quality of materials.  So, instead of 

going to China, now we go to Indonesia and Vietnam…the costs there are cheaper than in 

China…”   

Naseha further described about the process of ordering raw materials for company 

production: “Ordering is based on tender… for example, like government tender, the factory will 

inform us the total tender in three years, and how many materials are required.  To my 

knowledge, they do not fix but we have to forecast how much to order...” 

Continuing government tenders were presumably crucial to KUSATEX, hence highly 

monitored specification was observed for each product, for example, products supplied to the 

MINDEF from 2005 to 2009.  By year-end 2009, the company managed to get another three 

years’ government tender from MINDEF.  Keeping in mind that all KUSATEX’s products must 

go through quality control (QC) process, management must ensure that production forecasting 

each year complied with the 3-year government tenders.  Proper planning was essential to avoid 

delivery problems to customers.  KUSATEX thus managed product quality management and 

prompt delivery system.   
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Nonetheless, KUSATEX did not wish to rely on government tenders forever but had 

planned to promote its services to the private sector of the open market.  KUSATEX wanted to 

be successful based on its merit of producing quality products based on SIRIM standards.  Thus, 

the management planned to be involved in import and export business overseas in search of 

opportunities for business expansion and stability.   

Naseha declared that, “…. the tender has been extended to Ministry of Health.  We are 

supplying to government hospitals until now”.  So, apart from MINDEF, Afiq’s prior linked with 

RADICARE had helped the company to promote its products to the Ministry of Health.  Though 

RADICARE is the sole supplier of healthcare products to all government hospitals in Malaysia 

including Sabah and Sarawak, KUSATEX was given special concession to distribute the 

products through RADICARE.  To date, KUSATEX had also won tenders from other 

government agencies and had also gained sales revenue from private institutions (Refer Exhibit 

3).   

To sustain on-going quality products of KUSATEX, Afiq saw the potential in Starlight 

Apparel Sdn. Bhd.  He found that Starlight had skilled workers.  He was aware that KUSATEX’s 

existing workers were not as skillful as Starlight’s.  He believed that KUSATEX was steadily 

expanding but somehow the lack of skilled workers might hinder future expansion.  Afiq actually 

found that Starlight had problems with managing the accounting system of the company which 

he was good at, that he quickly grabbed the took-over opportunity.  He also noticed that 

technologically, Starlight was superior to KUSATEX.  So, in 2010, KUSATEX took over 

Starlight, a Chinese-owned company with trained skilled workers in Butterworth.  Afiq had been 

eyeing this take-over to boost KUSATEX’s expansion.  He immediately sent KUSATEX’s 

operators in Napoh to be trained in Starlight.  This formed the complementing strategy to serve 

the expansion and business growth.  Naseha further explicated about the acquisition of a Chinese 

company by KUSATEX: “…..recently, we acquired one Chinese company.  Starlight Apparel, 

which is in Butterworth.  Mr. Afiq saw the potential there! They are in the same business.  

Starlight workers are skilled in sewing.  Mr.  Afiq saw the potential in this company.  This 

company has skill potential.  We do not have that kind of great sewing skill because our workers 

are untrained.  We are growing slowly.  From the sewing aspect, Starlight workers can work 
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faster and neater.  We have to make up with the Chinese.  Thus, we call it KUSATEX GROUP 

because now we have KUSATEX SDN BHD, we have ISBEC.  We have Starlight Company.” 

Naseha also revealed the company’s strategies after the 3-years tender expired, 

particularly the financial strategy: “You probably want to know about our financial standing, 

where and how we get refinancing? To date, the bank is willing to help us. We receive bank 

facilities, such as from Maybank as well as from Affin Bank.  They give us letter of credits, 

overdraft, and letter of trust which is really helping us because suppliers sometimes are strict.  

Sometimes, they do not accept credit, so we have to pay by cash.  Sometimes, we need cash fast 

but the customers have not paid us yet. There are times when we have no advance at all.  The 

advance coming from the Ministry is always late.  So, how do we want to strategize? What do we 

have to deliver? In fact, the raw materials must be ordered early.  So, bank provides the support 

and allows us to pay a bit late.” Thus, regardless of the upcoming expansion of KUSATEX 

through acquisition of Starlight, KUSATEX, however, still maintained its SME status.  Its long-

established government-linkages had enabled KUSATEX to get financial assistance and support 

from banking institutions and private sectors.  KUSATEX had facilities such as letters of credit, 

overdraft, and/or ‘letter of trust’ from local commercial banks such as Maybank and Affin Bank.  

These facilities had really helped KUSATEX when suppliers demand for payment guarantee.   

 

 

The Worries 

 

Looking back, at the initial stage of business establishment, Afiq’s apparel was working 

under financial constraints.  Financial support from the government agencies were really hard to 

get due to high requirement and red tape faced by other ‘Bumiputera’ SMEs.  As a result, there 

were limited choices but somehow the management managed to obtain financial support.  Later, 

the business expanded with good financial track record that had enabled the management to win 

SME bank assistance. 
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Fortunately, the management acquired loans from banks so that KUSATEX do not 

depend on the financial support merely from the government.  Naseha asserted: “We borrowed 

from the bank (not from the government)… not that we do not apply from the government but 

their requirement is very demanding.  We were newly established company at that time. When 

the requirement is demanding, we have to go to some other bodies where the requirement is 

minimal and can give us better offer.  We don’t have option.  But now Alhamdulillah (thanks to 

ALLAH), we have SME Bank.  The bank offers supports but in choosing the banks we are still 

comparing with other banks.” 

KUSATEX planned to reach out to the private sector like private hospitals but it seemed 

difficult to enter the private market without being a renowned company. The private hospitals, 

for example, had their own suppliers’ company network. Afiq’s apparel had to be a strong 

company to penetrate into the private market.  Today, KUSATEX had made connection with 

Government Link Companies (GLCs) and managed to win the tender to supply corporate 

uniforms to Perodua:  “Private hospitals are difficult to penetrate. They have their own team.  

Must be really, really strong and we are trying where possible.  So we talk to GLCs. The first 

GLC we got is Perodua.  We have supplied uniforms to Perodua.  If you go to any Perodua shop, 

you will see they are wearing white shirt that is stitched by our company...”  KUSATEX tried to 

reach out to more GLCs by developing good rapport with other GLCs.  So, currently KUSATEX 

was focusing on their marketing strategies.  Naseha said: “Now we are doing marketing all out… 

get to know people.  We have set-up a marketing team.  Our first target now is the GLCs.  The 

only constraint is strategies… We need to build rapport.   We manage to have good sample.” 

Afiq emphasized on quality workers rather than quantity.  Due to this, all staff must be 

able to do various tasks.  The Finance department was also required to complete the accounts, 

while the department of operations and development was in charge of marketing (Refer Exhibit 

1).  Therefore, staff resources could be minimized as they were able to do multi-task. 

Their close connection with MINDEF had really resulted in many advantages in 

producing all types of military apparels (Refer Exhibit 4). KUSATEX previous contract 

performance from 2005 to 2009 was a proof of their good track record that the Ministry granted 

another three (3) years of tender extension.  Naseha said: “Alhamdulillah (thanks to ALLAH), we 
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are the only supplier actually. We got the contract in 2005 and ended in 2009.  End of 2009, we 

managed to extend another 3 years…this is considered a good track record for us…” 

As the sole supplier for this Ministry, Afiq’s apparel must maintain high quality products.  

For example, not only the quality of weaving but also the colour of the dye for towels must 

strictly follow the required specification, or else it will be rejected. This challenge was stressed 

by Naseha: “Yes, MINDEF has certain specifications to meet.  If you wrongly produce, for 

example, this towel in the dying process that is you wrongly mix the colour, you will get the 

wrong colour.  When MINDEF comes to check, they will reject all the products.  MINDEF is 

very, very strict.” 

Another challenge was to maintain competitive advantage in terms of quality and 

distribution.  KUSATEX must have proper production planning to deliver the goods as 

scheduled.  For example, the goods must be delivered within two months, thus raw materials 

must be purchased from suppliers abroad which takes at least 15 days for delivery.  Production 

must be on time, or customers might resort to competitors.  Most of their competitors were non-

‘Bumiputera’ entrepreneurs.  KUSATEX was the only Malay company that owns weaving 

machines (Refer Exhibit 2) where most of the raw materials were imported.  Definitely, 

technology and supplier challenges must be faced to survive in this industry as made clear by 

Naseha: “We do have competitors in terms of hospital products.  But our strength is how we 

manage in terms of quality and delivery.  Our delivery is very prompt.  If the order is required in 

two months, two months later, it is ready to be delivered. We need to be very good in planning… 

because we have to buy materials from outside.  The materials are not bought in Malaysia.  It 

takes 15 days to arrive… so, how do you plan that?  If you plan very well, we can deliver on 

time.  If delivery is late, customers will grumble and make noise.  We have competitors, if 

delivery is late, maybe they will go to other places.  So, we have to do it… if we want to survive!” 
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Conclusion - The Way Forward 

Moving forward, Afiq’s anxiety grew as to whether he would be able to endeavour into 

the bigger market as KUSATEX’s growth was highly dependable upon government tender.  How 

long is he going to depend on the government tender?  The expansion plans must continue to be 

competitive so as to be able to get a bigger share in the textile producing market.  Afiq’s apparel 

must compete based on the same merit with others in the market.  He had considered several 

factors such as resorting to high technology machines, getting skilled workers, strengthening 

existing networking, developing new networking, meeting stringent product specifications, 

ensuring product compliance, maintaining product quality and on-time product delivery to 

sustain KUSATEX strategic growth.  Currently, KUSATEX’s future growth and expansion 

depend largely on Afiq’s mindset and capability to strategize and capture new markets.  For the 

past 12 years, Mr. Afiq as the CEO of KUSATEX had initiated several business growth 

strategies such as upholding the quality of the product, opening new location, forming alliances, 

continuously winning government contracts, customer retention, and staff loyalty.  These 

initiatives were executed to spur the company’s business growth not only within the SMEs 

establishment but attempting to grow bigger in the fabric-related industry.  However, after 12 

years, why has KUSATEX not tried to expand its business into the open market?  Should 

KUSATEX develop the open market or just continue with government tenders opportunities?   
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Exhibit 1 

Organizational structure of KUSATEX 

 

    

 

 

  

 

 

 

 

Human Resource and            Operation Executive              Technical Manager   

Administration Executive           Marketing Executive   Production Manager 

Financial Executive     Fashion Development  

Manager 

Operation Executive 

Operator 

Cutter 

Chief Executive Officer 

Afiq Noor Azizan 

General Manager 

Afnan Mohd Yusof 

Chief Financial 

and 

Administration 

Officer 

Chief Business 

Development 

Officer 

Chief 

Production 

Officer 
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Exhibit 2 

 

Type of Machines 

Weaving Machine Sewing Machine Table 

Wahid Engineering  

[MT-II-2000 & MT-II-

1000] 

    Single needle 

Singer – 591D300AF 

Brother – DB2-B735-3 

Mitsubishi – LS2-130 

Juki – DDL-5530 

Cutting table 0% Vibration 

free 

6’ x 32’ 

Nazir Engineering 

[Loom 76] 

   Bar tacking 

Brother – LT2-B845-3 

Juki – LK 1850 J 

Ironing board/table 

4’ x 5’ 

Sayed Warping  

[Warp 20] 

   Overlock 

Yamato – AZ652H & 

DCZ200D2 

Cutter 

KM – KF-EU-5 

CKS – CKS4500MM 

 
   Button hole 

Brother – LH4-B814-2  
 

 
   Buttoning 

Juki – MB 372 
 

 

   Embroidery  

Brother – TR-600 & 

                BES-1262BC 
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Exhibit 3 

List of Customers 

Government Agencies Private Institutions 

Jabatan Bomba Malaysia Air Keroh Country Resort Grand Ocean Resort 

Jabatan Latihan Khidmat Negara 
Astral Impression Sdn. 

Bhd. 
Gurney Resort Hotel 

Jabatan Pendidikan Negeri Kedah 

 

Berjaya Langkawi Beach 

& Spa Resort 

Holiday Villa Group of 

Hotels 

Jabatan Penjara Malaysia Brisdale Assets Sdn. Bhd. Hyraxoil Sdn. Bhd. 

Jabatan Perpaduan Negara Bukit Kiara Resort Impiana Hotel 

Lembaga Penggalakan 

Pelancongan Malaysia 
Casuarina Beach Resort KL Plaza Condominium 

Jabatan Kebudayaan dan 

Kesenian Negeri Selangor 
City Bayview Resort 

Koperasi Kakitangan 

Petronas Berhad 

Kementerian Dalam Negeri City Villa KL 
Medilaund (M) Sdn. 

Bhd. 

Kementerian Kebudayaan dan 

Pelancongan 
Concorde Inn Sepang New Pacific Hotel 

Kementerian Pertahanan 

Malaysia 
Corona Inn Northam Hotel 

Majlis Bandaraya Petaling Jaya Crown Prince Hotel 
Pantai Medivest Sdn. 

Bhd. 

Kementerian Pelajaran Malaysia Crystal Crown Hotel PNB Darby Park Hotel 

Jabatan Kastam Diraja Malaysia Damai Hotel Primawang Sdn. Bhd. 

Lembaga Hasil Dalam Negeri 
Darulaman Golf & 

Country Club 
Radicare (M) Sdn. Bhd. 

Kementerian Kesihatan 
Dewal Enterprise Sdn. 

Bhd. 
Ritz Garden (KL) 
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Kementerian Kewangan Dhe Rhu Beach Resort 

Seri Costa Hotel & 

Resort 

Kementerian Pengangkutan Dorsett Regency 
Seri Malaysia Group of 

Hotels 

Jabatan Pengangkutan Jalan 
Edaran Otomobil 

Nasional Berhad 
Sheraton Hotels 

Jabatan Perdana Menteri 
Faber Mediserve Sdn. 

Bhd. 
Silverpark Hotel 

Jabatan Pendidikan Negeri 

Selangor 
Fifty Fifty Enterprise Sinar Merdu Sdn. Bhd. 

RELA 
Fine Margin (M) Sdn. 

Bhd. 
Sunway Resort Hotel 

Jabatan Pertahanan Awam Gold Course Hotel  

Pasukan Gerakan Am Grand Bluewave Hotel  
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Exhibit 4 

 

List of Apparels and Other Products 

Apparels Others 

Doctor’s Apparel Linen Protector 

Hospital Staff clothing Hospital towel 

PLKN Uniform ATM towel 

TLDM Uniform TLDM towel 

Armed Forces Tainted Uniform PLKN towel 

UPP Tainted Uniform PDRM towel 

TLDM  TUDM towel 

TLDM Uniform 2B/2D  
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ABSTRACT 

 

Brainy Book Store (BBS) had been operating successfully for over twenty nine years and 

had become a major text books provider in Alor Setar. The company had been selling books to 

nearby universities and colleges market. Its book lines included general books, academic books 

and library books. The company has only one retail outlet located in Malaysia Entrepreneur 

University campus, and employs twenty eight permanent staffs, five contract workers and ten 

student workers. For more than twenty years the company had enjoyed record profits. But during 

the last three financial years, the company has recorded net loss. Although market reaction to 

BBB had been positive from years to years, the overall profitability and efficiency of the 

company fell sharply since 2009, with the recording of an annual trading loss in the year 2012. 

As the General Manager, Danial feels that he should take immediate action in order to save the 

company from further losses. Based on his preliminary study, he discovers that there is 

something wrong with the company purchasing cycle. For the year ended 31 December 2012, it 

was found that approximately 95% of the books on consignment were not returned and the 

company had to bear huge ‘bad stocks’ problems. Therefore, the management appointed a 

consultant to review its current purchasing system as well as to propose a fully computerised 

purchasing system with the possibility of a web-based purchasing protocol linked to selected 

suppliers. From the investigation, the consultant reveals some flaws in the BBS expenditure 

cycle. Internal control weaknesses such as no segregation of duties, poor regulation enforcement 

mailto:rusman@uum.edu
mailto:akilah@uum.edu.my
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and incomplete records need to be restored immediately so that BBS could improve their 

financial performance in forging for a good profit again. 

 

 

Introduction 

 

On February 22, 2013, Danial, the General Manager for Brainy Book Store (BBS) was 

anxiously awaiting for his meeting with the business research firm. He felt findings from the 

business research firm would help him to solve the problems faced by BBS regarding the 

declining profit and the losses recorded in the past few years. He believed that the current 

purchasing and cash disbursement systems at BBS had some weaknesses. To date, BBS had 

maintained a manual system for all its purchasing and cash disbursement transactions. He hoped 

that the outcome of the discussions would help him to understand the system’s drawbacks, and 

would in turn, spark the need for change from the manual system in place now to a computerised 

system. Danial intended for the consultant to design a computerised purchasing and cash 

disbursement system that will match the requirements of BBS. 

 

 

Company Background 

 

Since its establishment on 30 July 1985 by Syahed, Brainy Book Store had been 

operating successfully for approximately twenty eight years and had become a major text book 

provider in Alor Setar. The company had been selling books and stationeries by catering to 

markets from the nearby universities and colleges. Its lines of books included general books, 

academic books and library books. The academic books were primarily text books in the area of 

accounting, business, economic, marketing and management. BBS has one retail outlet located in 

the Malaysia Entrepreneur University campus, which currently employs twenty eight permanent 

staffs, five contract workers and ten student workers. The organisational structure for BBS is as 

shown in Exhibit 1. In terms of market, being the only bookstore on campus, BBS has its own 

guaranteed customers i.e. the university students. BBS also supplied books to lecturers, the 

university library as well as to other nearby government agencies. The company enjoyed hefty 
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profits for almost twenty years, for instance, from year 2000 to 2008, the recorded profits were 

around RM300,000 annually (See Exhibit 2). 

At BBS, text books were sold using consignment method. The cycle began with lecturers 

from each faculty placing order for textbooks. This activity was usually done three months 

before the upcoming academic session. After they received the orders, BBS sorted the orders 

according to subject area and contacted the related suppliers. Right before the academic session 

stars, suppliers shipped the orders to BBS and upon receipt of the books, BBS distributed the 

books to the lecturers accordingly. At the beginning of a new academic semester, students have 

the options whether to buy their textbooks from their respective lecturers or to buy them straight 

from the shelf of BBS. Each book sold would be recorded as sale and commission will be paid 

by the suppliers to BBS. On the other hand, unsold books will have to be returned to the supplier 

within three months after the receipt of the order. In the event where BBS failed to return within 

the stipulated three month period, the books would be non-returnable anymore and would be 

treated as sale and the cost would be borne by BBS. 

 

 

Financial Distress 

 

During the year ending 31 December 2010 BBS had an annual sale of RM5,271,502 and 

has recorded a net loss of approximately RM681,208. In 2010, BBS’s purchases were 

RM4,210,916. From the previous twenty financial years BBS has made average annual 

purchases of approximately RM5,000,000 and average annual profits of approximately 

RM300,000. All purchases were made from the Malaysian suppliers. Although market reaction 

had been positive towards BBS from year to year, however, its overall profitability and 

efficiency fell sharply since the year 2009, and this trend persisted until 2010 where an annual 

trading loss was recorded (See Exhibit 2).  

 

In the past few years, BBS has been facing a problem to collect the unsold books from 

lecturers due to the weakness of their internal control system (i.e. they did not have proper 

system or name list to track back to whom they gave the books). This problem has resulted in a 

complication to BBS where they could not return the consignment to the suppliers back. Due to 
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this, the suppliers charged BBS for the unreturned consignments. The extra liabilities that BBS 

has to bear were affecting their bottom line. 
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The manager of BBS, Danial illustrated, 

 

“For the year ended 31 December 2010, approximately 95% of the books on 

consignment were not returned within the specified period and this has resulted in losses 

to BBS. In fact, BBS had to bear huge ‘bad stocks’ problems due to the unreturned 

books. The value for the books that were not returned to the supplier was RM173,284.”  

 

As the General Manager, Danial felt that immediate action should be taken in order to save 

BBS from further losses. He thought that he needed to find the causes of the problems which he 

believed was highly related to the company purchasing and cash disbursement systems. He 

believes that the manual systems adopted by the company are flawed due to incomplete 

recording and thus the company was unable to detect unreturned books. In turn, the company had 

to suffer from losses. Therefore, Danial is currently reviewing the BBS purchasing and cash 

disbursement systems and is considering introducing a computerised purchasing system with the 

possibility of a web-based purchasing protocol linked to selected suppliers and cash 

disbursement system. Hopefully, computerized purchasing and cash disbursement systems will 

promote proper recording thus improving the company’s internal control system.  

 

In February 2013, at a recent management meeting, the management of BBS appointed a 

business research firm, as an external consultant to identify the reasons for such a fall in the 

company’s fortunes. Danial required all the existing purchasing processes as well as the cash 

disbursement procedures be thoroughly studied in order to identify possible problems that had 

weakened the company expenditure cycle. Danial also requested for the consultant to propose a 

new computerized purchasing and cash disbursement systems, expected to be operational within 

the next three months. The consultant’s report was highly critical, suggesting the core problems 

experienced by BBS.  
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Expenditure Cycle at Brainy Book Store 

 

The focus of the expenditure cycle at BBS was on the purchase and payment for books. The 

primary purpose of the expenditure cycle was to facilitate the exchange of cash with suppliers for 

the purchase of books. In other words, the primary objective of the expenditure cycles at BBS 

was to minimize the total cost of acquiring and maintaining book inventories.  

  

The expenditure cycle at BBS encompassed activities and events from the point at which a 

need for books was identified until the time at which payment was disbursed for the acquired 

books. There were six basic activities in the expenditure cycle at BBS: 

(1)   Identifying the needs for books  

(2)   Selecting of vendors 

(3)   Ordering and approving for purchase of books  

(4)  Receiving, verifying and storing of books  

(5)   Selecting and approving vendor invoices due for payment  

(6)   Preparing and approving payment for books  

 

Activities (1) to (4) were performed by the purchasing system and activities (5) and (6) were 

performed by the cash disbursement system. BBS used manual purchasing and cash 

disbursement systems.  
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Eight staffs were involved in the purchasing and cash disbursement processes as follows: 

 

 Functions 

1 Book Manager Approved the purchases of books and the payment 

vouchers. 

 

2 General Manager 

 

Reviewed the payment voucher and the cheques. 

  

3 Accounts Executive Reviewed the payment voucher and the cheques. 

 

4 Executive Book/Shop 

Executive 

 

Supervised books activity. 

 

5 Storekeeper Received books and prepared receiving report. 

 

6 Book Clerk 

 

Prepared and kept purchase order. 

7 Administrative Clerk Produced and kept the reports about the purchasing of 

books. 

 

8 Accounts Clerk Prepared payment voucher, prepared and printed 

cheques and mailed the signed cheques to the suppliers. 

 

 

The documents involved in the expenditure cycle at BBS were purchase orders, receiving 

reports, suppliers’ invoices, credit notes (if any), payment vouchers, and cheques. 

 

At BBS, control was perceived to be important in purchasing and cash disbursement 

systems. If unnecessary books were purchased or excessive prices were charged for the books 

received, BBS felt that organizational resources would be wasted. As cash itself was very liquid, 

payments of cash for books received would be carefully guarded. To evaluate the internal control 

strengths and weaknesses at BBS, the processes involved in the purchasing and cash 

disbursement systems must be known. 
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Purchasing System 

 

The first process in purchasing system was to identify what, when, and how much books to 

purchase. The purchasing process at BBS began with a verbal order from a lecturer for a specific 

title of a book to be used as a referent book. This took place after a routine discussion with the 

book manager before the start of a new academic semester. Through a discussion with the 

lecturers, information on book title, the author, publisher, edition or year of published and 

estimated students’ enrolment were obtained. A free copy of the book will be provided to the 

respective lecturer together with the instructor’s manual, set of questions and the solution 

manual.  

 

The second process was to choose from which suppliers to purchase the desired books. 

The selection of suppliers at BBS was based on the information gathered from the first process. 

From the information given, the publisher was identified. Normally lecturers give a specific book 

title, author and the publishing company when placing the order for the book. The publisher 

information varied depending on the courses taught by the lecturers. It was the book manager 

who had to choose from the many publishers to order for the books.  

 

The third process was to get approval for the purchase of books and to place orders for 

the books. A purchase order (PO) would be prepared by the book clerk based on the information 

from the book manager from the second process. Orders would then be placed to the book’s 

publisher to fulfil the demand from students in the new coming semester. The PO was then sent 

to the book manager for review and approval. The PO was prepared in three copies, and the 

original copy was scanned and emailed to the respective publishers. This would be regarded as 

official placement of orders and would be later followed by mail orders. The second copy of the 

PO was submitted to the accounts department and the last copy was documented in the purchase 

order file by the book clerk.  
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The fourth process was to receive, to verify and to store the books. At BBS, the books 

together with the supplier’s invoice were received by the storekeeper from the publisher. The 

book manager would review and verify the quantity of the books‘ received, the authors and the 

title of the books received as per supplier’s invoices and compares to the PO kept by the book 

clerk. Storekeeper recorded the quantity of the books received in the receiving report and kept 

the books in store. Receiving report was prepared in two copies. The original copy was kept by 

the book clerk as a reference in a receiving report file. The second copy of the receiving report 

was sent to the accounts clerk for verification of payment. The supplier’s invoice was kept by 

date in the supplier’s invoice file.  

 

A report about the purchasing of books was produced and kept by the administrative clerk. A 

report consisting of title, publisher, author, ISBN number, purchase price and selling price were 

kept to facilitate information of the books business activity. The shop executive would supervise 

the books purchasing activities. When asked about the rationale behind the shop executive 

supervising the book purchasing activities, the book manager justified, 

 

“Before this, the supervision of books purchasing activities was done by the book 

executive but when he was on medical leave since a year ago, the task was taken over by 

the shop executive.”  

 

 

Cash Disbursement System 

 

The cash disbursement process at BBS began when a book manager periodically, usually 

monthly, reviewed invoices from suppliers for payment by searching for accounts payable that 

were coming due from suppliers’ invoices file to determine if they should be paid. The book 

manager would select the invoices that were to be paid and asked the storekeeper to compare the 

suppliers’ invoices with the third copy of purchase order (PO), receiving report (RR), and credit 

note (CN). Once all of the documents were matched, the book manager would approve the 

invoices for payment. The storekeeper would send the approved invoices to the accounts clerk. 
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Upon receipt of the approved invoices from storekeeper, the accounts clerk matched the 

approved invoices with the second copy of PO and receiving report as well as credit note and 

prepared a pre-numbered payment voucher (PV). Accounts clerk then signed the PV as a 

preparer and sent the PV with all the supporting documents to the accounts executive or general 

manager. The accounts executive or the general manager would review the PV by comparing the 

PV with all the supporting documents and signed the PV as a reviewer. The accounts executive 

then prepared a payment summary report and filed the report in the payment summary report file. 

The PV would then be sent to the book manager for payment approval. After the signing of the 

PV, the book manager would send the approved PV to the accounts clerk. 

  

          Upon receipt of the approved PV from the book manager, the accounts clerk would 

prepare and print cheques and send the cheques and the approved PV to the accounts executive 

or the general manager for authorization. The accounts executive or the general manager would 

review the cheques with the supporting documents for consistency and accuracy. The cheques 

and the supporting documents were then sent to the managing director and board of directors 

(BOD) for approval. Two of them, usually managing director and one of the BOD, were required 

to sign the cheques. The signed cheques and the supporting documents were sent back to 

accounts clerk for mailing the cheques to the suppliers. The accounts clerk would update the 

payments in the cash book which was a debit to the accounts payable and a credit to the cash at 

bank. The accounts clerk then would file the PV and the supporting documents by PV number to 

keep a record of payment. The file was kept at the accounts clerk’s desk. 
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Future Undertaking 

 

A bright future awaiting BBS in the books business activity was due to greater demand from the 

increasing number of students every semester. BBS management intention is to see better 

performance from the next financial year end by providing surplus figures in the profit and loss 

accounts. BBS manager, Danial strongly believed that the company’s problem was due to 

weaknesses in their internal control system. Thus, he felt that the company should seek help from 

professional consultant to improve the situation. A good internal control is necessary to make 

sure that the company will start to gain profit again. Profit is an important indicator that the 

company is going in a correct direction in the books business activity. Shareholders had been 

waiting for a long time to get their dividends as usual before the company got the worst financial 

result few years ago. Shareholders attention is crucial since many of them sold their shares when 

the company started hitting the rock bottom few years back.  
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EXHIBIT 1: BBS ORGANISATIONAL STRUCTURE 
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EXHIBIT 2: BBS INCOME STATEMENTS 

 

Brainy Book Store 

Income Statement 

For the Year Ended 31 December 2006 - 2011 

 

2011 2010 2009 2008 2007 2006

Sales revenue 3,336,784 5,271,502 8,931,563 11,406,166 11,344,584 10,872,834

Less: Costs of sales

             Beginning inventory 714,249 1,799,601 3,402,269 3,088,879 2,490,204 2,674,320

            + Purchases 3,228,007 4,210,916 6,227,101 10,216,930 10,548,804 9,172,767

3,942,255 6,010,516 9,629,370 13,305,809 13,039,009 11,847,087

            - Ending inventory 1,127,079 714,249 1,799,601 3,402,269 3,088,879 2,490,204

                     Costs of sales 2,815,176 5,296,268 7,829,770 9,903,540 9,950,130 9,356,883

Gross profit 521,608 -24,766 1,101,794 1,502,626 1,394,453 1,515,952

Add: Other income 455,903 616,097 458,003 296,570 309,669 268,749

Total income 977,511 591,330 1,559,796 1,799,196 1,704,123 1,784,700

Less: Expenses 955,395 1,272,539 1,432,809 1,432,735 1,371,662 1,419,645

Net profit/loss 22,116 -681,208 126,988 366,461 332,461 365,056  

 

Brainy Book Store 

Income Statement 

For the Year Ended 31 December 2000 - 2005 

 

2005 2004 2003 2001 2000

Sales revenue 10,103,886 10,331,535 4,644,430 4,573,414 4,481,348

Less: Costs of sales

             Beginning inventory 1,972,055 2,908,180 1,749,911 1,162,428 762,480

            + Purchases 9,239,861 8,229,703 4,764,110 4,553,069 4,417,888

11,211,916 11,137,883 6,514,021 5,715,497 5,180,368

            - Ending inventory 2,674,320 1,972,055 2,463,582 1,698,650 1,162,428

                     Costs of sales 8,537,596 9,165,828 4,050,439 4,016,847 4,017,940

Gross profit 1,566,290 1,165,708 593,991 556,567 463,408

Add: Other income 156,469 135,696 108,958 90,654 105,871

Total income 1,722,759 1,301,404 702,950 647,221 569,279

Less: Expenses 1,252,740 987,626 485,901 411,115 334,099

Net profit/loss 470,019 313,778 217,049 236,106 235,180  

* 2002 Not available (Net profit) because the company’s copy had lost. We are in the 

process of getting the audited accounts from the company’s auditor with permission 

from the company. 
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USAHAWAN GAGAL: CABARAN PERNIAGAAN KONSEP 

“BABA ALI” 

1
SHAHRI SUJAK 

1
shahrisujak@gmail.com 

 

PENGENALAN 

Seorang pegawai dari sebuah jabatan berkata; 

“Kamu  gunakan permit syarikat bukan bumiputera,  macamana aku nak tolong. Kalau  nak 

bagi  projek yang mengikut  giliran pun susah sebab aku kena beri sebab kenapa  aku pilih 

syarikat kau, macam-macam justifikasi terpaksa penuhi…” 

Kata-kata yang diucapkan oleh seorang rakan dari sebuah jabatan ketika Mokhtar bertanya untuk 

mempertimbangkan pemberian projek untuk syarikatnya. 

Akhirnya Mokhtar dan Azlan mengakui bahawa hakikat itu adalah benar. Mokhtar 

memanggil pengurus, kerani dan pelukis pelannya untuk berbincang mengenai penutupan 

syarikat. Setelah lima tahun beroperasi, sememangnya betul, projek kerajaan begitu sukar 

diperolehi disebabkan perkara tersebut. Pasukan kerja luar yang mengandungi 4 orang pekerja 

akan diberitahu secara rasmi setelah Mokhtar berbincang dengan kakitangan pengurusan. 

Perniagaan dicadangkan untuk  ditutup kerana sukar mendapat projek samada dari pihak 

kerajaan dan  dari pihak swasta. Kesemua kakitangan  memahami yang  mereka akan kehilangan 

kerja. Syarikat akan ditutup! Walaupun kecewa, mereka terpaksa akur. Syarikat mereka telah 

gagal walaupun mereka telah bekerja dengan cemerlang. 

 

 

mailto:1shahrisujak@gmail.com
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LATAR BELAKANG SYARIKAT: 

K.T SERVICES (KTS) 

K.T services (KTS) di tubuhkan pada tahun 1995 adalah perniagaan yang diasaskan dengan 

perkongsian dua orang sahabat. KTS merupakan syarikat yang didaftarkan dengan pendaftar 

perniagaan. Ia merupakan perniagaan kecil dalam bidang perkhidmatan kejuruteraan. 

Nama perniagaan tersebut adalah unik kerana ia mengambil sempena nama syarikat 

perunding yang dipinjam lesennya untuk mereka menjalankan praktis “professional Land 

Surveyor”. 

Pada akhir tahun 1995 Mokhtar  telah mendapat kebenaran dari pemilik  Firma  Jurukur 

Tanah Berlesen (JTB) K.T & Rakan (KTR)  di Pulau Pinang, untuk membuka satu cawangan 

JTB tersebut di Ipoh.  Mokhtar dan seorang rakannya, Azlan telah menubuhkan sebuah 

enterprise bernama K.T Services (KTS) pada penghujung tahun 1995.Syarikat tersebut 

ditubuhkan untuk menjalankan kerja-kerja “sub” bagi pihak Syarikat  K.T & Rakan (KTR). 

 

PERUNDING K.T&RAKAN (KTR) 

Firma Perunding Jurukur Tanah Berlesen (JTB) K.T & Rakan (KTR), merupakan sebuah 

syarikat Jurukur tanah yang menjalankan praktis profesional di Semenanjung Malaysia.  

Ia ditubuhkan dibawah  Akta Jurukur Tanah Yang Dilesen (akta 458 disemak 1991). 

Ia di miliki oleh seorang Jurukur bernama Tan Kong Weng  berusia lewat enam puluhan. Ia mula 

beroperasi pada tahun 1970. 

Firma Jurukur Tanah Berlesen (JTB) ini diuruskan oleh pemiliknya secara sederhana. 

Mempunyai ibu pejabatnya di Pulau Pinang. Ia tidak mempunyai cawangan. Kebanyakan projek 

adalah dari syarikat-syarikat swasta. Syarikat-syarikat itu terdiri dari syarikat pemaju perumahan, 

kontraktor, pelancungan dan pemilik hotel. Ia merupakan syarikat yang maju dan ternama di 

dalam bidangnya. 
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MOKHTAR DAN AZLAN 

Mokhtar dan Azlan memulakan kerjaya didalam bidang  Ukur Tanah pada tahun 1985, iaitu 

setelah mendapat diploma dalam bidang tersebut dari Universiti Teknologi Malaysia(UTM). 

Mereka berdua merupakan dua orang sahabat baik sejak dari zaman persekolahan lagi.  

Di permulaan kerjaya, mereka berdua bekerja di sebuah Pejabat Tanah di Perak selama 

setahun. Ia merupakan satu skim kerja sementara bagi golongan yang belum bekerja dizaman 

kemelesetan ekonomi pada tahun 1985. Kerja tersebut merupakan kerja sementara yang 

diberikan elaun sementara . 

Selepas itu Mokhtar telah bekerja pula dengan sebuah syarikat Perunding ukur di Negeri 

Perlis dengan jawatan Pengurus Cawangan. Pada tahun1990 syarikat telah menghantar Mokhtar 

untuk membuka satu cawangan di Pulau Pinang. Mokhtar menjadi pengurus cawangan di Pulau 

Pinang pula. 

Semasa bekerja di Pulau Pinang, pihak syarikat telah mengarahkan Mokhtar untuk 

membuka sebuah lagi cawangan di Ipoh, Perak. Pada mulanya cawangan Ipoh ditadbir oleh 

Mokhtar yang berulang alik dari Pulau Pinang sehinggalah pihak syarikat meletakkan seorang 

pengurus yang lain.  

Azlan, selepas bekerja sebagai pegawai sambilan di Pejabat Tanah, telah mendapat 

pekerjaan di sebuah firma perunding ukur tanah di Ipoh. Dia bertugas sebagai eksekutif projek 

yang mana antara tanggungjawabnya adalah memastikan setiap projek yang dijalankan oleh 

firma tersebut berjalan lancar dan teratur. Ini termasuklah kerja-kerja susulan dengan autoriti 

kerajaan, pelanggan dan juga pihak-pihak yang berkepentingan. 

 

PERKAITAN DIANTARA K.T SERVICES (KTS) DAN FIRMA K.T & RAKAN (KTR) 

Mokhtar dan Azlan tidak boleh membuka syarikat perunding Jurukur  Tanah berlesen kerana 

mereka tidak mempunyai kelayakan Profesional sebagai seorang Jurukur sebagaimana yang 

diperlukan oleh Akta 458 (JTB). 
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Untuk menjadi seorang jurukur tanah professional, mereka harus berpraktis (article) dengan 

seorang Jurukur Berlesen (biasanya merupakan Majikan), menduduki beberapa jenis 

peperiksaan, yang ditetapkan oleh Lembaga Jurukur Tanah Semenanjung Malaysia (LJT), seperti 

mana yang termaktup dalam akta jurukur berlesen (Akta 458). Mereka juga harus berdaftar 

dengan Institut Jurukur Tanah Malaysia (ISM). 

Lama kelamaan mereka menganggap sudah sampai masanya untuk mereka mencuba 

berniaga sendiri kerana sebelum itu pun mereka merupakan pengurus kepada firma jurukur lain.  

Mereka menjalankan pengurusan syarikat majikan mereka seperti menguruskan 

perniagaan sendiri. Hampir sepuluh tahun mereka bekerja sebagai pengurus di syarikat masing-

masing dengan hanya dibayar gaji dan sedikit kemudahan sedangkan untung atau rugi adalah di 

atas usaha mereka. Mereka juga bertanggungjawab mencari pelanggan, membuat urusan 

pemasaran  dan melaksanakan  kerja – kerja teknikal. 

Mereka merasakan sudah sampai masanya untuk mereka menjalankan perniagaan sendiri. 

Namun kekangan yang mereka hadapi adalah mereka tidak mempunyai kelayakan professional 

dari badan professional bidang Ukur Tanah iaitu Lembaga Jurukur Tanah Semenanjung 

Malaysia (LJT)  dan Institut Jurukur Malaysia (ISM).  

Seperti yang selalu terjadi di dalam bidang ini, mereka tidak dapat membuat “articalship” 

dengan majikan mereka untuk melayakan mereka mendaftar sebagai Jurukur professional/ 

berlesen.Ini adalah kerana bagi pihak majikan, keadaan ini merupakan satu kerugian kepada 

mereka. Selain akan menjadi saingan didalam perniagaan, segala latihan secara formal dan tidak 

formal yang diberikan dahulu akan menjadi senjata yang memakan tuan.  

Di samping itu, untuk melatih tenaga baru yang berketerampilan yang boleh menyamai 

kecekapan pekerja yang berhenti adalah memakan masa dan belanja yang besar, tambahan pula 

pekerja yang cemerlang.  

Majikan memerlukan perkhidmatan mereka di dalam syarikat untuk tujuan perniagaan 

dan keuntungan semata-mata. Semakin lama mereka berada di dalam syarikat maka semakin 

baiklah perniagaan syarikat. Pihak majikan  beranggapan seandainya mereka mempunyai lesen 
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untuk praktis secara professional, mereka akan  keluar dari syarikat untuk menubuhkan syarikat 

sendiri.  

Inilah senario yang dihadapi oleh  Mokhtar dan Azlan. Mereka akan keluar dari syarikat 

dengan berbekalkan pengalaman semata-mata. Kebanyakannya tidak mendapat kelayakan 

professional. Inilah yang selalu terjadi didalam syarikat-syarikat JTB. 

Untuk mengatasi masalah yang dihadapi mereka terpaksa membuka satu cawangan JTB  

dan beroperasi seolah-olah cawangan JTB tersebut. Pada hakikatnya yang menjalankan urusan 

adalah Mokhtar dan Azlan melalui satu syarikat milik mereka K.T Services. 

 (lihat gambarajah 1) 

Cara pelaksanaannya adalah semua projek yang diperolehi adalah di atas nama JTB yang 

dipinjam lesennya iaitu syarikat jurukur KTR. Kerja-kerja itu pula akan di jalankan oleh syarikat 

K.T Services (milik Mokhtar dan Azlan) untuk pelaksanaannya. Apabila bayaran dibuat, 

pelanggan akan membuat bayaran kepada syarikat JTB dan syarikat “Sub” tadi akan membuat 

tuntutan kerja daripada syarikat JTB (K.T& Rakan). 

 

PERSETUJUAN DIANTARA KTR DAN K.T. SERVICES 

Disebabkan Mokhtar dan Azlan tidak mempunyai kelayakan professional sebagai jurukur, 

mereka tidak boleh menjalankan praktis sebagai jurukur, kerana mereka tidak berdaftar dengan 

badan Lembaga Jurukur Tanah Semenanjung Malaysia (LJT) dan Institut Jurukur Malaysia 

(ISM). 

Untuk mendaftar sebagai Jurukur bertauliah mereka mestilah membuat latihan 

(articalship) di bawah seorang Jurukur bertauliah yang biasanya adalah majikan di firma yang 

mereka bekerja. Jurukur bertauliah pula hanya boleh mendaftar   dua orang “article pupil” 

dibawah mereka. Mokhtar dan Azlan telah lama bekerja, namun masih tidak berkesempatan 

untuk berdaftar dengan majikan mereka kerana majikan bebas memilih siapa diantara pekerja 
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yang  akan didaftarkan. Keadaan ini adalah berdasarkan “siapa cekap dia dapat” dan bukan 

berdasarkan siapa senior atau siapa cemerlang. 

Sebagai orang yang menjalankan urusan syarikat di peringkat pengurusan (pengurus) 

mereka merasakan sudah terlalu lama menunggu untuk pihak syarikat memberi  mereka peluang 

sebagai “perantis” namun pihak syarikat hanya berminat menggunakan mereka sebagai pekerja 

sahaja. 

Ini menyebabkan mereka kecewa dan berhasrat untuk membuka syarikat perunding 

sendiri. Mereka juga merasakan mereka sudah mempunyai pengalaman yang lama dalam bidang 

itu, iaitu  selama lebih kurang 10 tahun. 

Namun mereka terpaksa menggunakan lesen jurukur lain untuk membuka firma 

perunding ukur. Dengan sebab itu mereka terpaksa mencari rakan kongsi dari kalangan Jurukur 

bertauliah yang belum mempunyai cawangan untuk membuka cawangan baru bagi pihak Jurukur 

bertauliah tersebut. 

Dalam pencarian tersebut mereka telah bertanya dan berbincang dengan banyak jurukur 

bumiputera. Namun mereka memutuskan untuk tidak bekerjasama dengan jurukur-jurukur 

tersebut memandangkan beberapa faktor. Diantaranya adalah faktor komisen (setiap projek)yang 

terlalu tinggi, disamping syarat-syarat lain yang menekan. Contohnya, selain komisen mereka 

diminta untuk menyediakan elaun bulanan tetap di samping kemudahan lain seperti yuran kelab 

golf dan sebagainya. Jurukur-Jurukur tersebut juga kebanyakannya tidak mahu menolong dari 

segi bantuan kewangan. Itu belum lagi soal kebolehpercayaan dalam hal kewangan kerana setiap 

bayaran projek akan masuk kedalam akaun Jurukur tersebut terlebih dahulu. 

Akhirnya mereka mengambil keputusan untuk bekerjasama dengan seorang Jurukur 

berbangsa Cina yang sudah “establish” dengan menubuhkan cawangan Jurukur tersebut di Ipoh, 

Perak. Ikatan dengan jurukur tersebut adalah mudah iaitu ia hanya memerlukan pembayaran 

komisen per projek dan Jurukur tersebut juga akan menolong K.T Services dari segi modal, 

kepakaran perundingan dan kewangan apabila diperlukan. 
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Perjanjian diantara KTR dan KTS adalah, pembayaran 30% akan diberikan kepada KTR 

untuk setiap projek manakala KTS akan menerima 70%. Pejabat pentadbiran, urusan surat 

menyurat semuanya menggunakan nama  firma KTR sebagai cawangan Ipoh. Kakitangan pula 

mendaftar secara profesionalnya sebagai kakitangan KTR. K.T Services berperanan di balik tabir 

sebagai badan yang menerima pembayaran dari KTR sebagai pihak yang melaksanakan kerja. 

 

KENAPA PERNIAGAAN KTS DITUTUP? 

Setelah lima tahun Mokhtar dan Azlan menjalankan perniagaan, mereka mendapati perniagaan 

ala “Baba Ali” yang mereka jalankan tidak mempunyai masa depan. Mereka mendapati kos 

perbelanjaan yang ditanggung meningkat sebanyak 10% setiap tahun sedangkan pendapatan 

kasar meningkat dalam lingkungan 2% (lihat gambarajah 1). 

Penambahan kos perbelanjaan adalah disebabkan peningkatan upah dan harga barangan, 

Disamping itu peralatan yang semakin banyak dan mahal juga turut menyumbang kepada 

peningkatan itu. 

Pendapatan pula tidak dapat di tambah dengan banyak kerana KTS tidak boleh mendapat 

projek kerajaan. Untuk mendapat projek swasta pula semakin lama semakin komplek apabila 

terpaksa bersaing dengan syarikat besar yang lengkap serba serbinya. 

 

ALI BABA DAN BABA ALI 

Mengikut Kamus Komprehensif Bahasa Melayu; 

“ Ali Baba membawa maksud “satu perusahaan atau kegiatan yang memakai nama Melayu 

tetapi yang melaksanakannya serta mendapat keuntungan yang lebih ialah orang bukan 

Melayu”. 

“Mengalibabakan pula membawa maksud “menggadaikan hak orang Melayu (kerana hak 

miliknya atas nama Melayu) kepada orang bangsa asing seperti Cina, India dan lain-lain 
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dengan cara meniagakan atau mengurusniagakan kepentingan pemilik (lesen/permit)) 

Melayu oleh orang-orang bukan Melayu”. 

Mokhtar dan Azlan, telah berjaya menggunakan lesen sebuah firma bukan Melayu untuk 

perniagaan mereka. Ini merupakan satu kes yang jarang terjadi malahan boleh dikatakan tidak 

pernah terjadi di dalam firma perunding ukur. Keadaan ini berlawanan dengan apa yang selalu 

terjadi dimana firma bumiputera diuruskan dan ditadbir untuk keuntungan oleh bukan 

bumiputera. Ia dinamakan sebagai “Ali Baba”. Jika senario biasa itu dipanggil sebagai “Ali 

Baba” maka apa yang dilakukan oleh Mokhtar dan Azlan adalah sebagai “Baba Ali” kerana ia 

berlaku sebaliknya. 

Pada peringkat awal Mokhtar dan Azlan tidak menyedari masalah yang akan timbul dari 

keadaan “Baba Ali” tersebut. Mereka menganggap ia tidak mempunyai kaitan dengan proses 

perniagaan kelak. 

Pada tahun pertama perniagaan, keadan adalah baik. Mereka mendapat berbagai projek 

untuk dijalankan. Mereka mendapat bantuan dan sokongan dari kawan-kawan didalam syarikat 

swasta berkaitan pembinaan untuk melaksanakan projek-projek ukur kejuruteraan. Mereka juga 

dibantu oleh syarikat–syarikat pemaju yang diterajui oleh rakan-rakan mereka untuk 

melaksanakan kerja-kerja perunding kemajuan tanah bagi pihak syarikat–syarikat pemaju 

tersebut. 

Pada masa itu mereka mempunyai dua pasukan kerja luar dengan pekerja seramai 8 

orang. Didalam pejabat pula mereka mempunyai 4 orang kakitangan untuk kerja-kerja 

perkeranian dan melukis pelan. 

Walaupun kerja yang diperolehi tidak berskala besar, namun mereka terpaksa 

menggunakan pekerja yang boleh dikatakan ramai kerana kerja-kerja kecil tersebut berjalan 

serentak, mempunyai jangka masa menyiapkan yang hampir sama. Ini terjadi kerana setiap kerja 

datangnya dari pemilik  yang berbeza. Perbelanjaan modal untuk melaksanakan projek-projek 

tersebut adalah lebih. 
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Itupun kadangkala ada sesetengah kerja yang terpaksa diberikan kepada pihak lain kerana 

kekangan masa dan tenaga kerja. Keadaan ini sedikit sebanyak menjejaskan prestasi syarikat dan 

lama-kelamaan ia menjadi masalah dari segi tenaga kerja dan modal. 

Pada peringkat permulaan Mokhtar dan Azlan membuka syarikat K.T Services mereka 

tidak menjangkakan masalah untuk mendapatkan projek dari kerajaan. Namun mereka sedar 

masalah timbul seawal tahun kedua penubuhan. Setelah menjalankan perniagaan selama setahun 

mereka mendapati keuntungan yang diperolehi tidak begitu memberangsangkan. Dinilai dari 

jumlah projek dan kesibukan, sepatutnya keuntungan akan lebih memberangsangkan. 

Keuntungan tidak dapat dijana dengan banyak kerana sepanjang tahun syarikat mendapat 

projek yang kecil. Projek didapati dari banyak syarikat kecil yang setengahnya mempunyai 

masalah membuat pembayaran. Disamping itu semakin banyak projek dilaksanakan, masalah 

yang dihadapi juga akan bertambah walaupun projek tersebut berskala kecil. 

Modal yang diperlukan juga banyak. Setiap projek memerlukan modal yang berasingan 

kerana kedudukan projek tersebut juga bertaburan dan berasingan, begitu juga pelanggannya. 

Penjimatan kos untuk guna sama modal dan tenaga kerja tidak dapat dilaksanakan. 

Mokhtar dan Azlan menyedari bahawa mereka tidak boleh bergantung kepada projek-

projek kecil dari syarikat kecil. Jika mereka memperolehi projek besar senario ini pasti berubah 

kerana satu-satu projek yang besar, modal dan tenaga kerja akan dapat digembelingkan. Malahan 

masalah juga akan dapat dikurangkan kerana ia bukanlah dari projek yang banyak. 

 

PROJEK DARIPADA KERAJAAN DAN SYARIKAT BERKAITAN KERAJAAN 

Untuk mendapatkan projek yang besar pula, sumber utama  kerja-kerja tersebut adalah dari 

kerajaan. Syarikat multinasional yang besar biasanya akan menganugerahkan projek mereka 

kepada firma perunding yang besar dan establish sahaja. 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 

357 

 

Firma seperti KTR bukanlah firma yang besar. Ia hanyalah syarikat biasa sahaja, samada 

dari segi modal atau tenaga kerja. Walaupun dari segi kepakaran mereka mempunyai kebolehan 

yang sama. 

Sudah menjadi amalan firma yang dimiliki oleh bukan bumiputera mempunyai peluang 

yang terhad untuk mendapatkan projek kerajaan. Dengan keadaan yang sebegitu Mokhtar dan 

Azlan mempunyai peluang yang terhad untuk mendapat projek-projek yang besar.  

Perbadanan-perbadanan negeri yang penubuhannya adalah untuk membantu bumiputera 

berniaga juga tidak dapat membantu. Begitu juga dengan jabatan-jabatan yang bertujuan 

membantu firma bumiputera. 

Apabila mereka melihat profil syarikat KTR, mereka terus akan menolak dengan alasan 

syarikat itu bukan milik bumiputera. Perkara ini terus terjadi walaupun dijelaskan bahawa 

cawangan KTR ini diurus dan dimiliki secara “Baba Ali” oleh bumiputera. Malahan pekerjanya 

juga adalah 100% bumiputera. 

Mereka tidak akan memikir bahawa apa yang dilaksanakan oleh Mokhtar dan Azlan, 

peniaga secara “Baba Ali” adalah sesuatu yang baru. Sesuatu yang jarang di lakukan kerana 

untuk mandapat kepercayaan dari bukan bumiputera bukan sesuatu yang mudah. Apatah lagi 

untuk bukan bumiputera memberikan kebenaran untuk menjalankan perniagaan dengan 

menggunakan lesen professional mereka. Sepatutnya kes seperti ini diangkat kepengetahuan 

atasan untuk dinilai secara saksama jikapun tidak diberi penghargaan! 

Pegawai-pegawai yang bertanggungjawab di jabatan kerajaan atau perbadanan biasanya 

akan menolak dengan beralasan bahawa mereka terikat dengan peraturan. 

Mereka juga mengatakan mereka hanya boleh memberikan projek yang digilirkan 

diantara firma-firma. Itupun mereka terpaksa menulis laporan tambahan kenapa memberikan 

kerja kepada firma tersebut.  
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Tetapi bagi firma “Ali Baba” suasana seperti ini tidak mereka hadapi. Mereka masih 

syarikat bumiputera walaupun diurus dan diambil keuntungan sepenuhnya oleh bukan 

bumiputera. 

Bagi pegawai yang memahami kewujudan mereka di jabatan adalah untuk membantu 

kaum bumiputera, mereka akan cuba membantu. Tetapi malangnya sebahagian besarnya pula 

adalah pegawai-pegawai yang tidak memahamipun tujuan jabatan itu ditubuhkan! dan inilah 

jenis pegawai yang mendominasi kebanyakan jabatan. Mereka tidak akan membantu. 

Walau bagaimanapun Mokhtar dan Azlan mendapati ada juga firma-firma yang dimiliki 

sepenuhnya oleh bukan bumiputera tetapi mereka berjaya juga mendapat  projek dari jabatan 

kerajaan. Syarikat seperti ini mempunyai kelebihan tertentu sehingga berjaya mempengaruhi 

pegawai yang bertanggungjawab menulis laporan bagi pihak mereka. 

 

PROJEK DARIPADA SYARIKAT SWASTA 

Apabila Mokhtar dan Azlan cuba untuk mendapatkan projek dari syarikat-syarikat swasta, lain 

pula keadaan cabaran yang mereka hadapi. Syarikat-syarikat swasta secara amnya tidak 

menggunakan dasar yang sama seperti di jabatan kerajaan.  

 

Tetapi bagi syarikat yang dimiliki atau di kuasai sepenuhnya oleh bukan bumiputera 

biasanya mereka tidak memberikan peluang kepada orang-orang seperti Mokhtar dan Azlan. 

Mereka tetap mengutamakan golongan mereka. Malahan biasanya mereka mempunyai senarai 

panel firma-firma yang mereka lantik. 

 

Walaupun mereka tahu bahawa Mokhtar dan Azlan menggunakan firma yang 

menggunakan lesen bukan bumiputera. Mereka tetap tidak akan memberi “kepercayaan” dan 

peluang. Perkara ini sememangnya telah menjadi amalan mereka. 
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Untuk mendapatkan projek dari syarikat-syarikat besar (multinasional), ia mempunyai 

syarat dan spesifikasinya yang tertentu. Biasanya syarat tersebut sangat tinggi piawaiannya.  

 

Firma Mokhtar dan Azlan tidak termampu mencapai dan memenuhi spesifikasi yang 

ditetapkan walaupun syarikat besar biasanya mempunyai dasar yang terbuka. Malahan 

kebanyakan firma bumiputera juga tidak sampai kepada “standard”yang di perlukan. Mana-mana 

firma yang boleh memenuhi piawaian mereka akan di anugerahkan projek. 

 

Biasanya syarikat besar ini memerlukan firma perunding yang mempunyai modal besar, 

kakitangan yang berkelayakan sepenuhnya, peralatan terkini dan menggunakan kaedah automasi.  

Dengan modal yang terhad dan kakitangan yang separa mahir, kebanyakan firma tidak akan 

dapat memenuhi keperluan itu. 

 

PERANAN AGENSI KERAJAAN DALAM MEMBANTU PENIAGA BUMIPUTERA: 

BABA ALI TERKECUALI 

Kerajaan telah banyak menubuhkan agensi bertujuan untuk membantu bumiputera khususnya 

dalam bidang perniagaan. Diantara ajensi itu adalah MARA, BANK, PUNB, PNB, TEKUN dan 

banyak lagi. Namun agensi-agensi tersebut tidak dapat membantu Mokhtar dan Azlan. Berbagai 

kekangan yang menyebabkab keadaan tersebut terjadi. 

Seandainya Mokhtar dan Azlan  memohon bantuan modal daripada MARA , mereka 

tidak boleh menggunakan nama firma KTR kerana ia dimiliki oleh bukan bumiputera tambahan 

pula Mokhtar dan Azlan seolah-olah staf sahaja di dalam firma tersebut.  Begitu juga keadaannya 

dengan lain-lain agensi kerajaan dan bank. 

Untuk menggunakan syarikat K.T Services pula, jenis perniagaan tidak sesuai. 

Perniagaan yang dijalankan adalah perkhidmatan professional sedangkan K.T Services 

merupakan sebuah entiti perniagaan enterpris sahaja bukan firma perunding. Kategori pinjaman 

tidak sesuai. 
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Walaupun pada hakikatnya K.T Services melaksanakan banyak perkhidmatan 

perundingan Ukur Tanah, namun dari segi pelanggan rasminya, ia hanya berurusan dengan satu 

syarikat sahaja iaitu firma KTR. Maka pihak agensi kerajaan tidak dapat mempertimbangkan 

permohonan tambahan modal mereka. 

 

KESIMPULAN 

Dengan menggunakan permit firma bukan bumiputera, Mokhtar dan Azlan sebenarnya 

berhadapan dengan berbagai kekangan dalam menjalankan urus niaga mereka. Perkara-perkara 

yang dalam keadaan biasa adalah mudah, namun ia menjadi sukar kepada mereka. 

Perkara pertama yang mereka hadapi adalah modal. Tidak ada perniagaan yang mahu 

berkembang maju tidak membuat pinjaman untuk menambah modal.  

Semakin lama perniagaan dijalankan, persaingan semakin sengit. Peralatan semakin 

canggih dan menuntut kos yang tinggi. Untuk menandingi saingan, mereka harus bersedia untuk 

berkembang dari segi tenaga kepakaran dan prasarana. Semua ini memerlukan modal yang besar. 

Sedangkan peluang untuk membuat pinjaman  menambah modal tidak ada. 

Walaupun perniagaan maju dan mendapat banyak projek (dari syarikat kecil) mereka 

tidak mampu untuk bersaing dengan firma lain yang semakin canggih. 

Kegagalan untuk mendapat pinjaman untuk mengembangkan perniagaan bukanlah kerana 

prestasi firma yang lemah. Firma mendapat banyak kerja kecil, namun kerja-kerja tersebut 

umpama : 

“kais pagi makan pagi, kais petang makan petang”. 

Selain itu, masalah untuk mendapatkan projek juga memainkan peranan dalam kegagalan 

perniagaan Mokhtar dan Azlan. Mereka tidak memperolehi projek atau kerja kerajaan yang 

biasanya berskala besar. Sedangkan syarikat-syarikat swasta bukan bumiputera pula tidak 

mempunyai kepercayaan terhadap syarikat mereka. Untuk mendapatkan kerja dari syarikat 

“multinasional” pula mereka perlu mencapai satu ‘standard” yang perlu dipenuhi. Dengan 
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modal yang terhad mustahil untuk memenuhi ‘standard’ itu, kerana biasanya ia memerlukan 

biaya yang besar juga! 

Masalah lain yang membelenggu Mokhtar dan Azlan adalah mereka terperangkap dalam 

kelompok yang meragukan. Jenis apakah perniagaan mereka. Sebagai sebuah firma perunding 

professional atau enterprise biasa? 

 

PENUTUP 

Akhirnya setelah lima tahun beroperasi, K.T Services terpaksa ditutup. Selama lima tahun 

menjalankan perniagaan, mereka tidak mendapat perhatian dari pihak yang berkenaan. Walaupun 

perniagaan itu sebenarnya tidak mengalami kerugian yang besar namun mereka terpaksa 

menutup perniagaan kerana ia tidak membolehkan mereka untuk terus berkembang.  

Apalah ertinya terperangkap dalam perniagaan yang hanya membolehkan mereka hidup sebagai 

pekerja sedangkan firma-firma lain terus mengaut untung dan berkembang. Dunia pula semakin 

pantas dengan teknologi. Mokhtar dan Azlan tidak mahu apabila lambat menutup perniagaan 

nanti, mereka sudah ditinggalkan terlalu jauh. 
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GAMBARAJAH 1: 

 

GAMBARAJAH PENINGKATAN  PENDAPATAN  DAN KOS SYARIKAT KTS SELAMA 5 TAHUN 
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GAMBARAJAH DUA: KAITAN ANTARA KTS DAN KTR 
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Prologue 

 

It was in the mid of April 2010. The atmosphere in the CEO’s room at MM 

Co. in Shah Alam sensed a little warm even though the air-conditioner was set at 

16°C. Mr. Mohamad, the Managing Director was having a conversation with his 

brother, who was also working with him, pertaining to the company’s plan to enter the 

up-stream palm-oil industry.  

 

“Seeing the players in the up-stream, MM Co. will be competing with all the big 

players like IOI and Sime Darby. Are you confident enough?” Mansor, his younger 

brother raised a question. 

 

“We have to quickly move up so that our supply is consistent. We are too dependent 

on the big players. Well, now we have succeeded in the down-stream industry. Don’t 

worry, we can make it.” Mr Mohamad answered with confidence. 

 

“Well, after all, this is your venture. I will pray for the best!” His brother then ended 

the conversation and left the room. 

 

Mr. Mohamad just looked at his brother’s back and started thinking again about the 

new business expansion plan. 

                                                           
1
 This case was part of the first author’s unpublished PhD thesis. 

mailto:amirulshah@usm.my
mailto:ummisalwa@usim.edu.my
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Entrepreneurial Background 

 

Familiar to the consumer is the bottle of golden yellow palm-oil on the 

supermarket shelves. Beyond the frying pans, palm-oil also is a major ingredient in 

many foods, for example in margarines and shortenings. Mr. Mohamad’s venture was 

in the making of those palm-oil- based consumer products. 

 

Mr. Mohamad’s first entrepreneurial journey began when he was 15 years old, 

when he set up a burger stall after his school examinations. His first pay enabled him 

to buy his first motorcycle, a Honda Cub. To keep paying his monthly installments, he 

sold burgers every chance he got and even became a direct seller of Amway products 

for two years. One day, he won a tender to set up his burger stall for one whole week 

at the Asia Pacific Scouts Jamboree in Pantai Cahaya Bulan, Kota Bharu, Kelantan, a 

state on the east coast of Malaysia. Mr. Mohamad made a lot of money there.  

 

“I am a drop-out.” 

 

According to Mr. Mohamad, he did not finish his university studies, and 

therefore he searched for any job that was available to him. As a consequent, he 

worked for The New Straits Times Press in the circulation department from 1980 until 

1983, selling Her World magazine for three years at Klang Valley, in Kuala Lumpur, 

the capital city of Malaysia. After that, and beginning from the year 1984, he worked 

as a District Manager and Retail Store Manager for Bata (M) Berhad for 11 years 

before joining Malaysia Airports Holdings Berhad as a Group Operations Manager for 

Duty-Free Retail and Food and Beverages (F&B) outlets for five years from 1994 

until 1999. 
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Business Opportunity 

 

“Working for other people was too slow for me. I need to be more 

express.” 

 

Getting bored and tired of being instructed by people around him, Mr. 

Mohamad decided to set up his own company. In 1999, at the age of 39, Mr. 

Mohamad established MM Co., which was formerly known as NP. Its first location 

was a small shop house in Subang Jaya, Selangor, about 30 kilometers from Kuala 

Lumpur. 

 

Mr. Mohamad’s previous industrial background was more into fashion and 

shoe designs as he had 11 years of working experience with Bata. Therefore, prior to 

starting the palm-oil company, he did some homework where he found a growing 

global demand for edible palm-oil Apart from rubber; Malaysia is one of the world’s 

biggest palm-oil exporters.  

 

Mr. Mohamad found that in the palm-oil industry, there were upstream and 

downstream players involved (refer Appendix A). The upstream players were those 

who were mainly involved in the cultivation of palm-oil, producing fresh fruit 

bunches and processing them into crude palm-oil and palm kernel oil. In contrast, 

downstream players were palm-oil refiners, palm kernel crushers, manufacturers of 

palm-based edible products and specialising in oils and fats. 

 

Among the upstream producers, this industry was dominated by major players 

such as IOI Corporation Berhad and Sime Darby Berhad. Mr. Mohamad found that 

these companies have been operating for many years and have strong links to the 

government. Hedging against risks, Mr. Mohamad decided to be one of the 

downstream players.  

 

In September 2002, with a paid-up capital of RM 100,000.00 from a bank 

loan, Mr. Mohamad set-up a factory in Shah Alam producing palm-oil-based 

margarine, pastry margarine, shortening, vegetable ghee and cooking oil for 
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consumers. To make higher profits, the company also furnished for industrial 

customers. Setting up the factory took him about four months, where most of the 

work was done by him alone.  

 

“I was the draughtsman, the engineer, the carpenter and even the 

fire fighter for my own factory.” 

 

He agreed that many tasks were made by the entrepreneurs themselves during 

the early stage of their business start-up especially those who started business from 

the scratch. The hard work he did enabled Mr. Mohamad to make his entrepreneurial 

venture the most important part of his life. 

 

His business had only just begun when Mr. Mohamad experienced problems 

with the government’s policy that limited the local market penetration for downstream 

producers. The government has intervened in the palm-oil industry since the late 

1970s. Mr. Mohamad had set up his factory and started producing edible palm-oil 

products without realizing such market segmentation issues.  

 

“That was a real challenge for me since I didn’t have any experience 

in this industry. To set up a factory was not as difficult as reaching 

your market. I have a big factory but could not make any sales.” 

 

Not being dreaded of having the oversupply capacity, Mr. Mohamad searched 

for alternatives to market his products. Seizing on his previous experienced in 

marketing department, he conducted market research and found that the global market 

trends were emphasising on edible palm-oil products. According to Mr. Mohamad, his 

company only received a capacity production ceiling of 145 tonne metrics monthly 

and if he wanted to market his products to supermarkets, he had to gain the 

government’s approval of 3000 tonne metrics production capacity. That amount was 

the minimum amount needed because the company output capacity was 10,000 tonne 

metrics edible palm oil products monthly.  Thus, he finally made the decision to 

market his products for the global market.  
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Searching for Information 

 

Having been involved in the palm-oil industry, Mr. Mohamad developed a 

close networking relationship with government research agencies, namely Malaysian 

Palm-Oil Board (MPOB) and the research university such as Universiti Putra 

Malaysia (UPM). He formed his research and development (R&D) team to formulate 

various ranges of products according to customer specifications which he claims were 

one of his company’s keys to success.  Table 1 summarized the product innovations 

and R&D activities conducted by his R&D team (refer Appendix B).  

 

Starting in 2003 the company has developed innovative products due to its 

R&D activities. These products were then commercialized and have been popular on 

the market. Besides developing closed networks with research agencies and 

universities, Mr. Mohamad’s reading habits also became one of his sources for 

information search.  

 

“I don’t think you can beat me with my reading habits. Even 

professors cannot compete with me. Because I believe that you 

have to gain knowledge in order to succeed, and since I am a drop-

out so there are many things that I have to catch up on.” 

 

He claimed that he could finish reading four 700-pages books in a month. He 

also asserted that his reading materials vary from economics and business to religion 

and societies. Even though he is a drop-out, his entrepreneurial spirit motivated him to 

be a continuous learner and he kept up with current issues especially in the business. 

 

Resource Acquisition  

 

“In order to function efficiently and produce best quality products, 

investment on plant and machinery of almost RM 1 Million has been 

made in 2008” (MM Co. Annual Report 2008). 
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Prior to his company start-up, Mr. Mohamad accumulated his own savings of RM 

500,000 for capital funding. However, his business venture needed more than what he 

had then, and he applied for an SME bank loan. The bank granted him the loan for 

RM 10 Million, which he spent on setting up his factory. His factory set-up took 

around four months before he could actually kick it running into operations. He 

recognised the importance of investing in machinery, and in addition to the factory 

set-up, he also bought the latest machineries in maximizing his production capacity 

once it is in full operation 

 

At the same time,, Mr. Mohamad also claimed that his employees were very 

important to him. With the support of his current 75 skillful employees, he set up the 

business with his staff in mind.  . 

 

“My staffs were very important to me. They were my assets, other 

than my factory and machinery.” 

 

Mr. Mohamad also asserted that as an employer, he must be concerned and be 

responsible to add extra value to his staff. For example, he provided his staff with 

training sessions, both locally and internationally, such as in Italy, Japan and 

Mongolia. As a result, the company’s Human Resource Development Fund (HRDF) 

finished very quickly. Besides training, Mr. Mohamad knew the importance of staff 

welfare. Every year, MM Co. holds a family day in which the management team and 

staff gathered in a more relaxed environment. MM Co. was awarded the Most 

Competent Employee Award by Malaysia’s Human Resources Ministry in May 2008. 

 

MM Co. has produced 24 products under globally recognised brands such as 

Palmas, Serimas, Blossom, Golden Treat and Golden Harvest. Mr. Mohamad also 

believed that his company’s products were value-added because of its brands.  
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Development of Business Strategy 

 

At the initial stage, Mr. Mohamad faced obstacles to market his products 

locally, such as competitions from other local manufacturers, so he decided to market 

his products globally. His decision to go international was based on the global market 

demands. His first export was to Africa in January 2003, during the first year of his 

factory operation. The turnover in that year amounted to RM 28 million. MM Co. 

recorded over RM 100 million turnover in the first three years and the audited income 

in 2007 was RM 87 million (refer Table 2 in Appendix B).  

 

The company further exported edible oil products to South Korea, China, 

India, Europe, USA, Uzbekistan, Africa, Middle East and Japan and at the same time 

enjoyed niche markets. Mr. Mohamad asserted that the export market constituted over 

99 per cent of MM Co.’s total revenue, with the European market comprising 35 per 

cent of its total sales. MM Co. was also the biggest supplier in Uzbekistan’s palm-oil 

market. The company has also expanded into 76 other countries.  

 

Apart from this success, due to market trends and customer demands, Mr. 

Mohamad proceeded on packaging innovations. Collaboration between the 

Purchasing and R&D Departments has continued to produce high quality products at 

a competitive price and in maximum container load quantities that were acceptable to 

consumers. The market trends also required small packaging types such as flexi bags, 

jerry cans, and tubs.  

  

Branding also provided a competitive advantage to the company. Drawing 

from this, Mr. Mohamad focused on the branding strategy and emerged with 24 

different brands for his products. For example, some of his company brands were: 

Palmas, Serimas, Blossom, Golden Treat, Marvelloso, Qualitaste and Golden Harvest. 

In addition to branding, his products were customized to his customers’ specifications. 

He gave an example;  
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“The African market wanted a different packaging from the 

European market. The ingredients of the product also might be 

different but ultimately the application is still similar.” 

 

Mr. Mohamad believed that this approach has sustained his customers’ loyalty as a 

result of being aggressive in the market niche. 

 

MM Co. is the first palm-oil downstream company in Malaysia to achieve 

three international recognitions, namely ISO 9001:2000, Hazard Analysis and Critical 

Control Point (HACCP) and Good Manufacturing Practice (GMP).  

 

Challenges  

 

“If I were to tell you my story, 90 per cent of them were the bad ones. 

I solved my entire problems one by one. Every issue will come out 

with a solution.” 

 

One of the major challenges that he came across was that during the initial stage, the 

staff turnover was very high. In every three months there will be a resignation letter 

on his table. Sometimes he felt fed up with such situation but, realized that something 

had to be done and therefore he took a different approach to ensure his staff’s loyalty.  

 

“My office door is always open and I am all ears to all my staff, not 

just to the heads of departments, but also to the executives and 

sometimes, even to the lowest level, namely, production assistants. 

My staff are, in turn, motivated by their transparent career 

development and future prospects of the company as I believe in 

giving exposure. In addition, in-house promotions are always 

available as new positions are created to meet the need of the 

business dynamics.” 

 

Based on his assertion, Mr. Mohamad encouraged openness and a proactive attitude. 

His management style has made his staff felt as though the company is theirs; 
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henceforth he encouraged them to do their best for the company. However, Mr. 

Mohamad also described another problem that he was still facing and this concerns 

the attitude of some of his staff.  

 

“My staff are Malays. The Malays are slow. Even though they are 

graduates, their English was terrible and they don’t have exposure. 

Moreover, they have less confidence. They built up their career here, 

after three years, they moved out. They think that they are good 

enough. Well actually your first three years is your learning process. 

Approaching your fourth year, this is the time when you are 

contributing to the company.” 

 

Another problem that Mr. Mohamad faced was in gaining the trust from the 

government authorities. Hence, he utilized his networks with the research agencies 

like MPOB so that his commitment towards his business was convincing and 

recognized as such by the finance agencies. He further developed networks with other 

government agencies such as the Malaysian Ministry of Trade (MATRADE) to 

promote his company’s ability to enter into new potential markets. 

 

As every business has its own life cycle, Mr. Mohamad had to prepare himself 

for future challenges. Moreover, 99 per cent of his company turnover comes from the 

international market. As an exporter, MM Co. might be affected in any slowdown in 

the global economy. Therefore, his company has been engaged in up-front payments 

through Letters of Credit or cash advances before beginning production. 

 

“Also, our open account customers were insured under Trade Credit 

Insurance with EXIM Bank. Given the volatility in the US dollar, the 

company will also apply for Target Redemption Forward (TRF) with 

our bankers in order to lock the foreign currency exchange rate 

between US dollar and Malaysian Ringgit at higher levels.” 
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Epilogue 

 

 

Mr. Mohamad’s vision was that he wanted to be the biggest downstream 

producer, not only in Malaysia, but also in the world market. He believed that in three 

years’ time the company turnover will increase up to RM 1 billion. In the meantime, 

Mr. Mohamad was inviting venture capitalists to invest in his business as it moves up 

the value chain to produce specialty fats. Hence he asserted that the door is open to 

strategic investors to share his expansion plans into the specialty fats business, which 

yields higher profit margins.  In his argument of the potential of the business 

opportunity in specialty fats business, Mr. Mohamad asserted that: 

 

 

“Specialty fats
s
 is a high-growth sector and in great demand in the 

export market. We are investing about RM 18 million to put up a 

refinery and specialty fats plant.” 

 

Seeing the escalating high cost of crude palm-oil, many downstream players 

like MM Co. will have to relocate their business operations to Indonesia. Some of 

them were planning to merge or acquire smaller companies. The upstream players 

also were setting up to venture into downstream industries (refer Appendix C). 

 

On the contrary, Mr. Mohamad planned to become involved in the upstream 

line in the near future. But seeing the entire above scenario in the palm-oil industry, 

does he have the capability to compete with the big players in the industry? Or does 

he have other option(s) to allow the company to grow? All these questions were 

spinning around his mind. Mr. Mohamad knew he had to plan carefully to ensure his 

target would be achievable within the specified time period as outlined in his grand 

plans. 
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APPENDIX A 

 

The Palm-oil Industry 

 

The palm-oil industry, which has been in existence for over four decades now, 

has significantly contributed to Malaysia’s economy. The dynamic progress of the 

industry is largely attributed to the government’s strategy to develop agricultural land 

and making concerted initiatives on research and development by both the 

government institutions and the private sector industries (MPOB, 2010).  

 

In this palm-oil industry, the upstream players were those who were mainly 

involved in the cultivation of palm-oil, producing fresh fruit bunches and processing 

them into crude palm-oil and palm kernel oil. In contrast, downstream players were 

palm-oil refiners, palm kernel crushers, manufacturers of palm-based edible products 

and specialising in oils and fats. 

 

 

The Malaysian Palm-Oil Board (MPOB), established in May 2000 as a 

government agency under the purview of the Ministry of Plantation, Industries and 

Commodities, is entrusted with the functions of promoting and developing the 

nation’s palm-oil industry. In line with the national agenda of empowering agriculture, 

the palm-oil industry continues to play a vital role as a prime mover of this plantation 

commodity (MPOB, 2010).  

Having spearheaded extensive research and development in all aspects of 

palm-oil, Malaysia is pioneering technological breakthroughs in the palm-oil industry. 

The industry has adopted innovative techniques and sustainable practices to ensure 

that palm-oil cultivation is in harmony with the environment. According to MPOB 

(2010), Malaysia will continue to forge ahead with innovations covering a wide 

spectrum of the industry from upstream to downstream locations. In particular the 

new emerging sectors of oleochemical and biodiesel will enhance the palm-oil 

industry’s performance.  
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According to MPOB (2010), total exports of palm-oil products increased by 

2.9 per cent or 0.64 million tonnes to 22.40 million tonnes in 2009, an improvement 

over the 21.76 million tonnes recorded in 2008. However, total export earnings 

declined by 24 per cent or RM 15.62 billion to RM 49.59 billion compared to the 

recorded RM 65.22 billion achieved in 2008 because of lower export prices.  

 

Exports of palm-oil recorded a 2.9 per cent increase to 15.87 million tonnes in 

2009 compared to 15.41 million tonnes in 2008. China continued to maintain its 

position as the largest palm-oil export market for eight consecutive years, with off-

take totalling 4.03 million tonnes or 25.4 per cent of total palm-oil exports, followed 

by the European Union (EU) with 1.89 million tonnes (11.9 per cent), Pakistan with 

1.76 million tonnes (11.1 per cent), India with 1.35 million tonnes (8.5 per cent), 

Egypt with 0.61 million tonnes (3.8 per cent) and Ukraine with 0.54 million tonnes 

(3.4 per cent). These seven markets combined accounted for 11.04 million tonnes or 

69.6 per cent of total Malaysian palm-oil exports in 2009 (MPOB, 2010).  
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APPENDIX B 

Table 1: R&D Activities Conducted by MM Co. 

 

Year  

The Results of  

Research and Development 

Activities  

Product Innovations & Benefit  

2010 
Cooking Oil with Anti-

Crystallizers 

Premium quality cooking oil added with anti-

crystallizers that help delay crystallization in the 

oil at low temperature. Make it suitable for 

temperate and climatic countries by preventing the 

oil from being cloudy. It is ideal for pan frying, 

shallow frying or deep frying. 

2009 Shortening for Margarine 

Specially formulated as main ingredients for 

margarine product. With no added flavour, gives 

advantage to add your chosen flavour into the 

product. 

2009  Frying Fats  
It contains no trans-fat, is non-hydrogenated and 

ideal for pan frying, shallow frying or deep frying.  

2008  Omega 3 Margarine  

It has no trans-fat and are non-hydrogenated, a 

balanced blend of essential fatty acids low in 

saturated fat and fortified with omega-3 fatty-acid  

2008  Trans Fat Free Low Fat Icing  

It is an option for a diet. It is low in saturated fat, 

trans fat and cholesterol and good for the fitness of 

the human’s heart.  

2008  
Trans Fat Free Low Fat 

Spread  

It contains no trans-fat, is non-hydrogenated and 

has a nice, subtle flavour and pleasant mouth taste. 

This is a great lower fat option for daily 

consumption.  
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2007  Red Cooking Oil  

It is specially blended cooking oil with natural 

occurring mixture of carotenoids, extracted from 

virgin crude palm-oil/ palm fruits. Palm mixed 

carotene complex is the only true full spectrum 

carotenoids complex having the highest ratio of 

alpha-carotene. It also contains a mixture of other 

carotenoids such as beta-carotene, gamma-carotene 

and lycopene, which are commonly found in fruits 

and vegetables.  

2007  
Trans Fat Free Pastry 

Margarine  

Pastry Margarine is specially formulated to 

produce high quality pastries. It is suitable for 

pastry products such as pies, tarts and other puff 

pastries such as croissant and curry puff. It has the 

plasticity to withstand the pastry rolling processes.  

2006  Shelf stable soft margarine  

It is premium quality soft margarine made from a 

blend of Palm-oil and Sunflower Oil. Its special 

formulation allows easy spreading straight from 

the fridge.  

2005  
Cooking Oil with Rosemary 

Antioxidant  

It is special blend cooking oil with natural 

antioxidant. Most laboratory studies suggest that 

rosemary's antioxidant properties may work 

against colon, breast, stomach, lung 

and skin cancer cells.  

2004  Blended Oil  

It is premium quality cooking oil which is a blend 

of palm olein and sunflower oil. It does not cloud 

at low temperatures. It is suitable for temperate 

countries.  

2003  
Ice-Cream Coating 

Shortening  

This shortening is specially formulated to be used 

as an ingredient in ice cream coating.  

2003  Ice-Cream Shortening  
This shortening is specially formulated to be used 

as an ingredient in ice cream.  

Source: MM Co. website (2010) 

 



 

 

National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 
 

                                                                                                                                                                              

388 

 

 

Table 2: Financial Performance of MM Co. 

 

 

 

 

 

 

 

 

 

 

 

 

Source: MM Co. website (2010) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

YEAR SALES  

(RM Million) 

TOTAL FIXED 

ASSETS 

 (RM Million) 

2002 1.8 8.68 

2003 2.81 9.21 

2004 48.7 17.8 

2005 28.0 17.9 

2006 56.9 18.5 

2007 86.9 20.1 

2008 101.1 26.3 

2009 90.0 27.1 
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APPENDIX C 

 

Is Going Downstream The Right Strategy For Malaysian Plantation Companies? 

In 2006, Indonesia overtook Malaysia as the world’s leading oil palm 

producer. The domestic shortage of land has led Malaysian-based players to 

aggressively expand their land banks internationally. It is estimated that 50% of 

Indonesia’s oil palm plantations are controlled by Malaysian companies - with 

plantations concentrated in Sulawesi, Kalimantan and Sumatra. 

While selling crude palm-oil (CPO) is a lucrative business during years of 

high CPO prices, plantations companies are ever conscious of the cyclical nature of 

their earnings. Venturing downstream has been a strategy adopted to diversify income 

and reduce earnings volatility. Besides diversification, integrating downstream would 

provide opportunities for Malaysian plantation companies to have direct access to 

customers, enabling them to innovate around customers’ needs – for example, 

developing a palm-oil based fat to substitute animal fat for halal markets or 

developing a fat that improves the texture of the end product, prevents fat bloom and 

increases shelf life. This would increase customer “stickiness” and reduce the 

likelihood of customers switching purely on the basis of price. 

While the rationale for venturing downstream seems strong, in practice, 

Malaysian companies have met with mixed results in their downstream investments. 

Companies operating in the upstream segment typically require core competencies 

and expertise that are completely different from what is required to manage 

downstream operations – regardless of the industry. When Coke went into retail, 

Plantations and Agribusiness they had to learn how to run a distribution business. 

Nokia had to get new skills in software development and customer analysis to 

adequately capture the downstream market. Plantations companies are typically 

staffed with people from agribusiness background i.e., plantations experts that are 

focused on improving efficiency of estate operations to achieve yield improvements 

and reduce production costs. These skills may not be relevant and suitable in the 

management and operations of downstream businesses. 
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The most valuable skill in the world of downstream is the ability to forge 

strong customer allegiance through continuous innovation of superior and highly 

customised products. The goal is not only to gain the largest share of customers, but 

to also build the strongest relationships with the most profitable customers. To do so, 

plantation companies need to build or acquire a business with strong customer value 

propositions – i.e., companies with established brands, strong in-house research and 

development, and wide supply-chain networks – in order to tap into the vast consumer 

market. 

This would allow companies to be more attuned to customers’ psychology in 

order to understand preferences, spending patterns, demographic trends etc. With 

these gathered insights, they can add value to their products and gain a sustained 

competitive advantage in the specialty downstream or consumer goods market. 

Secondly, many plantations companies have succeeded in investing in the 

“midstream” (refining) segment of the value chain, but fail to make further 

investments in businesses which would support customer stickiness e.g. strong 

relationships with major consumer goods companies, strong in-house research and 

development, and wide supply-chain network. Investing midstream does not reduce 

earnings volatility as midstream products, such as RBD palm oil, olein and stearin, 

are also commodities and their prices track the price fluctuations of CPO. Large scale 

and modern operations as well as consistently high factory utilisation rate, would be 

required to drive down costs of production. 

Thirdly, although many companies prefer acquisition to organic growth as a 

route to expansion, often, those companies that are available for acquisition are ailing, 

due to stagnant or low growth, or are faced with management and operational 

challenges. Unless the acquirer has a strong value unlocking or turnaround strategy, 

and the required skills set to execute on it, the acquisition normally bleeds, rather than 

augments the acquirer’s financial position. 

In summary, the success of a company venturing downstream is dependent on 

various factors. Deep understanding of the business is required as the downstream 

segment is highly exposed to supply chain and market risks. Product development and 
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innovation is crucial owing to an extremely saturated downstream market with many 

experienced players. Secondly, synergies and a clear value unlocking approach must 

exist between the upstream and downstream entities to ensure that both components 

will be able to take advantage of their end-to-end linkages, as well as scale, by 

integrating key functions such as: global linkages and networks, marketing, 

manufacturing, logistics and refinery utilisation. Finally, upstream players need to 

select the right partner(s) to integrate or enter into a joint-venture. 

From: 

http://www.ethos.com.my/index.php?option=com_content&view=article&id=69&Ite

mid=83 
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INTRODUCTION 

 

Media landscape has been changed rapidly. The changes can be viewed from two 

perspectives. First, in terms of content, gender representation in media particularly in 

commercial advertisement which has been changing for example the scenario of “girl power” 

and “masculinity crisis”. Second, social network such as YouTube provided a new strategic 

advertising channel.  Regarding the changes,  

 

Continuous studies need to be done to examine trends in gender representation 

because trends are one measure of how society views women and men. 

Furthermore, research indicated that gender representation in media can affect 

people’s attitudes and behaviors (Bartsch, Burnett, Diller, &  Rankin-Williams, 

2000) 
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GENDER REPRESENTATION IN MEDIA 

 

Media are the most pervasive and one of the most powerful influences on how we 

view men and women. Gender representations can be depicted as code on how women and 

men should present themselves in real social situations. However, many of the presentations 

perpetuate unrealistic, stereotypical, and limit viewer perceptions. 

 

Wood (1994) described three themes on how media represents gender: 

i. Women are underrepresented, which falsely implies that men are the cultural standard 

and women are unimportant or invisible. 

ii. Men and women are portrayed in stereotypical ways that reflect and sustain socially 

endorsed views of gender.  

iii. Depictions of relationships between men and women emphasize traditional roles and 

normalize violence against women. 

 

Research shows that there are fewer females than males in almost all forms of 

mainstream media and those who do appear are often portrayed in very stereotypical ways. 

However, new media era has changed the traditional view of gender representation in media 

(Gauntlett, 2008). One of the most obvious developments in recent pop culture has been the 

emergence of the pop icons and rhetoric of 'girl power', a phrase slapped into the mainstream 

culture by the Spice Girls and subsequently incorporated into the language of government 

bodies as well as journalists, educationalists, culture critics, and pop fans themselves. 

Magazines for young women are emphatic in their determination that women must do their 

own thing, be themselves, and/or be as outrageously sassy and sexy as possible. Several 

recent movies have featured self-confident, tough, intelligent female lead characters.  

 

Images of the conventionally rugged, super-independent, extra-strong macho man still 

circulate in popular culture. From the analysis of men's magazines, there are a lot of signs to 

prove that the magazines were about men finding a place for themselves in the modern world. 

These lifestyle publications were perpetually concerned with how to treat women, have a 

good relationship, and live in an enjoyable life. In contrast with women's 'you can be 

anything' ethos, the identities promoted to men are relatively constrained. Whilst young 

females are taking to the full spectrum of school subjects and jobs, their male counterparts are 

still generally avoiding subjects and work which they see and classifies as 'female'.  
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YOUTUBE ADVERTISEMENT 

 

YouTube is one of the most popular social networks and has been the fastest growing 

social network service (European Travel Commission, 2013) ever since. YouTube is not just 

as a video repository, but also as trusted platform where users interact to build trust with 

comments and favorites (Fernandez-Luque, Karlsen, & Melton, 2012). The statistics of 

YouTube viewership are as follows (http://www.youtube.com/yt/press/statistics.html): 

 More than 1 billion unique users visit YouTube each month  

 Over 4 billion hours of video are watched each month on YouTube  

 72 hours of video are uploaded to YouTube every minute  

 

The tremendous development of social networks has changed the marketing landscape 

today (Singh & Diamond, 2012). There are many successful stories on how social media 

marketing has successfully helping company to promote their brands, support customers and 

increase business. Following are the success stories which have been highlighted by Sandeep, 

Gallup, &Robinson (2011). 

 

Fiesta Movement  

One of the earliest and most successful 

social media campaign, famously known 

as the Fiesta Movement, was launched 

by Ford in April 2009 to promote its 

Fiesta model. In one of the most 

innovative strategy, the company has selected 100 top bloggers and has given 

each of them a Fiesta modelto be used and experienced for the period of six 

months. In return they (i.e., the bloggers or known as social ‘agents’) were 

required to upload a video on their experience with the Fiesta model using their 

independent account on their personal blogs. The Fiesta Movement campaign has 

turned out to be a tremendous success wheremore than 700 videos were created 

by these social ‘agents’ and has successfully generated 6.5 million views on 

YouTube and created more than 3.4 million impressions on Twitter. Photos of the 

Fiesta model were uploaded onto Flickr and were viewed more than 670,000 

times. The campaign generated considerable buzz on the vehicle with more than 
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50,000 US consumers (90 % of whom did not previously own a Ford vehicle) 

wanting more information on the model. Ford managed to sell 10,000 units in the 

first six days of sales. 

 

 

 

Starbucks 

Starbucks has been at the forefront of using social media 

in its marketing ventures. The company has an estimated 

of more than 20 million followers on Facebook (and 

about 1.5 million followers on Twitter) and has 

regularly provides discounts as well as promotional 

offers through these networks. Interestingly the company 

has refrained from using the channel for any hard marketing selling. Instead the 

effort has been channeled to create a Starbucks Community that promotes open 

community oriented discussion. Starbucks has also made excellent use of YouTube 

where they encourage users to upload videos not only those of Starbucks TV 

commercials but also educational videos about the origins of coffee and the 

charitable work undertaken by Starbucks.  

 

 

MALAYSIAN GOVERNMENT GUIDELINE OF ADVERTISEMENT 

 

Malaysia as an Islamic and multi-cultural country has developed an advertising code 

for broadcast in Malaysia which must be followed by an advertising company. The Malaysian 

Code of Advertising Practice is a fundamental part of the system of control by which the 

advertising activities are regulated in Malaysia. It is administered by the Advertising 

Standards Authority Malaysia (ASAM). However, the code does not cover publicity for 

products which appear in media other than in space or time paid by advertisers. 

 

Advertisements produced by local advertising producers would be assessed by the 

National Film Development Corporation (FINAS) to qualify as a Made-in-Malaysia 

advertisement according to the Made-in-Malaysia (MIM) rules. Commercials must have at 

least 80% local content and must end in Malay as the local language. 
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Film Control and Enforcement Division of the Ministry of Home Affairs (Kementerian 

Dalam Negeri, 2010) has its own Film Censorship Guidelines (Garis Panduan Penapisan 

Filem). The ethical guidelines pertaining to gender representation that must be followed by 

the companies providing advertising services are: 

 Advertisements must project the Malaysian culture and identity, reflect the multiracial 

character of the population and advocate the philosophy of ‘Rukun Negara’ which 

reads as follows: 

 Believe in God 

 Loyalty to King and Country 

 Upholding the Constitution 

 Rule of Law 

 Good Behaviour and Morality 

 Advertisements must not identify or type-cast each particular racial group or sex with 

vocations, traditional values and backgrounds. 

 No advertising material which tends to offend the proprieties of ethics generally 

observed by the community or contains terms, words or subject matter not generally 

considered acceptable in polite conversation shall be accepted. 

 Women portrayed as mere sex symbols should not be permitted. 

 

 

TEACHING THE YOUTUBE ADVERTISEMENT CASE 

Today’s Net Generation students are so sophisticated with technology (Editya et al., 

2013; Van Doorn & Eklund, 2013) that almost all of them are seen with an up-to-date digital 

age gadgets such as smart phones (e.g iPhones 5 and Samsung Galaxy S3) and tablet Pcs.  

The increasing usage of these gadgets has become one of the major factors fueling the 

continued growth of YouTube (Panthaky, 2012). YouTube has also been voted as the top 

video sharing site in The Emerging List of Top 100 Tools for Learning in the year 2009 to 

2012 (C4LPT, 2012). 

 

In this case study, students have to view commercial advertisement video in YouTube 

and as part of this, students complete a number of associated activities in which they are to 
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reflect on their ethical perspective regarding the gender representation on the media. They 

critically evaluate the video in terms of the actor representation. In addition, they produce a 

position statement as part of a group.  

 

This case will be used in Media Psychology course for Creative Media Management 

degree program. Students in this course have been introduced to general ways of looking at 

media and theoretical issues in media studies. I typically use this case study to help me 

understand the students’ ethical and spiritual perspectives, evaluate their writing ability and 

establish a spirit of collaboration in the course. The case would also be appropriate for an 

Advertising, Moral/Ethics and Marketing course. 

 

Objectives 

The overall objective is to evaluate the representation of men and women in media 

specifically in advertisement of social media marketing. 

 Specific objectives include: 

 To increase the understanding of the differences between men and women 

representation in media. 

 To state their ethical perspective with regards to gender representation in media. 

 To be able to write a cohesive position statement from a group perspective even 

though the position may be contrary to their personal feelings. 

In addition, this activity serves as a linkage the knowledge of theory and reality in media 

industries. 

 

Classroom Management 

The case can be completed in one to two hours period. 

 

Pre-Case Preparation 

Prior to the activity, divide students into groups. Each group consists of five people. Each 

group will be given an opportunity to discuss and select their preferred Malaysian products 
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advertisement video from YouTube. Based on Berk (2009) suggestion in choosing video for 

classroom use is emphasized using the following guidelines: 

1. Criteria for selection- The video must advertise Malaysian products. 

2. Types of movie - The students are free to select advertisement video which they are 

familiar or have interest in. The numbers of videos were not limited. They can also 

select the video by filtering the top-rated or most often viewed. 

3. Sources of movie –uploaded video at YouTube (http://www.youtube.com/) 

 

Example of YouTube Advertisement Video 

 Garnier Malaysia (portrayal of women and men) 

 

 

 

(a) portrayal of women  (b) portrayal of men 
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Synopsis 

This case is specially designed by the authors to expose students to strategic management 

concepts particularly the mission and vision concepts and a few of strategic management 

methods. This is a challenging and interesting case that allows students to function as the 

owner or chief executive officer of the selected company presented in this case. The major 

task in this case will be to make strategic decisions and to justify those decisions through oral 

and written communication. Students may use the notes presented in this case, coupled with 

their own intuition and further searching for more company information will enable them to 

integrate strategic management concepts and recommend strategic decisions that determine 

the future direction of the company.   

Keywords: strategic management concepts, external factor evaluation, internal factor 

evaluation, mission, vision and Celcom  
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EXTERNAL ISSUES 

 

Celcom Axiata Berhad is a comprehensive strategic management case that includes the 

company’s year-end 2012 financial statements, organizational chart, competitor information 

and related environmental issues. The case time setting is the year 2011 to 2012. Sufficient 

internal and external data are provided to enable students to evaluate current strategies and 

recommend a three-year strategic plan for the company. Headquartered in Kuala Lumpur, 

Malaysia, Celcom’s common stock is publicly traded under the ticker symbol AXIATA. 

Table  1 shows service provider complaint statistics for telecommunication service 

companies. Although TM received the highest number of complaints (406) in 2011, ranking 

it number 1 in this respect, Celcom came in 3
rd

 with 207 complaints, most of which 

concerned billing and charging. Other frequent complaints received were connected with 

marketing and promotions, service and unfair practices.  In terms of messaging promotion, 

Celcom received the highest complaints from customers and also has been labeled as ‘given 

poor service’.      

Table 1: Service provider complaint statistics 2011 

 

Source: Consumer Forum of Malaysia (CFM) Annual Report (2011) 
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INTRODUCTION 

 CELCOM AXIATA BERHAD  

Celcom is the largest telecommunication service provider in Malaysia, having achieved 

significant growth in mobile broadband, m-commerce, enterprise solutions and bulk 

wholesale services. It has the widest network coverage in Malaysia and a significant presence 

in other Asian countries like Indonesia, Sri Lanka, Bangladesh and Cambodia, besides 

strategic stakes secured in India, Singapore, Pakistan and Thailand. 

 History 

Celcom Axiata Berhad, formerly known as Celcom (Malaysia) Berhad, was founded in 

1988 with its headquarters in Kuala Lumpur, Malaysia. Presently operating as a subsidiary of 

the Axiata Group, Celcom Axiata Berhad started its operations as STM Cellular 

Communications with the Fleet Group and Telekom Malaysia as shareholders. Subsequently, 

Telekom Malaysia sold its 51% shareholding to the TRI group controlled by Tajuddin Ramli, 

while Fleet Group's share was transferred to the Time Engineering group. At the beginning of 

its operations, Celcom experienced a tremendous growth in subscriber base and network 

coverage under the stewardship of its president, Rosli Man, who was instrumental in turning 

Celcom into the leading cellular service provider in Malaysia before leaving the company in 

1996. While Celcom’s growth continued, competition with other telecommunication service 

providers soon set in. 

As a  result of the 1997 Asian Financial Crisis, the company faced liquidity problems and 

was acquired by Danaharta, a national asset restructuring company.  In 2003, Celcom was 

subsequently sold to Telekom Malaysia which proceeded to merge the company with its own 

mobile business company.  Celcom, originally listed on Bursa Malaysia, has been privately 

held after the merger with Telekom Malaysia Berhad.  Poor management by its former 

owners saw Celcom being ruled liable for infringing an agreement signed with the Deutsche 

Telekom AG’s unit, DeTeAsia, in 2002.  An arbitration panel in Switzerland found Celcom 

liable for a payment of US$177.2 million to DeTeAsia in principal, together with US$16.2 

million in interest as well as other legal and arbitration costs.  This ruling left Celcom about 

RM 740 million in debt, prompting Telekom Malaysia Bhd to intensify efforts in seeking 

restitution from Celcom’s previous owners. 
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 Vision/Mission 

Celcom’s vision is: 

“To become the finest enterprise in the country” 

 

Celcom’s Mission  

As declared in their website, Celcom’s mission is: 

i. To delight our customers 

 

ii. To build a profitable enterprise that maximizes investor returns 

 

iii. To build win-win relationships with all our business partners, based on mutual 

trust, respect and support  

 

iv. To work to bridge the digital divide, to build our nation and to enhance its 

standing abroad.  

 

v. To maintain the highest levels of transparency, integrity and professionalism.  

 

vi. To empower, develop and reward our people, to become Malaysia's preferred 

employer 

 

vii. Together with all our stakeholders, we will make Celcom a premium brand: a 

brand that symbolizes the spirit of freedom, aspiration, confidence, dynamism, 

timelessness, universality and globalism.  

 

 Celcom’s Objectives 

 

“It is our goal to empower customers with choices and innovative solutions that 

will give them greater control and freedom to live life to the fullest” 

 

  



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 

387 

 

 Management 

Dato’ Seri Mohammed Shazalli Ramly was appointed Chief Executive Officer 

and Director of Celcom on 1 September 2005.  Narain Singh Sidhu is Chief Operating 

Officer of the company.  

 

Exhibit 1- Celcom Axiata Berhad’s  Board of Directors 

 

Source: http://www.celcom.com.my/corporate/about/board-of-directors.php  

Dato' Sri 
Jamaludin Ibrahim 
- Non-Independent 
Non-Executive 
Director / Chairman 
of the Board 

David Lau Nai Pek 
- Independent Non-
Executive Director 

Mah Yong Sun - 
Independent Non-
Executive Director 

Dato' Mohzani bin 
Datuk Dr. Abdul 
Wahab - 
Independent Non-
Executive Director 

Dato' Sri Shazalli Ramly - 
Chief Executive Officer of 
Celcom Axiata Berhad 

James Carl Grinwis 
Maclaurin - Non-Independent 
Non-Executive Director 

Willem Lucas Timmermans - 
Non-Executive Director 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 

388 

 

Exhibit 2: Celcom Axiata Berhad’s management team 

  

 

Source: http://www.celcom.com.my/corporate/about/management.php 

 

 

 

 

 

 

 

Dato' Sri Shazalli Ramly - 
Chief Executive Officer 

Nik Hasnan b. Nik Abd Kadir - 
Chief Group Internal Audit 

Suryani Hussein - Axiata Group 
Company Secretary 

Tn. Syed Mohd Najib Bin Syed 
Md. Noor - Director, Regulatory, 
Legal & Corporate Affairs 

Datin Badrunissa Mohd Yasin 
Khan - Chief Group Talent 
Officer, Axiata Group 

Suresh Narain Singh Sidhu - 
Chief Corporate & Operations 
Officer 

Noor Kamarul Anuar Nuruddin 
- Chief Carrier Collaboration 
Officer 

Chari TVT - Chief Financial 
Officer 

Zalman Aefendy Zainal 
Abidin - Chief Marketing 
Officer 

Mazri Abdul Rahim - Chief 
People Officer 

Eric Chong Tiong Beng - 
Chief Sales & Commercial 
Officer 

Afizulazha Abdullah - Chief 
Operations, Advanced Data 

Abdul Satar Mohamed - 
Chief Network Officer 

Nashad Emir - Chief 
Programme & Customer 
Experience Officer 

Jefri Ahmad Tambi - Chief 
Business Solutions Officer 

Karan Henrik Ponnudurai - 
Chief Innovation, Online & 
Digital Officer  

Kashif Haq - Chief 
Information Technology 
Officer  
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 Finance  

A major strength of Celcom is  its strong growth in financial performance. According to 

Chief Executive Officer of Celcom, Dato’ Sri Shazalli Ramly, “twenty-five consecutive 

quarters of growth is a significant milestone for Celcom as it affirms the progress of our 

current and past marketing, operational and financial initiatives, which were well planned and 

executed … Good and organized planning will contribute to the company’s sustained 

business growth”. 

Celcom’s recent financial statements are shown in Exhibit 3.  Of significant note is the 

fact that the company’s revenues increased to RM7.74 in 2012, with earnings before interest, 

taxes, depreciation and amortization (EBITDA) of RM3.45 billion. It is the highest ever in 

the company’s history. 

Hence, Celcom has managed competition very successfully from the revenue perspective. 

Celcom’s recent consolidated financial position is presented in Exhibit 4. The company has 

total current assets amounting to RM10.7 billion with only RM7.8 billion in liabilities. 

Celcom’s liabilities decreased about RM143 million in the financial year 2012 as compared 

with 2011. 
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Exhibit 3- Celcom’s Axiata Berhad Financial Statement 

 

Source: http://axiata.listedcompany.com/misc/quarterly_report_20130221.pdf 
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Exhibit 4: Celcom’s Consolidated Financial Position 

 

Source: http://axiata.listedcompany.com/misc/quarterly_report_20130221.pdf 
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 Marketing  

Among Celcom’s recent marketing strategies was a facility for  WiFi that was introduced 

in 2012 to Chinese coffee shops known as Kopitiam throughout Malaysia. The service was 

easy to use and it was eventually extended to 250 hotels and restaurants nationwide (Star, 

September 2012).  

According to Celcom’s web site http://www.celcom.com.my/uploadsfiles/press/2013-

/2013-apr-3.pdf), a recent marketing promotion offered by the company is ‘Gateminton’ 

which targets badminton fans nationwide.  With the prestigious Axiata Cup Badminton 

Tournament already being sponsored by its parent company,  Celcom offers badminton fans 

the chance to participate in its first ever Gateminton tournament that is a local twist to the 

game of badminton by using a gate as a net. According to the Chief Digital Officer, Mr. 

Afizulazha Abdullah,  

  

“Gateminton 2013 aims to take the excitement from Axiata Cup 2013 and give the public and our 

customers a taste of it through our nationwide road shows. Apart from bringing badminton back to the public 

through a very fun and family-friendly way, Celcom is also giving customers the chance to win attractive prizes 

from The Cube Celcom’s own branded multimedia channel designed to fulfil consumers’ needs and to manage 

and access content on any device while on the move, at home, at work or at play.” 

 

The customers who participate have a chance to win attractive prizes worth RM250,000 

and the grand prize of a Nissan Teana car.  

 Celcom  provides many different products that can fulfill customers’ needs and wants. 

These include Lite, Basic, Advance and Pro. Celcom also provides an affordable product plan 

for secondary school students called University of X (U.O.X). Different packages are also 

tailored to meet the demands of different age groups.  

With its array of interesting marketing promotions, Celcom is on target to increase its 

market share in the future.  
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EXTERNAL FORCES IN MALAYSIA 

 

 Social and economic forces 

The population of Malaysia was estimated at 28.9 million in 2011, rising from 8.1 million 

in 1960 (http://www.tradingeconomics.com/malaysia/population).  Nielsen Mobile Insights 

Survey (2011) found that the 20 to 24 age group accounted for 41% of Internet usage in 2010.  

 According to Bank Negara Malaysia, the inflation rate was 3.2% in 2011, declining to 

1.3% in September 2012.  In recent times, the highest rate of inflation of 5.4% was 

experienced in 2008. 

Data from the Malaysian Communication and Multimedia Commission (MCMC) showed 

that poverty level decreased between 1995 to 2009, whereas the household expenditure on 

communication services increased between 1993 to 2010.  The Malaysian national budget for 

2013 has provisions for increases in the basic salaries of workers to RM800 per month in 

Sabah and Sarawak and to RM 900 in Peninsular Malaysia (Malaysia Budget, 28 Sept 2012).  

The Nielsen Company online survey of more than 35,000 mobile users in 23 countries 

found that 75% of the respondents intended to upgrade their mobile phones to Smartphones. 

Malaysia is among the the most aggressive markets in terms of Smartphone purchase 

(Neilson, 2011). Consumers in Malaysia tend to change mobile service providers frequently 

owing to the fact that this practice incurred no cost, and the phone users were able to retain 

their phone numbers.  

 Government initiatives and political forces 

When the use of information communication technology was advocated in schools in 

recent years, Celcom took the opportunity to launch its product, “EDUCUBE”, a 3-in-1 

online education service incorporating lessons, tuition and mock examinations. The package 

offers over 70,000 questions with six key modules for students preparing for the UPSR, PMR 

and SPM examinations.  With such a package, students are able to enjoy many benefits such 

as revising at any convenient time as well as obtaining instant feedback from automated 

marking so that they can learn from their mistakes.  

According to the Malaysian Communications And Multimedia Commission,  
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Telecommunication services comprise the largest sector in the Malaysian 

communications and multimedia industry. A rebate of RM200 was planned for 3G 

Smartphone subscribers in 2006.  In 1999, the government introduced the “Equal Access” 

policy to facilitate and improve the quality of telecommunication services, as well as to 

encourage telecommunication providers to reduce the price of their products.  

 

 Technological factor 

The new Fourth Generation or “4G” standard referred to as Long Term Evolution (LTE) 

is already widespread. The Global Mobile Supplier Association (GMS), is the forum for, and 

represents, the leading GSM/3G suppliers worldwide reports that 4G LTE networks are being 

set up in 90 countries by 280 operators, including Celcom in Malaysia. As technology 

changes frequently, Celcom has to adapt fast. The 4G technology enables data download 10 

times faster than that facilitated by the 3G platform.  To meet customers’ demand, calcium 

needs to move expeditiously to upgrade their telecommunication services to 4G LTE. 

 Competitors 

 

Table 2: Comparative telecommunication charges through providers in Malaysia  

 Table 2 shows that Celcom monthly charges are higher than those of Digi. Moreover, 

Celcom provides the fewest free minutes of free calls.  Hence, although Celcom is a pioneer 

in the Malaysian telecommunication industry, it is facing stiff competition in the market.   
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CONCLUSION 

 

Having undergone a critical phase in the early stages of its operations, Celcom has 

emerged as a leader in the telecommunication industry.  Nevertheless, the company needs to 

stay vigilant to its competitors’ moves in order to maintain its customer base and win new 

clients. Celcom has also achieved significant growth in mobile broadband, m-commerce, 

enterprise solutions and bulk wholesale services, and continues to have the widest network 

coverage in the country. Through ongoing investments in network coverage, capacity and 

performance, Celcom intends to maintain its 2012 technology leadership and position as the 

country’s best mobile service provider. 
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2. EXHIBITS 

Source: www.tradingeconomics.com/world bank 

 

 

Source: Department of Statistic, Malaysia, 2011 

  

http://www.tradingeconomics.com/world
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3. TEACHING OBJECTIVES 

 Able to identify key external and internal issues 

 Describe the importance of vision and mission 

 Able to give examples of external and internal environments 

 Propose good strategies based on current organization performance 

 Describe how to conduct EFE and IFE 
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Synopsis 

D’Gate Sign is a family business run by a husband-wife team. It is uniquely positioned 

to provide a wide range of signs and graphics to businesses both large and small. Though 

indulging in a hard work to start the business from scratch in 1990, En. Anuar Ismail (the 

founder) can really enjoy the worth rewards now. He hit on a winning formula as up to date; 

the company is one of the top sign manufacturers in Dungun, Terengganu. 

 

Nevertheless, the management was troubled by the complaints received about late 

delivery. This is due to high demand that the company obtained recently. The company has 

bought two digital machines, but still the problem cannot be resolved. To make the matter 

worse, D’Gate is facing a lower financial performance in which it depicts a negative figure in 

the net income. 

 

mailto:nikfa738@tganu.uitm.edu.my
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INTRODUCTION 

 

It was often the case on Friday afternoons that Anuar Ismail, the Managing Director and 

founder of D’Gate Sign, relaxed with a spot of fishing on Dungun pristine beach, set on the 

east coast of Peninsular Malaysia. He was facing South China Sea for the cool breeze and 

golden sand. He claimed it gave him the physical break he needed from the rigours of 

business life but, importantly, it also allowed him time to think, and ponder over the state of 

his company. He had just returned from Dungun Kopitiam late at night before; having a 

meeting with a digital printing machine supplier who arrived from Kuala Lumpur. His wife, 

Khatijah Ismail was eager to hear how the discussion was going. They would have dinner 

together. 

En. Anuar realized that something was not well in the office when on 13th December 

2012, he received a call from a major customer complaining about poor service due to late 

delivery. Before this, several complaints have been received from customers about 

unfulfilment of datelines. He had difficulty promising and then achieving delivery times. As a 

Director of Financial and Administration, Pn. Khatijah had to placate their customers and 

apologize for the resulting delays. Though with the operation of two digital machines, the 

problem of late delivery still exists due to the company’s incompetency of fulfilling recent 

extensive demand.  

 

 

 

COMPANY BACKGROUND 

 

Like any other startup, D’Gate has a humble beginning; operating its business in a wooden 

shop at Sura Gate, Dungun. It struggled during the the early years, facing insufficient fund 

and technical problems. After a slow start, it began growing rapidly. D’Gate Signs is a small-

sized with 11 workers. Founded in 1990 with the name Anuar Art, the company was ranked 

as the top sign manufacturer in Dungun, Terengganu. Key to D’Gate’s top rank is the 

company’s ability to customise the products in accordance to customers’ needs and investing 
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in solutions that help continuously improve operational efficiency. “Clearly D’Gate needs to 

remain highly focused on ensuring customer satisfaction,” says Anuar Ismail, Managing 

Director of D’Gate Sign Sdn Bhd. 

En. Anuar highlights that the single greatest challenge he has in managing the 

workforce is to retain good and skilled employees. Realising this, he works on a strategy to 

motivate employees by conducting visits and having vacations together (including all family 

members). He believes employees who are well-rested and healthy bring a productive vibe to 

a work setting. “Vacations give an employee a chance to rest and rejuvenate between periods 

of work. Employees will feel that their efforts are rewarded with time away from the 

workplace that can be used for rest, relaxation and family”. 

 

          D’Gate implements job rotation in the workplace where employees have to move 

around to various jobs within the company. En. Anuar claims despite benefits related to 

multiple skill development, it would increase employee interest level and motivation. Over 

time, employees develop more skills in a wider array of positions. This provides easy 

replacement when an employee is absent without prior notice.  

 

Right from the beginning, as early as in school times, En. Anuar was interested in skill-

related job. He considered that job-related skills need to be nurtured because those skills 

required to function successfully in the context of the workplace--in the performance of a job. 

At the young age, En. Anuar was involved in mechanic jobs, art and welding. He had 

performed these skills in all positions but was able to acquire most knowledge and experience 

in art and design. He began his career as a subordinate and had never dreamt of becoming a 

director of his own company.  

 

MANAGEMENT AND PHILOSOPHY 

The top management team at D’Gate is headed by En. Anuar Ismail. He is the Managing 

Director and Pn Khatihah Ismail acts as a Director of Financial and Administration. This 

working relationships is made up of husband-wife team. When a married couple are operating 

as part of a small business, the time together is increased, as is the stress, which means the 

fireworks can really fly.  However, En. Anuar has put an indiscretionary trust to his wife 
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because for him, a successful family-run business is that it is built on lasting relationships of 

trust and commitment. D’Gate has adapted to the new normal of market volatility and 

economic condition. Despite the tough economic going, the company can not only make do 

but grow, even if only modestly, in the current environment. Smilingly...Pn. Khatijah uttered 

in Malay, “Tiada rotan, akar pun berguna” or in English, the proverb would sound like... 

“When you’ve got nothing but lemons, make lemonade”.  

 

THE BUSINESS 

"Our core business is sign manufacturing and printed sign goods," En. Anuar said. But as a 

full-service sign company, "we do whatever a customer needs and we do almost all of it in 

our shop. It means a lot of overhead. We keep building on and our customers know that we're 

continuing to invest in and grow our business." 

D’Gate’s range of clients has expanded rapidly over the years and the company 

focuses its business on servicing the government and small business sectors. UiTM 

Terengganu, IMTIAZ, Politeknik, JKR, PPD, PDRM and so forth are among its key  markets. 

These clients may run activities regularly and D’Gate’s work as a result includes the making 

signboard, billboard, banner, bunting, and so forth. All of these are processed at a high 

volume, utilising a variety of both machinery and manual labour. The digital printing is 

conducted by the machinery, but where client’s materials cannot be handled in this way due to 

their awkward size or nature, manual processes must be used. “Things like this have gotten so 

much easier to do, once you begin to learn about it ” En. Anuar stated . 

Despite challenges and stiff competition from their main competitors i.e. Purnama Art, 

Fiza Art, Focus Sign and FSRS, En. Anuar and Pn. Khatijah are confident their growing 

business will continue to grow, and they are willing to expand based on past success. Their 

faith in their business’ continued success is the result of careful planning and a willingness to 

make changes when needed. Part of their success can be traced to their mantra to stay ahead 

of the curve. They always want D’Gate to be able to handle more business than it currently 

has and to be on the cutting edge of technology. 
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As a saying goes: two heads are better than one. En. Anuar always ask suggestions, 

comments and reactions from his workers regarding the work and workplace. His employees  

feel confident in their contributions to the company because he has such a ‘human touch’ 

psychology and time to listen to them, while showing understanding and compassion. “My 

boss is not too strict to the workers and this encourages us in doing our work” said Cik Anis, 

one of D’Gate’s staff.  

 

THE CUSTOMER  

D’Gate described its target markets as goverment and small business sectors in the districts of 

Dungun and Paka . En. Anuar described the company’s target market: “We tend to do less of 

the acquisition of new clients and more of the relationship-type mailings (via emails), cross-

selling of clients”. 

En. Anuar went on to describe how a customer project might begin and the role of 

competition and trends in buying in the market: 

 “Quite often in the better relationships, the customers may call only us. They have the price 

ranges from the past, and when they call us if the price hasn’t changed much, they will go 

with us. We try to do as much business in an account as possible, 100 percent panetration in 

the market is an unusual thing”. 

“One stop shopping is a big trend that we see now, where the buyer would go out and say, 

“Okay, I’ll get my banner printing here, my stamp over here and I’ll do my car plate here.” 

There were three shops involved in doing the a job. Today, for that job they have to stop at 

one place which is D’Gate”. 

D’Gate acknowledged about the consolidation of buying responsibilities and the 

reduction in the number of suppliers were parts of what appeared to be a broad trend in 

business nowadays. The buying function in many organizations had been focused in fewer 

individuals, often aided by improved automation. That is the reason its customers often 

needed additional services from the company and tended to form deeper relationships with 

D’Gate who could provide the necessary support.  
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The company normally received orders for banners, stamps and buntings from 

government sector. In maintaining a cordial relationship with its government customers, 

D’Gate would resort to friendly payment reminders in response to late payments. En. Anuar 

admits that the company does face a problem of having less of a cash buffer to withstand 

protracted periods of delayed payments and prompt payment by government is crucial in 

ensuring the company’s stability and growth.  

 

CONTINUOUS IMPROVEMENT 

En. Anuar endeavoured to upgrade the process of production via a “studio development 

approach”, including design, computer graphic design and quality assurance. He added:  

“It’s an approach where you take the the requisite combination of skills: product 

management, graphic skills and put it together in a single team and they focus on a single 

project together. Studios...(allows) people to make hundreds of decisions that go into the 

creative process. And frankly, we’re just copying the best of what we see in other signs 

companies. It’s an approach that we adopted only a couple of years ago, at the impetus of the 

staff themselves”. 

At D’Gate, all employees are encouraged to contribute ideas for improving their 

working practices. “The person doing a job often knows best how to make improvements”, En. 

Anuar said. He believed that this empowerment of employees helps them feel valued and 

gives them job satisfaction.  

D’Gate uses its knowledge and experience of continuous improvement to win new 

business. Not embraced into the comfort zone, sometimes En. Anuar had to spend on 

sleepless nights to ensure the tasks run smoothly and according to the plan. This will enable 

the company to outperform its competitors. “I am concerned about  improvement especially 

when producing the signboards, billboards, and banners because I believe it will help my 

business to move ahead of the competitors and increase the market share”. En. Anuar 

claimed. He is attentive to technological change and tend to develop innovative products 

through continuous improvement; which could be done without difficulty using contemporary 

digital printing machines.  
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In the past, En. Anuar has large files couriered to him on disk or sent in the mail 

because there was no internet. After connecting to to TM Streamix in November 2009, he can 

now download the larger files in seconds. He describes the change as going from “walking 

around in sandshoes to driving a Mercedez”. En. Anuar’s business has benefitted enormously 

from his connection to TM Streamix. The time saved in the transfer of files has meant that 

everything he does can move faster, and he can deliver his signs to customers in almost half 

the time it took before. 

 

REALITY CHECK  

End of 2010, En. Anuar still remembered that he called his side kick, En. Ahmad Shahrizan 

Abas, into his office to have a reality check. Not too surprisingly, En. Ahmad Shahrizan did 

not have a lot of advice to give on the spot. In fact, he had questions of his own. "Instead of 

focusing on expanding the business, what if we focus on our business now?”. 

"How much would the machine cost?" En. Anuar offered a best guess of RM100,000.  

"Whatever the cost turns out to be, we're going to need that modern machine," En. Anuar 

allowed. "Right now we're on track to generate a positive cash flow without raising any 

additional capital, but it won't be enough to fund a move beyond our competitors." En. 

Ahmad Shahrizan replied. "What if we went out and raised a lot more money and expanded 

the product offering and buy a new machine at the same time?" En. Anuar swallowed hard; he 

was usually game for a challenge, but a double dare was daunting. He couldn't help thinking 

of the sticky note he'd posted on the frame of his computer screen a few days after he started 

D’Gate. It clung there still, and it had just one word on it: "Focus." 

 

Ahmad Shahrizan sensed Anuar's hesitation: "Look. We're not going to decide this 

today. And really, at the end of the day it's up to you. You are the boss. You've done the right 

things so far. Keep on doing them." Hanging up, Anuar was reminded of how pleased he was 

with Ahmad Shahrizan 's hands-off approach. 

 

In January 2011, a digital printing machine was bought for printing 8 feet banners and 

signboards. Eventhough the costs for the machine is quite high; i.e. RM105,000, D’Gate is 
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able to meet the needs of its customers more closely. Eager to fulfil many orders from the 

customers, about 4 months later, the company bought another digital machine for printing 10 

feet billboards that cost about RM110,000. The capacity of these two machines is up to 24 

hours of operating time. Compared to the previous operation process using manual and semi- 

automated machine which consumed long hours of labor. 

 

D’Gate has built a good relationship with its supplier for almost 10 years. En. Anuar 

always meet the supplier face to face, this gives him as well as the supplier the perfect 

opportunity to understand each other personally as well as professionally in addition to 

understanding each others’ needs both from the supplier’s side as well as D’Gate’s...the 

buyer’s side. D’Gate’s supplier is always willing to offer the company the best trade credit 

terms possible that in a way or the other, will maximize the company's profitability.  

 

At the end of the year, however, the financial sheet shows high spending value on few main 

categories of cost that has resulted negative figures (refer to figure 2: income statement). 

Refering to the current asset showed in figure 1, there is some decrement as well in its current 

asset.  

 

THE DINNER 

Over dinner, Pn. Khatijah continued to listen to her husband telling her about the earlier 

problems with the dateline fulfilment and how their company seemed to go through so many 

ups and downs. At least the sales keep on rising and they seemed to inundated with many new 

customers. 

She listened intently, yet was very curious that En. Anuar had not mentioned anything 

about buying a new digital printing machine. This was an area of particular interest for her, 

given her position as the Director of Financial and Administration of the company. She 

actually felt uneasy at the negative figure in 2011 net income.  

Her husband began talking about the financial report and had just started to mention 

new machine when all of a sudden his eyes glazed over as he stared into his watermelon juice. 
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The challenge here is whether to buy another digital printing machine which would 

display a bigger ‘loss’ figure in the company’s net income as the company had incurred loss 

in the year 2011 as a result of two machines acquisition. Or should they improve the business 

process? Plays En Anuar role in deciding this dilemma.  

 

APPENDIX 

FIGURE 1: BALANCE SHEET AS AT 31 DISEMBER 2011 

 2011(RM) 2010(RM) 

PLANT AND EQUITMENT 311,448 160,681 

 

CURRENT ASSETS   

Inventories 51,902 61,390 

Receivable 67,087 57,180 

Cash and bank balance 4,008 11,967 

 122,997 130,537 

Less:   

CURRENT LIABILITIES   

Payables 279,456 293,276 

Borrowing 36007 - 

Taxation 5,810 2,310 

 321,273 295,586 

   

NET CURRENT LIABILITIES (198,276) (165,049) 

 113,172 (4,368) 

   

FINANCED BY:   

Share capital 50,000 10,002 

Retained earnings (65,818) (14,370) 

SHAREHOLDER’S EQUITY (15,818) (4,368) 

Borrowing 128,990 - 

   

 113,172 (4,368) 
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FIGURE 2: 

INCOME STATEMENT FOR THE YEAR ENDED 31 DESEMBER 2011 

 2011(RM) 2010(RM) 

   

Revenue 519,101 510,652 

Cost of sales (210,962) (204,179) 

   

Gross Profit 308,139 306,473 

   

Other income 7 7 

Staff cost (201,495) (184,713) 

Administrative cost (88,326) (72,708) 

Other operating cost (61,363) (40,638) 

   

(Loss)/Profit before interest and taxation or EBIT (43,038) 8,421 

   

Finance cost (4,910) (1,544) 

   

(Loss)/Profit before taxation or EAT (47,948) 6,877 

   

Taxation (3,500) - 

   

(Loss)/Profit after taxation or Net Income (51,448) 6,877 
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Extract From NotesTo Accounts: 

1. Plant and equipment  10% 

      2011 Motor 

Vehicles 

Office   

equipment 

Machinery 

equipment 

 

TOTAL 

 ( RM) ( RM) ( RM) ( RM) 

Net book value 01/01/2011 15,944 23,458 121,279 160,681 

Additions - 8,880 203,250 212,130 

Depreciation charge (7,974) (5,733) (47,656) (61,363) 

Net book value 31/12/2011 7,970 26,605 276,873 311,448 

     

COST 79,736 59,384 479,402 618,522 

Accumulated depreciation (71,766) (32,779) (202,529) (307,074) 

Net book value 31/12/2011 7,970 26,605 276,873 311,448 

     

    2010     

     

COST 79,736 50,504 276,152 406,392 

Accumulated depreciation (63,792) (27,046) (154,873) (245,711) 

Net book value 31/12/2010 15,944 23,458 12,279 160,681 
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2. Cost of Sales 

2011   2010 

RM    RM 

 

Opening Inventories      61,390   41,743 

Add:  Materials     200,051  222,733 

 Transportation     1,423       1,093 

Less: Closing Inventories    (51,902)  (61,390) 

       ___________________________

       210,962  204,179 

       ___________________________
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INTRODUCTION 

 

Food industry has become a focal industrial company since its significance in fulfilling 

people’s needs all the time. In Malaysia, such industry often rises as one hot topic to be 

discussed and argued about especially when it is related to halal products which turn out to be a 

sensitive issue for Malaysians who are majority Muslims. Thus, a company owned by 

Bumiputera Islam, Unggul Food Industries Sdn. Bhd. (UFISB) takes charge in making attempts 

and initiatives in this industry. UFISB is a local company specializing in the production and 

packaging of halal frozen food. Until now, it has been 15 years since the company operated in 

promoting halal frozen food product domestically and internationally. By participating in 

international market, UFISB has successfully penetrated Middle East, South Korea, and 

Australia. Currently, this company has tried to venture into European market. The company is 

very optimist to expand their business due to the high market acceptance towards their products.  

mailto:zarif019@perak.uitm.edu.my
mailto:mohdn777@perak.uitm.edu.my
mailto:ZARUL6105@PERAK.UITM.EDU.MY
mailto:rizae378@perak.uitm.edu.my


National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 

412 

 

The demand is continuously rising overtime.  The monthly sales are accommodated to average 

RM300, 000.  

 

Mr. Azaruddin has high hopes and constructs well-organized plans for future 

development. He is really concerned on the sustainability of wealth allocation for the 

shareholders and aiming to ensure that UFISB will be listed on Bursa Malaysia for the next five 

years. Varied actions have been taken to make this vision come true; among them is the 

company’s plan to diversify their business, penetrate more international markets, strengthen their 

strategic planning and expand the supply capacity by opening more fish and prawn farms in 

future. As always, in the norm of business and marketing, UFISB do face trials and challenges in 

its 15 years of journey. The company has dealt with hardened conditions since the profit margin 

return per production is very small where 5 percent profit return of domestic sales, and 10 

percent profit return of international sales. The company also has experienced high input cost 

and escalating operating expenses (overhead) overtime. The company has been struggling in 

maintaining the level of profitability. ‘Survival’ is the best word that can best describe the 

current situation of the company. It has been 15 years of survival, and, it is fatigue endurance. 

Something needs to be done to overcome disputes and finally, achieve the top.  

 

 

THE FOUNDER AND THE COMPANY  

 

Mr. Azaruddin is the founder and managing director of UFISB. He started a micro scale 

business of processing frozen fish near his house located at Kuala Selangor. After several years 

of operation, he was introduced to local investors that brought him into high technology food 

processing business. Since then, he became enthusiastic in developing the business. In July 2011, 

Malaysia government has listed his company as one of 300 companies under High Performance 

Bumiputra Company (TeraS). The main criteria to be selected under this initiative is rapid 

business potential shown in building up economical status of the country. By being listed, it 

widens the horizon to enlarge or expand more opportunities for company growth due to capital 

loan advancement and other facilities. In addition, he also received loan and bought a premise in 
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Kamunting, Perak, a new business site. The premise is used as managing office and processing 

factory of UFISB.   

 

Currently, the main activity of UFISB is in manufacturing of frozen fish and shrimp, 

breaded fish fillet, dried and smoked fish. The company also involves in fish farming to ensure 

sustainability of production capacity; as the company serves for local and international market.  

UFISB has managed a wholly-owned fish and prawn farm situated at Mambang Di Awan and 

Sungai Trang, Perak.  

 

 

THE FACTORY AND THE FARMS 

 

To ensure freshness and quality of their product, UFISB takes an initiative to operate 

wholly owned fish and prawn farm, named Hye Farm Sdn. Bhd. Such effort is crucial since 

UFISB’s final product is easily perishable and logistic plays an important role to make sure the 

seafood arrive at the factory just in time. 

 

UFISB is a visionary company that emphasizes on high quality products and primarily 

places environmental conservation on their corporate values.  UFISB is using new green 

technology of mechanical smoke machine and hybrid solar dryer as a natural equivalent to the 

traditional practice of sun drying to produce product in most hygienic, safe and of the highest 

quality through the implementation of MS1480:2007 (HACCP) and International Food Standard 

(Codex Alimentarius). UFISB’s products harvest daily from their own farms and seafood is 

processed immediately to ensure freshness of the products. Each raw material is then thoroughly 

cleaned and inspected before being processed into their respective range. 

 

The factory operation takes single working shift for eight (8) hours a day, and hiring 35 

operation labours. The used of semi automated machine eliminate idle time and improvise the 

operation hour. UFISB has allocated huge investment in developing high technology machineries 
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and operation layout. Currently, targeted production level is three tonnes per working shift, thus 

accumulated production would be 60 tonnes per month.  

At present, the factory is experiencing under-utilization capacity since the company is not 

able to farm fish and prawn in a large scale for further processing the finished products. Such 

condition brings dilemma to the company since the cost of the farm expansion requires greater 

investment, time, and efforts.  

 

To expand the effort of increasing the number of input for production, UFISB has 

planned for setting up 500 acres fish and prawn farm in east cost Malaysia. Such a huge 

investment requires greater attention and sustainable financial flow. In the meantime, UFISB has 

taken initiative of getting local supply of Milk fish from Sabah and Kalimantan, Indonesia. Such 

initiative gives greater impact on production scale. 

 

Realizing the importance of low operating cost as one mechanism to increase profit 

margin, UFISB is trying to reduce unnecessary operating expenditure by enhancing operation 

procedure. Currently, UFISB is experiencing high operating cost for its factory and farm, which 

is RM300, 000 a month. At the same time, electricity cost becomes a major issue for UFISB 

since the rate of industrial electricity increased last year. Currently, the electical bills is mounting 

to RM40,000 a month. 

 

Last year, Malaysia government has announced for basic pay policies for workers. The 

floor wage of RM900 and RM800 per month for the peninsula and east Malaysia respectively 

was announced by Prime Minister who also said employers will be given six months to meet 

what he called a “game-changer to transform the labour market.” This announcement gives huge 

shock to the UFISB’s founder because the overhead cost of the company would increase 

approximately by 30 percent. UFISB is hiring 57 operation workers for its factory and farm. 

Such policies would lead to the risk of business folding due to impending overture of floor 

wages.  
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THE PRODUCT 

 

UFISB has received assistance from MARDI in product research and development. 

Today, they have manufactured a wide variety of seafood product category including frozen, 

dried and smoke, and breaded. The company introduces two brand names for their frozen and 

breaded range product. The Tasteezer brand is for frozen seafood and Tasteeous brand for 

breaded seafood. The brand is featured with blue-white dolphin. The owner hopes the brand 

‘Tasteezer’ and ‘Tasteeous’ would become a competitive brand in Malaysia and international 

market. UFISB believes that the used of blue theme for packaging would represent high quality 

texture, taste and freshness. 

 

To determine a price range, UFISB is using competitor based pricing strategy by having 

rival brand ‘Pacific West’ as a benchmark for price setting. The price for UFISB’s product is 

significantly less than their competitors.  In general, the price can be categorized in two ranges; 

regular price for Tasteezer products and impose premium price strategies for Tasteeous products.  

 

In the domestic market, UFISB has distributed their brand to local retailer such as Mydin, 

E-sefer and Bangsar Village. Although they are successfully penetrating the local market, they 

are facing greater challenge to breakthrough local hypermarket like Tesco and Giant; it is costly 

since they are requested to pay additional fees for product placement and arrangement. 

 

For future sustainability, UFISB initiates Unggul Food Marketing Sdn. Bhd. as their 

wholly owned subsidiaries to enhance their marketing management efforts.  Unggul Food 

Marketing Sdn. Bhd. is located at Seremban with 5 manpower including manager; enable them 

to easily reach wide market coverage throughout Malaysia. The marketing office is equipped 

with personal transports that would enable them to distribute with cost and time effective. The 

distribution areas include Penang, Ipoh and Kuala Lumpur. 

 

In maintaining and sustaining sales range of RM 300,000 monthly, aggressive promotion 

need to be conducted. UFISB has launched a website as a kick start for better promotion efforts. 
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The website currently receives unexpected hits by those who seek further information about 

UFISB and brand. The visiting rate is average 650 visitors a month and the total visitor is reach 

up to more than 6300 visitors since website launching. Beside that other promotion efforts have 

implemented including flyers, posters, participating on local trade exhibition and road show 

promotion. 

 

A NEW DIRECTION FOR DIVERSIFICATION 

 

Today, the company is looking forward for new paradigm. The company is planning to 

venture into food servicing sector by establishing a frozen seafood restaurants chain. In 2013, the 

company has planned to operate 150 restaurants that are wholly owned by UFISB and seek for 

opening 20 franchise restaurants of the same business brand and format. The idea to operate fully 

owned restaurant is originated by the UFISB’s founder who gets the idea of the flourishing 

business of AL-BAIK, the fast food restaurants chain in Saudi Arabia that primarily sells roasted 

chicken and shrimp.  

 

UFISB believes that such efforts would bring prosperous to the company as the restaurant 

is expected to generate greater return. Currently, UFISB has made first move by opening up a 

restaurant in USJ, Bangi, Kajang and Putrajaya. Instead of managing restaurants chain, the 

company is seeking a supply for their ready to eat frozen seafood at every higher education 

institution. Meantime, fast food kiosk is an apparently workable idea for UFISB.  

 

THE HOPES FOR THE FUTURE 

 

 Almost 15 years the company is experiencing low return, and today, Mr. Azaruddin 

believes that his planning and efforts will succeed in future. UFISB’s plan for farm expansion 

and restaurants chain is a kick start for wealth creation that would lead to company financial 

stability. UFISB also has to control escalating operating expenses, and find an effective solution 

for cost cutting. Meantime, Mr. Azaruddin is really optimistic on UFISB future development. 

Regards to his experience as an accountant for public listed company, Mr. Azaruddin believes he 
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can create victory for UFISB. Mr. Azaruddin realizes that UFISB has greater potential to be 

listed on Bursa Malaysia since they only need to offer stock on secondary exchanges in Kuala 

Lumpur Stock Exchange (KLSE). Registering a business to be listed on a stock exchange does 

not necessarily require the business to be a huge billion dollar equity company.  By looking for 

the criteria for listing, UFISB have no troubles to list their companies starting at the ACE Market 

as alternative because it purposely designed for companies with growth potential from all 

business sectors and no longer confined to technology companies. ACE Market replace the 

Mesdaq Market can be the catalyst for UFISB in enhancing their business because it has no 

minimum requirements on operating history, size of the firm and the operating track records.  
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Introduction 

 

As the development of technology and creative industries encourage creative diversity and global 

competitiveness, the demand for creative work and output has changed the landscape of the 

business in this area. Many creative works have been created following the rapid growth in 

computer hardware and software, the communication channels and also the recent development 

of social media applications. Consumers and end-users can also easily created their own content 

and publish or share with others. These user-generated content activities resulted in the new 

landscape of demand and supply between consumers and encouraged people to market and sell 

their own content. Thus, many creative individuals decided to set up their own companies, either 

in brick-and-mortar format or virtual format, to catch up with the increase demand and supply of 

the creative work.  

 

 

mailto:nor1911@uum.edu.my
mailto:2shuhada@uum.edu.my
mailto:2shuhada@uum.edu.my


National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

419 

 

Specific Issues 

 

Azman Aziz, a content creator, is a university graduate in multimedia creative. His interest is in 

content development, not limited to mobile applications, but also in digital and printed forms. 

But he does not know how to market his applications, apart from depending on other companies 

to market and promote his products. He usually uploads his applications via third party, but he is 

not satisfied with the outcomes, since he believes that he has better opportunities and abilities in 

promoting and selling his work on his own. Besides that, he would also wants to make profits out 

of marketing other people’s work. Azman is so enthusiastic to start his company but clueless as 

to what he should do.  

 

At last, he met his university friend, Ong Chee Meng, now a marketing officer of a 

multinational company in Cyberjaya. They discuss about the possibility of jointly setting up an 

online company, hiring creative people to develop content, and looking for clients, including 

government ministries and agencies, NGOs or whomever interested in the development of digital 

content. They wanted the newly set up company to encourage creative work among young 

generations, support the preserverance of knowledge, and contribute to the development of the 

creative industries. They need to consider either to set up the company in Cyberjaya or 

elsewhere, depending on the grant they might received from the government, the rental cost, the 

facilities they need for the creative work, and etc. They also need to do a market research in 

order to understand the demand and supply activities in the creative industries.  

 

Assuming you are Azman Aziz who wants to become a contentpreneur, propose all the 

steps and considerations in making sure that the creative company can be set up in less than three 

months, succeed and sustain. In addition to identifying the strengths, weaknesses, opportunities 

and threats in the creative business, Azman also needs to do in-depth analysis on assets and 

liabilities, and prepare a business plan. 
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Concluding Paragraph  

 

The need to set up a creative company is very much urgent to Azman Aziz and Ong Chee Meng 

as they do not want to waste time thinking, but to plan, organise, and execute their business. 

Therefore, it is critical for you to help them achieving their target of setting up the company 

within three months. 
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Abstract 

Historically, financial sustainability has been the main issue faced by many cooperatives. Large 

number of co-operatives are constrained and some are severely threatened by inconsistent and 

inadequate financing. Thus, financial sustainability could be approached with enthusiasm and 

optimism by the management of a co-operative. Today, social entrepreneurship that has ‘triple 

bottom lines’ orientation offers the tools needed to build capacity and to achieve and maintain 

long-term financial stability during times where there are changes in the economic environment. 

Social entrepreneurship through community co-operative has been identified as a strategic 

approach that encourages them to diversify revenue sources and develop new revenue-generating 

activities. For KOPEL Berhad, the management challenge is to allocate resources strategically 

and make those resources as productive as possible using new financial and marketing model as 

shown in this case study. This case study provides issues and challenges faced by KOPEL to 

ensure the financial sustainability of the co-operative. Furthermore, this case also incorporates 

actions and strategies being used by KOPEL Berhad to generate more revenues for the benefit of 

their members and stakeholders. 
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Although this case is based on facts, some parts have been fictionalized in order to maintain the 

confidentiality and convey certain theoretical concepts in a setting that are more conducive for 

instructional purposes.  

 

Keywords: social entrepreneurship, triple bottom line, financial sustainability. 

 

 

Introduction 

 

It has been a few days of raining. The weather forecast seems not to be a good weather predictor 

at all.  At a corner of River View Cafe, two close friends were sitting together facing 

Kinabatangan River. Their friendship dated back eight years, as they were the pioneer who first 

set up the co-operative, named KOPEL Bhd. Drawn into deep conversation, Mr. Rosli Jukrana, 

the executive manager of KOPEL Berhad, was seen nodding at appropriate intervals as Mr. 

Mohd Hasim Abd Hamid, the chairman of KOPEL expressed his concern on the preparation of 

the coming KOPEL’s Annual General Meeting (AGM) next week.  Like the previous AGM, they 

speculated that the financial issues would certainly become the main concern among the majority 

of KOPEL’s members in this upcoming meeting. Noteworthy, they hoped all the KOPEL 

members would attend the meeting to discuss the future of KOPEL Berhad. 

 

 

Background of the Organisation: KOPEL Berhad 

 

KOPEL Berhad which stands for KOPERASI PELANCONGAN is the Community Ecotourism 

Cooperative of the Batu Puteh Community. It is located in the village of Batu Puteh, Lower 

Kinabatangan, Sabah, Malaysia (Figure 1.0) and was registered in July 2003 under Subsection 

7(1) of the Malaysian Cooperative Act 1993.  
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   Figure 1.0: The Location of Kg. Batu Puteh, Kinabatangan 

 

The co-operative was established in 2003 and currently made up of 260 villagers from 

Kampung Batu Puteh, Kampung Mengaris, Kampung Perpaduan and Singgah Mata Village in 

Mukim Batu Puteh. KOPEL was set up to reverse the losses, to capitalise on ancient indigenous 

and  traditional knowledge and culture, to save and create economic value and appreciation of 

the mega-diverse rich  rainforests of the area, and in the process create a sense of hope for a 

sustainable future for the people of Lower Kinabatangan. 

 

From a rural community that relies on natural resources such as logging, hunting, fishing, 

agriculture for survival of life, they latter transformed into an environmentally-conscious 

community that eventually became tourists attraction and became one of their source of incomes 

through the establishment of KOPEL Berhad. Currently, KOPEL’s main business is related to 

community-based tourism like homestay, boat riding for nature sight-seeing, and conservation 

activities.  
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KOPEL’s main financial resources have been revolved from fund generated from 

government agencies and NGOs, as well as income derived from various KOPEL’s activities 

especially the homestay, boat service, guiding and food catering. The revenues are channelised to 

KOPEL’s fund and the members have to buy a minimum share of RM100 per unit. The co-

operative only keeps 3 percent of the income for its operational expenditure and the fund also 

provides micro credit for its members by offering them low interest loans. 

 

First stride... 

 

Hasim and Rosli reminisced how KOPEL first established, in which the progression has involved 

series of meetings and dialogues with various prominent stakeholders that paved the direction of 

KOPEL.   

 

The establishment of KOPEL was first initiated by Mr. Mohd Hasim, Kampung Batu 

Puteh locally-born who was also a volunteer of World Wildlife Fund (WWF) Malaysia. It started 

from initial cooperation with conservation project under coordination of MESCOT (Model for 

Ecologically Sustainable Community Tourism) in 1998 (Appendix 1a) which involved various 

community-based programs funded by three non-government organisations (NGOs), the WWF 

of Malaysia and Norway and Discovery Channel Television.  

 

MESCOT project set up the Miso Walai Homestay Program in Kampung Batu Puteh as 

the pilot project, with its main objective to develop awareness, knowledge and skills among local 

community relating to conservation of natural resources, cultural and environment for economic 

development.  The capacity building program involved several workshops on inventory and 

natural resources management, development of tourism product for business, and cultural and 

environment conservation.  

 

In year 2000, Miso Walai Homestay Program gained greater involvement from 

community in all villages of Batu Puteh as the project has convinced the community about the 

potential of the activities that could raise their income. The involvement of community increased 
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from only 1,700 participants in the early phase of the program to 3,300 participants, which also 

led to increment of number of homestays operated, from 7 participants to 34 participants.  

 

The Emerging Issues: Financial Sustainability Does Matter 

 

The conversation between two close friends, Hasim and Rosli, continued in one evening, a week 

before the AGM of KOPEL is held. While gazing on one of the pages of the KOPEL’s financial 

report, Hasim looked anxiously at Rosli and said: 

“Our dividend yield this year seems stagnant. We’ll have hard time explaining 

this to our members for sure”.  

 

Rosli agreed with Hasim’s opinion as he quickly examined the company’s financial statement in 

front of him. He then stressed: 

“It’s good if the KOPEL members are aware that KOPEL is not merely about 

money. It’s about cooperation and mutual benefit between us and 

environment”. 

 

Hasim then brought up his thought: 

“...this is not a short-term profit project. It involves long cycle and requires 

patience and passion to succeed. But the people may not understand, as they 

always expect to gain immediate returns once they joined KOPEL...”  

 

Rosli then continued: 

“...Well, yes. We are in a fragile business, wildlife and nature is our key 

resources. We are affected with unpredictable weather; deforestation is beyond 

our control…and look what has happened recently in Gunung Rara Forest 

Reserve, Tawau?! A fourteen pigmy elephants were found dead within the 

forest...it is not possible that such things may also happen to our 

elephants…Besides, we have small market size, mostly relying on foreign 

tourists. Maybe we need to diversify our products to attract bigger market, 

especially to cater our local tourists. The locals seem not to be really keen to 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 
 

426 
 

stay in a traditional homestays. They prefer a more comfortable and attended-

style of place to stay. Why don’t we propose other product?..ermmm…like 

‘kampong stay’ that suits local preference?....” 

 

Hasim totally agreed with his friend: 

“...Yeah, it’s true. But to diversify means to seek extra funds for additional 

capacity building, and more experts are needed to be hired to coordinate 

it...again..it’s about pooling of fund… it is a tough road but passable and 

possible”  

 

To community, KOPEL has not only provided its members with business profit (dividend), but 

also social benefits, for example through provision of funds for homestay renovation and 

expansion, funeral donation (khairat kematian), skills development, festival celebration, and 

sport activities.  Nevertheless, all these while, to sustain in its activities, KOPEL’s financial 

resources for development and diversification are mostly funded by several NGOs, namely Japan 

International Cooperation Agency (JICA), WWF Malaysia and Norway, Arcus Foundation as 

well as through government conservation projects like Sabah Forestry Department and Ministry 

of Tourism, Culture and Environment, Sabah. In addition, KOPEL also plans to cooperate with 

universities and government agencies through knowledge and skill enhancement program which 

may benefit the community involved in KOPEL.  

 

At present three university students from Japan are undergoing research on environmental 

quality and conservation. It also attempts to increase the awareness to outside community about 

the importance of environment and cultural conservation, which may allow KOPEL to be able to 

sustain in the future.   

 

While looking at Chi (a postgraduate student of Rakuno Gakuen University in Japan) 

who has been centered in KOPEL for almost a month doing her research on quality 

environmental monitoring, Rosli asserted: 

‘...Hasim, I think we are very lucky to have cooperation from various 

stakeholders like government agencies, NGOs and universities especially for 
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their financial assistance. And don’t forget the volunteers especially the youth, 

they are our potential market as well, who does not only invest their money 

into our business but also contributed their own energy in supporting our 

conservation activities...”.  

 

Hasim acknowledged Rosli’s opinion. He recalled the moment when he attended several 

seminars held worldwide and made him realised the importance of stakeholders’ engagement in 

determining successfulness of a social enterprise like KOPEL. He then swiftly sketched the 

reminiscence into a diagram (Figure 2.0) and expressed his views:-  

“Though we have strong relationships with the funders, we cannot always rely 

on their supports. Perhaps, we could find some ways to be self-reliant to sustain 

in the business” 

 

 

 

 

 

 

 

 

 

 

                                     

 

 

 

 

Figure 2.0: Stakeholders Involvement in KOPEL’s Activities/Programmes 
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KOPEL - More than pecuniary outcome 

 

Due to the remarkable performance of Miso Walai Homestay Program, this has led to other 

continuous program. KOPEL was later set up in July 2003 by the local community witnessing 

Mr. Mohd Hasim as the chairman (Appendix 1b: KOPEL Organisational Structure). The main 

product of KOPEL is related to tourism, conservation and agricultural. By year 2003, there were 

eight key activities actively operated by KOPEL, including Miso Walai Homestay, Maya do 

Talud Boat service, Tulun Tukou Handicrafts, Culture Performance, Guiding, Transportation, 

Kelab Berkayak MESCOT and Tungog Rainforest Eco Camp (TREC). Under Mr. Hasim’s 

dynamic leadership, KOPEL attracted more than 2,700 guests in 2011 which has generated a 

total revenue of over RM 1.5 million (Appendix 2: KOPEL’s Annual Income, 2009-2012).  

 

Over the years, KOPEL has won numerous awards. Mr. Hasim was able to stimulate and 

drive the local community towards excellence despite having a full-time job as an Assistant 

Director Development Officer for Kinabatangan District since 2005. The aspiration and 

achievements has put pressure to Hasim and Rosli to maintain performance of KOPEL. KOPEL 

has been a successful model of community-based tourism locally and globally.  

 

Despite all the bitters and sweets experienced by KOPEL throughout its establishment, 

especially at the community level in stimulating them to cooperate in this business as well as the 

industry level, KOPEL has contributed more than financial profit to its members. The ‘trickling 

down effects’ of KOPEL has been felt by the villagers. For example, in its first year of operation, 

the homestay program has generated over RM 70,000, over RM 80,000 in its second year, and 

over RM 104,000 in its third year. In a community where average per capita income ranges 

between RM 3,600 and RM 9,600 per year, this income stream is both significant and 

transformative.  

 

KOPEL under collaborative projects with MESCOT has also employed 40 people on a 

salaried basis, and over 100 on a rotational, part-time basis. Moreover, the co-operative supports 

20 families in the homestay program, 60 people in the village boat services and 10 nature guides. 

Apart from that, 30 elders and youth involved in the village culture group, which focuses on 
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ethno-tourism, and four coordinators. The local community has also benefitted from training and 

capacity building in educational workshop, business and management skills and communication 

and marketing skills.  

 

While looking at KOPEL’s financial report, Hasim then claimed: 

“Currently, although our income surpasses RM1 million, we are experiencing a 

considerable amount of expenditure in management and operation up to 80 

percent of the total revenues, and it keep increasing! The more activities we 

carry out, the more funds will be needed. It is good for us to venture into 

activities that require less capital but having good returns”. (Appendix 2: 

KOPEL’s Annual Income, 2009-2012) 

 

While breathing a quiet sigh of relief, he then continued:  

“Our strategy now is to identify products that are complementary to our existing 

products and services”.  

 

Currently, revenues from KOPEL’s activities have been used to support office and administrative 

costs, coordination and management of business and conservation activities on the ground, boats, 

storage infrastructure, and the tree nursery. Importantly, ecotourism revenues are reinvested into 

conservation activities such as forest and wetland restoration equipment and activities.  

 

En route for the future... 

 

Hasim still remembers how KOPEL’s mission was first developed. Since its initial development, 

most villagers put high expectation towards KOPEL to improve their standard of living. Hasim 

felt that one of the major keys to the present sustainability of the co-operative has been the 

substantial amount of time and concerns devoted in the initial planning of these activities.   

 

Hasim always reminded himself about MESCOT’s principle stated on a MESCOT poster 

available in the village. He said to Rosli: 
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“...we based our development around the simple matra..plan your work, then work 

your plan...”. 

 

Hasim with his expertise on strategic management, and Rosli with his technical skill have 

created synergy to discover new opportunities for survival of KOPEL. List of proposed projects 

lingered in their minds and some of those have been materialized in the form of business plan. 

Nevertheless, those proposed projects require substantial funds and that makes them feel uneasy. 

In addition, what worries them more is their responsibilities to fulfil the needs and wants of 

members of KOPEL who are also their families and friends.  

 

KOPEL’s plans for the future include development of the Eco Resort, ongoing work to 

strengthen community capacity and continue to grow at a steady, sustainable pace. The process 

aspires to allow the community to receive full acquisition under an umbrella group that act as a 

co-operative for the community tourism associations. This co-operative could hire a full-time 

coordinator to assist oversee development, promotion and marketing of all tourism products 

offered by KOPEL. 

 

Hasim and Rosli realised about the uncertain obstacles that KOPEL may face in the future.  

This requires full commitment from all stakeholders to ensure KOPEL success without ignoring 

financial sustainability.  

 

Conclusion 

 

Hasim looked at his watch then concluded their discussion: 

“We can proceed with some ideas. However, it is up to the members to decide. 

They are also the decision makers. Furthermore, this is about collective 

decisions”.   

 

The rain still continues to pour without any sign of the weather getting any better. It is nearly six 

o’clock and they need to head home as their wives and children would have probably waited 

impatiently for them to get home. Though their responsibilities towards society are their main 
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concern, yet, their roles towards their families could not be forgotten either. The sound of 

chattering slowly disappears as they trotted off their own way and gradually replaced with the 

sound of the flow of Kinabatangan River, a promising sound of a brighter day ahead. 
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Appendix 1(a): KOPEL Berhad under MESCOT  

 

 

 

 

 

 

 

 

 

 

260 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 
 

435 
 

 Appendix 1(b) : KOPEL Organisational Structure 
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Appendix 2: KOPEL’s Annual Income, 2009-2012 

 

  Sources of Income 2012                     

RM 

2011                            

RM 

2010                     

RM 

2009                     

RM 

1 Miso Walai Homestay 246,817.00 193,274.30 235,878.50 186,950.00 

2 Handicraft Products 60,922.10 42,643.30 31,595.50   

3 Cultural Dance 

Performance 

61,252.40 75,075.90 55,981.49 48,559.20 

4 Boat Service 300,891.34 286,842.93 251,371.67 82,539.12 

5 Local guides 348,477.56 238,701.13 204,323.61 69,253.85 

6 Rainforest Eco Camp 

(TREC) 

60,756.00 44,562.25 40,892.00 69,101.26 

7 Transportation services 149,963.00 128,844.15 113,210.93 93,704.50 

8 Conservation fees 234,312.30 126,954.40 115,347.25   

9 Food and Beverages 263,353.92 238,899.64 251,677.81 100,044.69 

10 Retail shop 60,444.00 53,386.50 40,307.80   

11 Others  119,980.76 108,299.25 90,295.32 193,978.04 

  Total Revenues 1,907,170.38 1,537,483.75 1,430,881.88 844,130.66 

  Total Expenditure 1,663,559.02 1,431,307.81 1,282,959.76 700,066.00 

  Net Income 243,611.36 106,175.94 147,922.12 144,064.66 

Source: KOPEL Berhad (2012) 
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ABSTRACT 

 

In competing with other book publishers in Malaysia, Rahim, the founder of Ambang Mata Sdn. 

Bhd. had introduced a new product line which was a lifestyle Muslim magazine called 

“Indahnya Islam.” Having ventured into several divisions in book publishing industry such as 

preschool books, textbooks, story books for children, children comics and other general books, 

Rahim had a bigger plan for his company.   

 

The business journey had begun in 1987 when Rahim started his company by becoming a 

distributor dealing with halal cosmetics and halal food manufacturers. He had faced the ups and 

downs as a distributor, and later saw an opportunity to publish books for Islamic preschool 

students in the early 1990s. Publishing Islamic preschool books was a segment not fully catered 

by many book publishers. Since then, Rahim did not turn back and foresee all opportunities in 

publishing books and magazines not only for children, but also for adults as part of fard kifayah.  

                                                           
1
 The authors would like to thank the Ministry of Higher Education of Malaysia in providing a research grant to 

conduct this case study research. 
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The existence of internet technology and e-marketing in the era of information and 

communication technology (ICT) offered opportunities and had affected the retailing marketing 

process and strategy including the book publishing industry. Henceforth, Rahim had to plan 

strategically in order to ensure that his 25-year-old company will survive albeit competing in the 

modern technology market environment.  

 

 

Prologue 

 

It was late evening in the mid of October 2012. Rahim cleaned up his workstation at his 

company in Kajang. He just had another busy day of pitching to new sales agents and 

distributors of his newly published magazine, “Indahnya Islam,” resolving some tender issues 

and meeting for updating displays for his company’s website, Ambang Mata Sdn. Bhd. He 

reflected on the past 25 years of their operation. His company’s operation currently was 

experiencing some hiccups after one of his magazines had been stopped from publishing after 5 

years due to failures of securing the Government tender.  After successfully building up 

reputation distributing Islamic pre-school books throughout Malaysia, Ambang Mata had 

published its owned Islamic pre-school book and some other publications including text books, 

light-reading magazines and comics.  

 

Ambang Mata was represented by sales agents and book distributors surround Klang 

Valley besides their sales executive. However, the sales executive post had a very high turnover. 

Rahim planned to promote products especially magazines through subscription and by giving 

free gifts. This strategy was deemed to increase sales but Rahim was unsure if the plan would 

work after reading about the story of Newsweek turning fully digital by early 2013 whilst 

KarangKraf had turned many of their products especially magazines online as well. 

  

As he switched off the lights in his office and headed home, Rahim wondered what 

would be the next challenges that he would be facing after his son turned down to take over his 

company and wanted to focus on real estate. Could he find time to consider the issues arise and 

solved it while he can to sustain growth or should he surrender his business forever?  
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Publishing Industry in Malaysia  

 

One of the latest developments in the Malaysian publishing industry was the review of the 

National Book Policy. The Policy, adopted in 1985, proposed that the book industry should be 

recognized as an essential industry and, therefore, support must be given for its development. 

The review was aimed at making proposals for changes which can be implemented in order to 

support a more vibrant, integrated and commercially healthy publishing sector. With the review 

of the policy, it was anticipated that the publishing sector would be able to cope with changes 

and move toward knowledge-based economy. The Government policy towards the local printing 

and publishing industry was meant to give ‘protection’ to the industry. However, the 

Government encouraged foreign investors to establish their industry in Malaysia with full equity 

to take advantage of the viable local environment with the provision that the output is 100% 

export. The Government also encouraged foreign participation in printing and publishing 

projects but imposed a limit of 30% foreign equity. 

 

In 2004, the value of publishing industry alone (excluding printing) was RM1.5 billion 

(USD405 million), involving about 500 publishing companies, 351 of which were registered 

with the Textbook Section in the Ministry of Education. While the bulk of the publication 

continued to be school-related materials – textbooks, workbooks and reference books – the 

encouraging seller in the country was a trade book, the juvenile paperback. This genre was 

popular anywhere in the world.  

 

Among the 500 publishing companies operating in the country, only about one-third can 

be considered as very active. These consist of different categories of publishers in terms of 

ownership. A majority of them were privately owned, small-scale private companies with around 

one to 50 employees. The rest were full or semi-government institutions, which include 

university presses or publishing departments. 

 

The trend in book production in Malaysia is shown in the table below (Table 2). This 

figure was based from the National Library statistics on books received and registered under the 

Preservation Books Act and the Deposit of Library Material Act. 
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Table 2: Trend in Book Production in Malaysia 
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Book Publishing Trend in Malaysia  

 

The Malaysian Book Publishers Association (MAPOBA) reported that the Malaysian book 

industry has generally been stagnant in 2010. This can be seen from the statistic of new 

publications for year 2010. According to MAPOBA report published in 2011, there were due to 

several factors such as; a) inflation and cost of living pressure. The disposable income of the 

people has been stagnant or declining due to the increase in cost of food, transportation and 

housing. b) Slowing down of the global economy has caused a lot of companies to be very 

cautious in new hiring and in salary increment. c) the Government budget cut for purchasing of 

books can be clearly seen in the marked slowdown in acquisition of new books for federal and 

state libraries. 

 

In the trade book sector, the sluggish growth for existing publishers can be seen due to 

the increase in competition from new publishers and a lot of new titles. Publishers were 

competing for display spaces in the bookshop, and to get attention from the readers. There were 

still new bookshops opening in 2010, but the number is very small. The local publishers also 

were competing against cheaper import in form of remainders, and grey market import. 

 

In the school book sector, publishers were experiencing flat or slight decline in their 

sales. This was specifically due to; a) the popularity of online revision products such as Score-A, 

tutor.com.my with the urban parents not forgetting Tutor TV and program such as Oh My 

English!, telecast by Astro a satellite television from Malaysia. The education channel 

emphasized students to learn from several channel dedicated to the students who will be taking 

UPSR, PMR and SPM not forgetting nationwide roadtour education program and b) the 

changing of curriculum. There were still old books circulating in the market under the transition 

period, and yet to fully transition to the new curriculum. 

 

Despite that, school book publishers were looking forward for the full introduction on the 

new curriculum. The new curriculum used totally new textbooks and big business in the form of 

text books and also in supplementary materials. In the Higher Education sector, the local 

publishers were struggling to compete with e-book business of the international publishers. 
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University and college libraries were expanding the purchase of e-book and subscription access, 

and reducing the purchase of printed book. 

 

Recent Developments in Publishing Industry 

 

The 21st century had brought a number of new technological changes to the publishing industry. 

According to the Association of American Publishers and the Book Industry Study Group, the 

sales of e-books were skyrocketed from US$869 million in 2010 to more than double in 2011 to 

bring in some US$2.07 billion for the US publishing industry. In another report from the CNN 

website, they highlighted the world’s e-book sales have increased to US$90.3 million in 

February 2011. This also showed a 202% of increment compared to 2010. The report also 

mentioned that the e-book sales involved 90% of the books categories. In 2011, China recorded 

e-book sales of 137.79 billion Yuan (RM6.7 billion) and Japan recorded sales of 65 billion 

(RM2.3 billion).  

These changes include e-books, print on demand (POD) and accessible publishing. E-

books had been quickly growing in availability in major publishing markets such as the USA and 

the UK since 2005. Google, Amazon.com and Sony had been leaders in working with publishers 

and libraries to digitize books. As of early 2011 Amazon's Kindle reading device were very 

significant force in the market, along with the Apple iPad and the Nook from Barnes and Noble. 

On the other hand, Newsweek who had been 80 years in printed format had decided to turn all-

digital format by early 2013. With the introduction of Google Apps and Apple Store had made e-

book more popular as consumer can just download it for a minimal price and store it in their tab 

or iPad for further references which do not require space.  

The ability to quickly and cost-effectively print on demand had meant that publishers 

were no longer had to store books at warehouses, if the book was in low or unknown in demand. 

This was a huge advantage to small publishers who can now operate without large overheads and 

large publishers who can now cost-effectively sell their back listed items. 

Accessible publishing used the digitization of books to mark up books into XML and 

then produces multiple formats from this to sell to consumers, often targeting those with 

difficulty reading. Formats include a variety larger print sizes, specialized print formats for 
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dyslexia, eye tracking problems and macular degeneration, as well as Braille, DAISY, 

Audiobooks and e-books.  

Green publishing means adapting the publishing process to minimize environmental 

impact. One example of this is the concept of on-demand printing, using digital or print-on-

demand technology. This cuts down the need to ship books since they were manufactured close 

to the customer on a just-in-time basis.  

Further developments were the growth of online publishing where no physical books 

were produced. The e-book created by the author and uploaded to a website from where it can be 

downloaded and read by anyone. There were also an increasing number of small authors who 

used niche marketing online to sell more books by engaging with their readers online. 

On another hand, Amazon and Apple were currently working on projects for resale of e-

books. That would be a game-changer for the publishing business. There was also an immediate 

peril in the prospect of a secondhand digital thrift shop. The resale of e-books would send the 

price of new books crashing. Libraries, though, welcome the possibility of loosened restrictions 

on digital material. This due to the vast majority of e-books was not available in the public 

library.  

 

Distribution Channel 

 

In traditional publishing, several channels were essential in distributing the book from the 

publisher to the end-user. These institutions include the wholesaler, the publisher’s 

representative, commission salespeople, jobbers, book clubs, and other retailers (including 

bookstores). In terms of marketing, distribution through longer channels seems particularly 

suited to books (Vanier, 1973). Books that were low-tech items require no demonstration before 

purchase or after sales service. In addition, books were generally low-priced, not justifying using 

the shorter, and more costly, channels. Generally, the relationships among firms on different 

channel levels were cooperative. The rationale lies in entering a channel relationship to co-

operate for mutual advantage. In an attempt to maintain harmonious relations with other channel 
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intermediaries, publishers were often willing to go to great lengths to please them, such as 

extending the policy of permitting returns of unsold copies (Vanier, 1973). 

 

However, information age publishing creates changes in the distribution channel. 

Consumers’ ability to compose their own books, with materials culled from several sources 

means that the distribution channel would be significantly altered, and the wholesaler as we 

know it would cease to exist. The publisher can be linked electronically to all retailers and 

distributors, who serve individual consumers. For example, in Malaysia, Stormreaders marked as 

one of the prominent agents who distribute books and magazine throughout the country via 

online.  

 

While traditional publishing pushes information in one direction, in the new age, 

information flow can be bi-directional or even networked. The new paradigm was able to 

accommodate both passive and interactive media. With greater flexibility in the format, the 

publisher was also not restricted to distributing his/her goods/services physically; he/she can now 

also do it electronically via open channels. The role of the publisher could also be enhanced. It 

could expand its assortment to include other entertainment items such as music, movies and 

electronic games. 

 

This could mean the slow elimination of several channel intermediaries. As publishers 

can access customers directly, aided by fast and inexpensive printing technologies (e.g. 

McGraw-Hill’s Primis system), they had little need to go through traditional intermediaries such 

as wholesalers and retailers. As such, we were witnessing structural changes in book retailing. 

Small, stand-alone stores were slowly being replaced by chain stores. Chains such as Borders, 

and Barnes and Noble were being established throughout the major cities in the world. They 

range anywhere from 20,000 to 50,000 sq. ft, and concentrate on store ambiance as their selling 

point. Many of them include cafes, music sales, and big, comfortable chairs for customers to 

browse books. In addition, their buying power allows them significant discounts from publishers, 

and they were able to pass on these discounts to customers. 

 

The Internet also provides a new outlet for publishers. Currently, several of the major 

publishing houses had established Web sites on the Internet. Consumers can access these Web 
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sites from their homes with the help of their PCs, modems and software. Some of these 

publishers already enable consumers to browse through titles, read abstracts, reviews by critics, 

the author’s biodata, and order the books. Purchases can be made using credit cards, and the 

books can be delivered to the consumers’ doorsteps within a few days. 

 

 

Retail Outlets 

 

There were about 600 outlets of varying sizes for all of 27 million people, thus, about one 

bookstore for every 38,000 people. About 45% of these outlets were concentrated in the Klang 

Valley especially in Kuala Lumpur and Selangor area. About 20% were in the northern area 

especially Perak and Pulau Pinang. In Johor, about 60 book outlets (10%) were actively involved 

in book selling. 

 

While the number of outlets was certainly encouraging, the quality of shops was a 

different question. It was not surprising that some bookstores would not strictly be just 

bookstores. They would also carry many other products such as school and office supplies, art 

supplies, postcards, greeting cards, wrappers, audiocassettes, souvenirs and even toys. This was 

typical of Asian bookstores, which present an uneven picture from a peddler sitting on the 

pavement to the luxurious air-conditioned showrooms in the shopping malls. 

 

Children’s Book 

 

Publishing for children continues to be considered the safest and most reliable along with the 

market for educational publications. It was also observed that as much as 80% of MABOPA 

(Malaysian Book Publishers Association) members publish children/educational materials as one 

of the main activities; and more than 40% of the total Malaysian book titles in the 1990s were in 

the category of children’s books. There were, however, new publishers who create their own 

niche and were capable of producing quality publication in their specialized areas such as 

illustration books, travel guide-books and other trade book categories. 
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On the whole, interest among publishers in children’s literature has increased significantly since 

the last decade. In 1980 for example, only 188 titles were published while in the 1990s, the 

annual output averaged at more than 2,000 titles. The present trend provides inexpensive 

publications to the children’s under the age of 12. Malaysian parents were becoming more 

education-conscious and were sending their children to kindergartens, thus creating a greater 

demand for pre-school literature. There had also been a move by the government to encourage 

preschoolers to attend formal kindergartens. 

 

 

School Book Publishing 

 

351 publishers were registered with the Ministry of Education. This comprised about 70% of the 

total number of publishers. Textbook and educational publishing was generally a lucrative 

business and private publishers were competing among themselves to secure government 

contracts to provide books for a captive market in basic education in both public and private 

schools. There were now about three million children in primary schools and another two million 

in secondary schools. The pre-school population was also about two million students. Overall, 

the government spend about RM100 million (USD27 million) annually for school textbooks, 

which were given for free to most public and government-sponsored school children under the 

Textbook Loan Scheme. This amount did not include RM5 million (USD1.35 million) yearly 

allocations since the year 2000 to supply Additional Reading Books to selected rural school 

libraries. This also excluded pre-school books or reference and revision books that were highly 

in demand. In 1998, 22.5% of the total new titles published in Malaysia were school textbooks. 

In 1990 it was 30.8% and in 1999 it was 23%. While the overall percentage decreased, the total 

number of titles as well as the volume continued to increase. 

 

Academic Publishing and the University Presses 

 

For the past four decades, the growth and demand for academic and scholarly books in Malaysia 

have increased dramatically. While the major suppliers of university books continue to be 

foreign publishers from the USA and the UK, the contribution of local university presses was 

increasingly important. As in many countries, university presses in Malaysia play their role in the 
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production, promotion and dissemination of scholarly publications. The establishment of a 

university press encouraged the scholarly publishing programmes and increased scholarly 

development and communication. The number of Malaysian universities involved in scholarly 

publishing had increased, as more local scholarly materials were needed. 

 

The total output of scholarly books by the university presses (including DBP) in 1988 

was 149 titles. In 2010, the number was about 400 titles. The number of editors also increased 

from 94 to 200. In the fifteen year period, the number of books has increased by 168% and the 

productivity of each editor has also increased. 

 

 

Trade Books 

 

There were certainly more trade books coming out that more people can read and like to read due 

to the increasing awareness among the public. The range of locally published books had grown. 

Biographies and memoirs, cookbooks, dictionaries, travel books, inspirational and religious 

books, comic books, poetry and fiction were making ways into the shelves of not only local 

bookstores but also large international outlets. Many of them were competitively priced, 

attractively designed, and of high-quality productions. Even the coffee-table book range had 

expanded and was having its own followers. Some of the titles can readily find their way into the 

international market especially the collections on Southeast Asia. 

 

Ambang Mata Sdn. Bhd. – The Journey Began 

 

Ambang Mata Sdn. Bhd. was incorporated on the 11
th

 September 1987 and owned by Abdul 

Rahim bin Yahya and his wife, Azura bte Zakaria. The business journey began when Rahim 

became a distributor for halal cosmetics manufacturer and halal food manufacturers. They sold 

canned food, ketchup and chili sauce throughout Malaysia. Rahim graduated from one of the 

local universities in Malaysia and had served with the Agricultural Department before giving his 

100% focus to the business world.  
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After three years of becoming a distributor, he felt that he kept going to the end of a road. That 

was because every time he established a new market, the original equipment manufacturer 

(OEM) sent off their salesman as well. As a result, he needed more extra work to keep 

penetrating a new market.  

 

As he stated, “It was like entering a deep jungle to get a new market. You venture into a totally 

new place and start all over again and again.” 

 

Rahim expressed that he felt like not getting involved in a real business transaction. 

 

“We were penetrating the rural areas. However, to tell the truth, we did not get any sales. We 

just left the products there. So that was not the actual sales theory. No buyer but just the 

intermediator who took the product and left it on the shelves.” 

 

Opportunities - From Pre-School to Adult Market 

“If opportunity does not knock you, build a door.” 

The above quotation suited Rahim’s character as an entrepreneur. Life as a distributor had 

impacted Rahim hardly until he saw an opportunity in the book publishing industry especially in 

Islamic pre-school. At that time, one of the well-known Muslim NGO in Malaysia had opened 

branches of Islamic pre-school situated all over the nation but they had difficulties in distributing 

their books. Hence, started with just one kindergarten, Rahim distributed the books to other 

private kindergartens as well. He utilized his van which he used to drive when he became the 

food and cosmetic distributor before. 

 

Seizing upon the opportunity, in 1993, Rahim turned Ambang Mata to his own 

publishing company which focused on pre-school exercise books. At that time, there were not 

many pre-school book publishers around. The company published and distributed books and 

magazines to all over Malaysia. The company also published three major magazines namely 

Anakmu, Buka Mata and Cekap. According to Rahim, the magazine’s volume was around 30,000 

to 35,000 per month. This was due to the monthly subscriptions by the kindergartens who bought 

their pre-school exercise books as well. The company also was moving towards publishing e-
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book for the pre-school. They had published CD to accompany the pre-school exercise books. 

They planned to translate the Anakmu magazines into English and digitalize the content into e-

magazine. By doing it, there will be market development and expansion into new geographic 

region as the needs of Islamic children reading magazines and books is highly demanded in the 

international market.  

 

In 2006, the company launched a project on translating a series of Encyclopedia for 

Muslim Kids from Bahasa Indonesia to Bahasa Melayu. Rahim invested a huge amount of 

money to ensure that project successful. Among others were advertisement through IKIM Radio 

and collaboration with Bank Islam where their customers could make a monthly installment via 

their bank account. Ambang Mata also actively involved with book fares all around Malaysia.  

From that project, more people got to know the company and the products published. 

 

Besides focusing on the pre-school niche market, the company was also moving forward 

by publishing text books for primary and secondary schools. The company had been awarded 

five tenders from the Ministry of Education of Malaysia to publish and distribute text books at all 

over Malaysia. These includes Mathematics, English, Physics and Arabic text books. The 

company also obtained a tender to publish and distribute textbooks for Johore Religious School. 

That was a big opportunity for the company since Johore made it compulsory for all students to 

attend religious school to supplement their academic school. Knowing there were demand, 

Ambang Mata had produce their owned magazines in Arabic writing but it only lasted for 5 years 

as there were not many buyer who bought the magazines. It never fails him to seek other 

segment to venture to.  

 

Seeing an opportunity in the adult market, Ambang Mata further ventured into light-

reading magazines for Muslim adults. There were many magazines published by other publishers 

such as Solusi, QnA, Milennia and others. However, according to Rahim, the newly published 

“Indahnya Islam” was meant to provide extra options for the customers to choose their reading 

materials. 

 

Sales for the introductory edition were 5000 copies and the second edition was sold for 

5500 copies. They aggressively promote customers for monthly subscriptions and Rahim 
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believed that the strategy would be useful to ensure the sustainability of the magazine’s 

publications. 

 

In addition, the company had made collaboration with Bank Rakyat by publishing books 

for children, generating ideas for the bank’s mascot products, buntings, banners and posters. The 

company also published books for other government agencies, cooperatives, as well as private 

sector.   

 

The Company’s Operation 

 

Ambang Mata Sdn. Bhd. had 33 staff led by Rahim as the Managing Director. His wife, Azura 

did not act formally in the company’s operations. The company had a Senior Operations 

Manager which monitored the main operations of the publishing company. The Chief Editor 

headed the Editorial department which consisted of three Editors for the company. The Graphics 

and Designs Manager supervised nine staff whereby the Artist Manager had another nine staff. 

The other two departments were Sales and Accounts. The Sales department was also responsible 

for online order by the customers. The company had a van which being used to distribute their 

products to the customers. The company’s website was maintained by an outsource webmaster. 

In terms of the book storage, the company had a storage located in the same operation building.  

Rahim stressed out that among the functional roles, the Sales Department had a ‘hot seat’ 

whereby the Sales Executive post had a high turnover. So he had problem to train new Sales 

Executive for almost every six months. As a result, Ambang Mata depended upon appointed 

sales agents and distributors. Due to limited number of these agents, the products were not 

widely distributed.  
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The company’s organizational structure is shown in Chart 1. 

 

 

 

 

 

Chart 1: Organizational structure of Ambang Mata Sdn. Bhd. 

 

 

Financing Source 

 

Only after 25 years being in the industry, the banks called and asked him to apply for a 

financing. Before this, during his business started up process, he used to utilize his own savings 

and the company’s revenue to run his venture. Yet, he believed in the word ‘trustworthy.’  

 

“Do you know that we had once received RM1 million credits from our supplier? I was 

touched by this supplier. He trusted on me and that is why I believe trustworthy is the important 

value a businessman should have.” 

 

Rahim shared his experience of getting RM1 million trade credits from a supplier when 

the company had gone into a process of getting the Government textbook tender.  
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Rahim alleged that he needed more financing source for his business expansion. Nevertheless, 

nowadays he did not face much problem in getting financing from financial institutions since 

they had recognized his existence in the industry. 

 

Muslim Entrepreneur Attributes  

“I started my business with halal food. And now I produced ‘halal’ books. Can you see both are 

food? First is food for your physical and now is food for your soul.” 

As previously mentioned, Rahim started his business by distributing halal cosmetics and 

halal food to Muslim consumers all over Malaysia. He further expanded his business by 

publishing pre-school books focusing on Islamic pre-schools. All of his publications were 

especially produced for Muslim readers. He believed that as a Muslim, it was his fard kifayah to 

provide the Muslim community in getting halal sources in their lives. These would be both 

consumable and inconsumable products. He also emphasized on the quality of the products to be 

published. He was confident to provide books with cheaper price but higher quality from the 

non-Muslim publishers. 

According to Rahim, while running his business, he fixed with a principle of 3R in his 

daily life. The 3R stands for “Rasuah” (bribery), “Riba” (interest) and “Rahman” (generous). 

For the first two R, they bring a negative connotation in business. He believed that a man should 

not get involved with bribery or interest in business. On the other hand, the third R is the most 

important value than one should have in order to be a good businessman especially being a 

Muslim entrepreneur. That would be “Rahman” which being generous with everyone no matter 

who they are. 

 

Succession Planning 

With two grown up sons, it was about time to think about succession planning of Ambang Mata. 

Moreover, with the current book publishing industry environment, Rahim felt that his sons 

possessed better knowledge in coping with the changing technology. He once offered his sons to 

continue the family business. However, according to Rahim, they were not interested to take 
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over. The elder son was inclined towards property industry while the younger son was still in 

puzzled. 

 

Epilogue 

 

Ambang Mata Sdn. Bhd. had stormed the Malaysian book publishing industry for years. The 

company had survived competing in the tough industry dominating by big players. Pledging with 

daily routine of not taking any bribery, riba’ and being bountiful, Rahim had brought his 

company to another league. Despite having several product lines under his company, Rahim did 

not feel secure and comfortable. He realized that the business might soon be facing problem if he 

could not think of other way as his current tender submission was unsuccessful. Many 

competitors entering the market with all sorts of digital products which can be downloaded 

easily, this would not be easy to him as he started studying the next project which would help 

him to maintain in his seat. 

 

Rahim had talked to his son about his concern of the recent developments of the 

publishing industry and its effect to Ambang Mata Sdn. Bhd. However, his son seemed more 

interested in venturing a property business which he found was more profitable than his father’s 

publishing house.  Would Ambang Mata deploy a similar strategy with Newsweek where 

everything will be turned to digital? Was he capable to do so? Was the publishing industry still 

attractive for him to stay in? All these questions were whirling around his mind but he knew that 

he needed an action plan so that his 25-year-old company will survive in the competitive 

marketplace. 
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Appendix 1-  Publishing Industry  

The diverse group of publishing industries includes: Books, Directories and Mailing Lists, 

Journals, Magazines and Business Media, Newspapers, News Agencies and other Information 

Services. From the printed word to online, the occupations and roles involved were many and 

varied. Whether a journalist, commissioning editor, designer or an advertising executive, 

advanced multimedia formats mean the industry was at an exciting time and subject to rapid 

change.  

The process of publishing includes production and dissemination of literature, music, or 

information — the activity of making information available to the general public. In some cases, 

authors may be their own publishers, meaning: originators and developers of content also 

provide media to deliver and display the content for the same. Also, the word publisher can refer 

to the individual who leads a publishing company or imprint or to a person who owns a 

magazine. 

Traditionally, the term refers to the distribution of printed works such as books (the "book 

trade") and newspapers. With the advent of digital information systems and the Internet, the 

scope of publishing has expanded to include electronic resources, such as the electronic versions 

of books and periodicals, as well as micro-publishing, websites, blogs, video game publishers 

and the like. 

Publishing includes the stages of the development, acquisition, copy-editing, graphic design, 

production – printing (and its electronic equivalents), and marketing and distribution of 

newspapers, magazines, books, literary works, musical works, software and other works dealing 

with information, including the electronic media. 

The expanding market for books was due to higher levels of literacy as well as a decline of the 

price of books as a result of economies of scale and improved production methods. With this, the 

printer-bookseller was gradually phased out, and replaced by modern publishing houses.  
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The Long Process of Producing and Distributing a Book 

The entire process of getting the completed manuscripts to the consumer was a complicated one, 

incumbent on the interactions of several key players in the industry structure. Without any one 

party, market failure occurs. This due to each player must rely and interact with at least another 

participant, beginning with the author and ending with the consumer. Figure 1 indicated the  

diagrammatic representation of the interactions among the different parties in the industry. 

 

Figure 1: Framework of vertical relationships 

 

Each book originates with the author. Briefly, the author had an idea for a book. Depending on 

the nature of the book, there may be a period when he/she conducts research to verify facts, for 

example. This was then followed by a period of writing. After completing the work, the author 

usually approaches an agent to help “sell” the book to a publishing house. The agent will usually 

had greater knowledge of the commercial value of a book than the author, and more skilled at 

negotiating with the publishing establishment. The importance of having an agent was also 

appreciated by the publisher. This is despite the fact that the agent may drive a harder bargain for 

the author. The agent introduces order and spares the publisher the problems of negotiating with 

someone whose naivety and lack of business experience can create even more difficulties. The 
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agent also helps the publisher by first screening the book, and judges its appropriateness to a 

particular publisher. 

 

Each publishing house will have its own preferences for certain material, usually following the 

quirks of the editorial staff. The agent then approaches the publisher with the work. If the latter 

likes the work, then the negotiation process begins. When both sides are mutually satisfied with 

the terms, a contract is signed. The publisher contracts to use his resources for the publication of 

the manuscript, bearing all financial risk. Once the manuscript is ready (usually after a long 

process of editorial corrections and rewriting), it was then sent to a printer. The printer, in turn, 

prepares the proofs and composes it into book form. After being printed, the books are shipped 

back to the publisher. The publisher rarely also the seller; he distributes the books to the 

wholesalers, who then pass the books on to the retail stores. Secondary distribution channels 

include book clubs and reprinters. These market intermediaries then deliver the books to the final 

consumers. These interactions as one party providing service for another, as shown in Table 1. 

 

Table 1: Interactions among the various parties involved in book publishing 
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The Paradigm Shift from Traditional Publishing to Information Age Publishing  

In this information age, the publisher no longer views himself as the purveyor of physical 

products, but of ideas and information. The publisher’s asset lies in the contents, to which he 

adds value by providing them in different formats. With new and emerging technologies, the 

publisher was also not restricted to the printed media. Electronic forms offer greater flexibility, 

including high resolution moving objects and sounds.  

 

The information age publisher’s customers were not only readers, but also viewers (of 

videocassettes), listeners (to audio cassettes), and users (of software and on-line services). Rather 

than selling products to the consumer, the publisher strives to serve the consumer in whatever 

forms the latter desires. As prices of computer hardware and software continue to drop, 

publishers should be able to tap into a greater number of households which should be able to 

afford them. Technological progress will also enable literary works to be translated into a 

multitude of languages quickly, and be marketed at the same time. Just as electronic data 

communications via satellite technology enable newspapers to be transmitted, printed and sold 

globally, a similar phenomenon was expected to occur in book publishing.  

 

“Recombinant publishing” was the information age equivalent of anthology publishing, made 

possible by electronically stored and manipulated content (Eisenhart, 1994). It was a subset of 

derivative publishing opportunities that uses content not just in its entire, discrete original form 

but in segments, as well.” In the new publishing environment, consumers were able to interact 

directly with the source of information. Personal computers allow consumers to retrieve 

information and manipulate it as they choose. Consumers can also create their own digital 

libraries, converting the publisher’s inventory from physical to electronic form. 

 

This allows them to maximize their utilities; by choosing what they want at their convenience 

and in the format they want. The digital library can feed the publisher’s own packaging and 

derivative publishing mechanisms as well as on-line, on-demand, and custom publishing 

mechanisms. Being cognizant of this trend, more publishers were moving toward publishing in 

the electronic media. Consumers can browse through book titles from the electronic catalog and 

place their orders directly from the publisher. Alternatively, the digitized version of the books 
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can be transmitted directly to the consumer, who could download them onto diskettes or the hard 

drive in the personal computer. 

 

The conventional view of the book being a pre-packaged good, to be picked off the shelf, will be 

augmented by a broader definition of the term. The rapid conversion of texts into digital form 

means that consumers can have the written word on CD-ROM, CD-I, VIS, on-line services on 

the Internet, videotex and teletext (interactive television), magnetic disks (expanded books) and 

audio cassettes (books on tape), among other technologies. 

 

Appendix 2 - Book Publishing Industry Value Chain 

 

 

 

 

Source: Bradley, S.P. & Bartlett, N. (2012). Book publishing in 2010. Harvard Business School. 
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Appendix 3 - Publishing Industry Trends 

A publishing consultant and Digital Book World partner, Mike Shatzkin has found five 

new publishing industry trends that publishers should look upon. 

1. Migration from print to digital will continue to slow. We’ve already seen the inflection 

point. When all is said and done, digital book growth in trade publishing will probably slow to 

about 30% to 50% in 2012 — still huge growth numbers but slower than the triple-digit growth 

years of 2011, 2010, 2009 and 2008. 

2. Reference and illustrated books will continue to lag behind “immersive” reading books 

(novels and nonfiction) in the transition to digital. While some publishers have found success 

bringing reference and illustrated books to the 21st century, many have not and the adoption rate 

for digital reading of cookbooks and other illustrated titles has lagged behind novels and 

nonfiction. Will it continue in 2013? Shatzkin thinks so. Others think this will (finally) be the 

year of the enhanced e-book. 

3. Mergers among publishers will become more common. Digital Book World also made this 

prediction — both in our Ten Bold Predictions for 2013 and in a story on the subject in March 

2012. 

4. Children’s e-book platforms will become powerful gatekeepers for digital reading. There 

has been a rise in the number of children’s e-book platforms — Storia, RRKidz and Ruckus 

Media are three good examples. In 2013, Shatzkin predicts, these portals — and perhaps those 

maintained by Nook and Amazon — will be a dominant force in children’s digital reading in 

2013. 

5. Marketing will get dynamic for publishers and will be increasingly hard to separate from 

editorial. Shatzkin has predicted in the recent past a move to audience-drive marketing for 

publishers — much like the calendar- and topic-timed marketing employed by some start-up 

digital publishers like Open Road Media. Digital Book World went farther on Forbes to predict 

that some major publisher will form a back-list marketing department. 

http://www.digitalbookworld.com/2012/ebook-growth-continues-slowdown-through-august-2012-childrens-up-only-50-adult-34/
http://www.digitalbookworld.com/2012/ebook-growth-continues-slowdown-through-august-2012-childrens-up-only-50-adult-34/
http://www.digitalbookworld.com/2012/ten-bold-predictions-for-ebooks-and-digital-publishing-in-2013/
http://www.digitalbookworld.com/2012/ten-bold-predictions-for-ebooks-and-digital-publishing-in-2013/
http://www.digitalbookworld.com/2012/ten-bold-predictions-for-ebooks-and-digital-publishing-in-2013/
http://www.digitalbookworld.com/2012/m-a-in-publishing-technology-heats-up-more-acquisitions-to-come/
http://www.digitalbookworld.com/2012/m-a-in-publishing-technology-heats-up-more-acquisitions-to-come/
http://www.forbes.com/sites/jeremygreenfield/2012/12/21/three-predictions-for-book-publishing-in-2013/
http://www.forbes.com/sites/jeremygreenfield/2012/12/21/three-predictions-for-book-publishing-in-2013/
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Source:http://www.digitalbookworld.com/2013/shatzkin-five-publishing-trends-to-watch-for-in-

2013/ 
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   Introduction 

Nowadays, Food and Beverages Industry has been in a very critical state as there are a lot of 

big companies that have emerged rapidly. Therefore, to maintain the companies’ position and 

competitive will, they need to take vital steps in identifying the main problems with the 

effective strategies. As recently, Bumi Hijau Industries Sd. Bhd. is also experiencing the same 

scenario. 

With only primary six educations, Haji Muhammad Haji Muda is able to build-up 

Syarikat Bumi Hijau Food Industries Sdn. Bhd., to be one of the players of food producers in 

Malaysia. This is a story of the owner of Bumi Hijau Industries from Batu Buruk, Terengganu.  

He has progressed slowly but surely in the last 25 years. He relies solely on his endeavour and 

willpower. Together with his wife, Hjh Fatimah binti Jusoh sales were relatively satisfactory 

even though production was on a small scale and concentrated only to certain segment. As a 

new player in the scene, the company would obtain bookings from nearby customers at a small 

scale. However, Bumi Hijau’s brand name had capture new customers by retaining its sauce 

authenticity.  

mailto:shahe314@johor.uitm.edu.my
mailto:khair330@johor.uitm.edu.my
mailto:nor981@johor.uitm.edu.my
mailto:roham994@johor.uitm.edu.my
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In order to compete with other producers such as Life, Maggie, Kimball and others, the 

company continuously seeks new ideas by improving materials used in production in order to 

retain authentic Malay sauce. Until today, Bumi Hijau maintains its position in this industry. 

 

Bumi Hijau’s Achievement Path 

Bumi Hijau Food Industries Sdn. Bhd is a sauce production company which was established in 

1984. It started as a small family business with limited daily capacity. With initial capital of 

RM500, 000.00, it produced chilli sauce, tomato sauce, oyster sauce and black pepper sauce. 

“In 1977, Tun Abdul Razak (Komtar) shopping complex was opened in Johor Bahru. I 

was given 1 lot to trade batik and songket. I borrowed RM5, 000.00 for working capital from 

MARA and also the bank. Business was good at the beginning because rental was reasonable at 

RM4 10.00 a month.” 

After 20 years in the market, the company has become one of the best and well known 

sauces producing company in Malaysia. As a budding company, it hopes to foray into the global 

market in the near future. The acceptance and encouragement from Malaysian customers has 

rendered the company’s name to the people. 

“As a company that was growing, there were hurdles to overcome. Among them was the 

factory capacity which was unable to facilitate growing demand, production cost, management 

cost that was increasing and also the difficulty certificate procedure and complex Acts.” said 

Haji Muhammad Haji Muda. 

Other than that, the constant government policy changes are also a challenge in order to 

be more competitive. However, the company continues carry on by searching for methods 

through advanced technology and government incentives. 

For the past 8 years, the economic growth of the country has been encouraging and the 

company believes it can progress along it. Among the key success is rendering quality service 

and fulfilling consumers’ needs as best possible. This is made possible by utilising high 
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technology modern machine that is able to produce three times the present capacity. The 

company has an experienced management and production team. This is important for the success 

of the company. 

The company has achieved various awards for outstanding performance in its field due to 

the company’s firm regulations aligned with its vision and motto. Among the achievements and 

recognitions include ‘2009 Agricultural and Agro-based Innovation Award’, ‘2007 MARA 

Award (AURA) for Outstanding Manufacturing Sector Entrepreneur’, ‘2006 Johor MARA 

Entrepreneur Award’, ‘2005 MARDI Quality Verification System (MQAS 1004)’, ‘2005 Johor – 

PUNB Main Bumiputera Commerce and Industry Community Driver’, ‘2001 Johor Category 

SME 1 A Quality Industry Award and SIRIM QAS MS 532:1995 Certification. 

The acceptance and recognition of the company’s product by customers is due to its 

‘halal’ certification. This enables the company to further market the product. Nothing comes 

easy in business and therefore the company strives continuously to improvise and create new and 

quality products at competitive price with strong management teamwork. The dedication and 

loyalty of the management team is the foundation of the development and stability of the 

company. 

As a player in the food and beverage market, the company has gained acceptance of the 

people. This is due to the quality of its product and is the cornerstone of its success despite 

competing with other established brands. With that, the company would foray into the global 

market with its brand name ‘Bumi Hijau’ and hope to receive warm responses. 

 

Management 

All the company’s products have proven to be of exceptional quality and hygienic that has been 

awarded as MARDI Quality Verification System (MQAS 1004) in 2005.  The strength of its 

skilled employees enabled efficient production process and on-time. The recruitment of qualified 

and recognised employees in the food industry enabled the company effective management 

production.  The usage of modern and high technology machinery and equipment produces large 

quantity. 
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To achieve the growth, the company changed its management system.  Many of previous 

manual recording have been upgraded.  This indicates that the company is competitive.   From 

the marketing and operation aspects, the company markets its own product including the use of 

agents for both domestic and international markets. 

Previously, the company had numerous operation problems but has since rectified by 

having 80 percents of its workers local and the remainder 20 percent foreigners.  To strengthen 

its growth, the company took the initiative to own its own food processing factory.  

Notwithstanding, the company continues to expand outside Malaysia. 

 

Competitors Issue and Market Expansion Strategy  

The company is constantly placing importance in marketing their products. Even though 

competing with established brands such as Maggi sauce, Life sauce, ‘Kipas Udang’ ketchup and 

Jalen ketchup, the company always ensure that their products are accepted locally.  The products 

that are accepted are chilli sauce, tomato sauce, oyster sauce, black pepper sauce and both sweet 

and sour ketchup.  They are able to penetrate Giant, Econsave, Carrefour, Tesco and Mydin.  

They have also managed to enter chain store D’mart Felda. 

The company is also increasing its factory capacity to fulfil increased demand.   It is now 

able to produce 50,000 bottles daily.  The machine is able to produce up to 100,000 bottles daily. 

This indicates an additional 50 percent capacity. They have expanded throughout Malaysia by 

opening branches in Kedah and Pahang.  With the opening of these branches, the penetration 

level stands at 60 % by year end 2013.  

The sales of the company is not only limited to the Bumi Hijau brand but also by 

collaborating with Coop1 Malaysia via goods distribution of other brands by contract packing. 

The company has identified some barriers to promotion due to high costs.  During the 

1980’s the company only focused on chilli and tomato sauce, while in the 1990’s sweet and sour 

ketchups were added.  To ensure that the products continue to capture the hearts of the 

customers, rebranding of its mango sauce to three taste sauce was implemented.  Other than that, 

in order to compete with other brands such as Maggi and Life, the company concentrated on 
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local cooking sauce such as oyster sauce, black pepper sauce, mango sauce and pineapple sauce.  

The price of the company’s product is cheaper than its competitors.  However it retains its 

quality and standard at par with the competition. 

 

 

 

The increase of production cost due to the increase of raw material pose a challenge to 

the company.  The increase of petrol prices has encouraged the company to enter the export 

market. To do this, the company is always searching for opportunities to promote its products by 

joining exhibitions locally and externally organised by MARA and Matrade.  To penetrate the 

export market, the company plans to produce tinned fruits such as pineapple, papaya and guava. 

The company takes a serious view of the global potential market of the future.  Drastic 

steps have been addressed to be competitive at the global level.  Among the step is the 

certification of ISO 9000 and HACCP.  The marketing arm has been given priority to promote 

the company’s product by actively involved in ‘halal’ expos. Now, the company is seeking 

foreign partners to further strengthen its foreign business.   It is going to produce ‘halal’ soap, 

shampoo and tooth paste.  

In order to stay competitive, the company has embarked on the use of information 

technology to increase efficiency management and marketing.  Information derived would assist 

the company facing competition. The use of internet would enhance networking and able to 

promote product whilst not incurring high cost for promotion and advertisement.   Employees’ 

skill is also emphasised to ensure they are experts’ and knowledgeable in the operational of the 
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company in financial, marketing, quality control, good hygiene practices, good manufacturing 

practices and correct processing technique. 

 

Production Capacity Expansion and Technology Investment 

Only a few years ago the company was a household name in Johor and demand was high, but 

with the increasing number of competitors, productivity has felled.  The profits have also been 

affected. 

The company has now focused beyond Johor, namely Melaka and Negeri Sembilan.  

We asked the Manager, “why were they late in expanding outside Johor while have long 

been in operation?” He paused and with a stern voice explained, “We should not only focus to 

the same area if the economic climate has eroded.  Before this, we were the leading Bumiputera 

sauce manufacturer, but no more. The market in Johor is already saturated. This is the reason 

why we expand beyond Johor so that the brand remains in the minds of the people.”   

  In the present economic era, most businesses are dominated by the Chinese. The Chinese 

are always seeking opportunities to expand their businesses. This should not been seen as a threat 

to Bumiputera entrepreneur.  On the contrary, they should see it form a positive angle whereby 

competition is healthy to improve business. 

The company also faced stiff competition from other products in the market. Among 

them are Maggi sauce, Life sauce, ‘Kipas Udang’ ketchup and Jalen ketchup.  These products 

have been in the market longer than the company and therefore the company should ensure that 

their products are as competitive as its competitors.  The increase of production cost due to 

increase of raw materials pose a challenge of which they must face. 

The demand for its products outside Johor is on the rise.  The company constantly tries to 

improve and market their products to capture customers’ interest.  They cannot meet the rise in 

demand with the present workforce.  Alternatives need to be explored to strengthen their 

position.  
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To overcome this problem, the company has purchased machinery to fulfil the production 

capacity.  This is important to facilitate demand outside Johor.  The machine is able to increase 

productivity and rendering excellent service to customers. Employees cost have reduced.  The 

company only focused on skilled employees to maintain quality products. 

Investments and steps are taken after ascertaining matters.   Even though the purchase of 

the machine was of high cost, the return has been lucrative with increase in production. 

With the technology investment expansion in commerce, the company was able to 

increase manufacturing facility in processing and filling of lines including the use of modern 

machine such as ‘Term oil machine’, 

“Decreasing cover machine”, Barrier 

machine” and “Labelling machine”.   

All these elements have contributed to 

the increased of capacity of 20,000 daily 

bottles or 5,000 kg of daily tomato 

sauce, oyster sauce and black pepper 

sauce. This would enable the company 

to fulfil demand. 

Innovative technology and the use of 

machine are to maintain healthy growth. 

The company would continue to use 

innovative production technique for its 

production. 

Along with the progress in technology, 

the company has 10 distributors. They 

assist in expanding the company’s 

product.  Government’s incentives have 

much helped the company.  Presently, 

the company’s product is not only 
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marketed in Malaysia but also internationally. 

Site visit was done to the processing and packaging factories.  The scenario was calm 

with only a few workers around.  The looks on our faces stood out and was read by the Operation 

Supervisor who has been with the company for 10 years. “There are not many workers now and 

no machine working.  This is because at 12.00 pm the machine must stop operation as it is lunch 

break. If we were to observe how the machine operates, processing and packaging, we had to 

come early in the morning. We observed our watches, smiled and relived upon the explanation.  

He then proceeded to explain that packaging is done in different bottle sizes namely 340 gram, 2 

kg and 5 kg. They are packed using high quality material, attractive design and easy to carry 

around.  A few bottles have been specially designed with different label for government 

agencies.           

  The company has plans to increase factory capacity by 2015 by enlarging the factory. 

This enlargement is on the current site whereby the production capacity and storage would be 

doubled to facilitate increase in sales of up to 3 times. 

The company is constantly susceptible of quality and the raw materials needed to produce 

high quality sauce.  Certain products are targeted to different consumers such as housewives, 

petty traders, canteen and cafeteria operators, hypermarkets, resorts, hotels and others.  

These products are recognised by SIRIM Islamic Bodies and Malaysia as excellent based 

on quality, hygienic and safe to consume. 

 

Maintaining Internal and External Relationships 

Internal and external relationships are an important aspect for any organisation. It ensures the 

success or failure of the company.  

In the beginning, the market was only focused to direct users such as restaurant operators, 

petty traders and individuals.  With the increase in demand of its products, the company 

expanded throughout Johor by displaying or distributing its products at hypermarkets. 
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Efficient and effective distribution was developed.  This is important to the company to gain 

peoples’ faith.  The wide distribution outlets enable customers’ easy accessibility to the 

company’s products. 

Distribution chain has been developed with potential business people and wholesaler 

through outlets in Johor, Kuala Lumpur and Perak.  The networks ought to cover the whole 

country for easy customer accessibility. To foster relationships with external parties, the 

company has participated in numerous government and private sectors exhibitions. Among them; 

‘halal’ HALTREX in Singapore, PROEXPO 2006 exhibition in Moscow, Russia, SIAL Expo 

2007 exhibition in France, Jom Heboh, MIHAS and MAHA. Indirectly, it is through these 

exhibitions the company able to introduce their products to the public. Also, the company has 

collaborated with the product Saji in food demonstration and exhibition throughout the country. 

Other than that, the company intends to establish working relationships as management partners 

and in the services industry. 

The company has raw materials suppliers near where processing takes place . 

However, lately the raw materials are no longer offered al lower cost as previous.  On the 

contrary, the company is always thinking of strategies to overcome this problem. 

The company is exposed to international business through government and private 

sectors assistance such as MATRADE, MECD, KPDN, MARA, MARDI, SME Corp and SME 

Bank. They are also active by participating in China, France, United Kingdom, Germany, 

Singapore and others.  Recently, there were imports from Jeddah and Turkey.  Trade agreement 

with the importer was made.  The special marketing arm of the Chief Executive is baring results.  

More than 30 years ago, the company’s network has been established.  It involves 

suppliers and customers, other than due to its participation in trade associations, government or 

private sector sponsored seminar. 

The strength of a company lies in how it plays its role.  Any weaknesses need to be 

rectified so as not to jeopardise the company. 
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External factors are important so as to remain competitive. The company is always constantly of 

the drastic technology changes. That is why they purchased the new machine to increase 

productivity.  

It is not productive to use much labour. This is the argument for the purchase of the 

machine to maintain quality, productivity and fulfil increase in demand. 

When we asked the question to the company’s Manager, “Is the company affected by the 

minimum wages announced by the government beginning January 2013?” Nonchalantly he 

replied, “That was the reason why the company decided to purchase the new machine, to 

facilitate the ever cost increase.     

It is observed that many Bumiputeras’ products have been unfairly treated in shops, more 

so in supermarkets.  Excuses given include unattractive packaging.  Even in the grocery shops it 

is difficult to obtain Bumiputeras’ products as the channel management is controlled by non-

Bumiputera with malicious agenda. 

Past events such as what happened to Aminah Hasan Chilli Sauce resulting in tremendous loss to 

the company, also happened to Tamin Ketchup. The producer of Cap Kipas Udang sauce faced 

forgery by another company of its label who sold at lower price. 

 Price issue occur where discrimination between Bumiputera and non-Bumiputra products 

even though wholesaler has given discount to Bumiputera producer. 

To guarantee customer satisfaction, the company has embarked on ‘After Sales Service’ 

under the purview of the marketing department.  To increase customer reach, the company intend 

to open 2 new branches in at the north and east Peninsular Malaysia.  This would reduce 

transport cost and enhance company image. 

With the establishment of the Malaysian Malay Chamber of Commerce, it is hoped it 

would assist in obtaining government’s assistance. 

Business relationship is of paramount importance and therefore the company has 

established a department to facilitate it, ‘Strategy and Business Relation’. Many of its members 
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are influential board of directors. They are tasked to retain existing cordial relationship and also 

to seek new partners. 

By using web page, organisations need not be large and from an unknown entity it can be 

recognised internationally.  What is important is to establish effective online services to gain 

public’s trust. Big size does not guarantee to the people that the company is on solid ground. 

Contrast to the old method of doing business whereby feedback is notoriously slow, the advert of 

technology has made feedback immediate. Customers can give their views and comments in the 

company’s web page.  This would enable the company to produce product and services as 

demanded by customers.   
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Abstract 

The Bar Council has fixed scale fees chargeable by law firms for non-contentious 

matters. The “No-Discount Rule” prohibits discounts on such legal fees. Special rules 

have been passed to enforce scale fees. Some law firms, as well as other stakeholders, 

oppose the scale fees. In fact discounting behaviour is rampant and carries on despite the 

No-Discount Rule. This case study will analyze the background of the problem and 

encourage discussion on what stakeholders should do. 

 

Prologue: A lawyer's indignation 

Kuala Lumpur, mid-2008. 

Syarifah was pleased that the Sale and Purchase Agreement could finally be 

signed. She pulled the documents from the folder and presented them to her client Mr. 

Chong. "Sign here, here, and here." Mr. Chong complied. Then Syarifah presented her 

bill to her client. What he said next caused her to raise her voice indignantly. 

“A discount? How much?” she nearly shouted. 

Mr. Chong seemed unfazed and kept his smile plastered on his face. “Cik 

Syarifah, surely you give discount, because most lawyers that do agreements are giving 

discounts. It is a common knowledge....” His voice trailed off as his arms spread 

expansively. 

Syarifah would not be insulted; she stood her ground. "Look at the signboard on my wall, 

Mr. Chong. It says:- 

mailto:kevinkoosk@gmail.com
mailto:syedomar@unirazak.edu.my
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(And here Syarifah pointed to the signboard on her wall) 

 

“Legal fees for property transactions such as sale and purchase, loan, 

banking facility and other non-contentious business governed by the 

Solicitors' Remuneration Order are fixed by law and LAWYERS ARE NOT 

ALLOWED TO PROVIDE DISCOUNT. 

 

“TRANSLATION 

“Yuran guaman bagi transaksi harta tanah seperti urusan jual-beli, 

pinjaman, kemudahan bank dan urusan lain yang tidak melibatkan 

perbalahan yang dikawal oleh Perintah Saraan Peguamcara adalah 

ditetapkan oleh undang-undang dan PEGUAM-PEGUAM TIDAK 

DIBENARKAN MEMBERI DISKAUN.”
i
 

Mr. Chong studied the notice and said, “”I did not notice it there before. I am 

sorry, but if I had known that you do not give discount I might not have engaged your 

services. But I have already paid you a deposit for 30% of your legal fees. Your fees are 

quite considerable as the transaction is worth more than RM1 million. Can't you be more 

reasonable and give me a discount?” 

Syarifah frowned. “Mr. Chong, I forgive your ignorance of the law on account of 

your being a non-lawyer. But ignorance of the law is no excuse. I am not permitted by 

law to give you a discount, yet you insist that I give you one. You must know that you are 

asking me to break the law, and I am under duty to report it to police, but I feel sorry that 

such a senior gentleman like you will be charged for encouraging others to break the 

law...” 

“What!” Mr. Chong exclaimed. He was mortified. “You wouldn't do that to a retired 

gentleman like myself, would you?” 

 

“I'm not keen but I am afraid that I may have to, if you keep insisting on that discount,” 

Syarifah said quietly. 
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Mr. Chong nodded his head gravely to show that he understood. He wrote the cheque out 

to Syarifah's firm and thanked her for her services. He left soon enough. 

Syarifah allowed a few quiet moments to pass. The truth was, she could not afford 

to give out discounts freely. She was ill, and she needed every cent. Years ago, she was 

diagnosed with paroxysimal nocturnal hemoglobinuria (PNH), a rare blood disease. The 

doctor told her that her life was shortened considerably. Now pushing 37, she accepted 

her fate and had made a decision to live out her childhood dream of being a lawyer. Due 

to her frail condition, she worked from home. She focussed on conveyancing because the 

work was acceptable to her. Acceptable, except for the clients who kept asking for 

discounts. 

Syarifah reflected on her day. That signboard had saved her again. Without the 

signboard, she would have to bargain with clients – again and again. But the Bar Council 

had a no-discount rule, and the Bar had a rule to require that law firms put up a signboard 

announcing the no-discount rule. How else could they let clients know about the no-

discount rule? Law firms, especially those focussed on conveyancing (like hers), needed 

that badly. In fact, the Bar Council had formed an enforcement committee to visit random 

law firms and check whether law firms were giving discounts... 

 

Mr Chong Speaks To Another Lawyer 

Mr. Chong went home, unhappy that he had paid full legal fees. He telephoned his 

nephew, James. 

“Hello uncle!” said James, picking up the telephone. “How nice of you to call.” 

“Its always nice to talk to my favourite nephew,” replied Mr. Chong warmly. “I have 

something  to discuss with you.” 

Before long Mr. Chong had poured out all his unhappiness to his nephew. James was a 

lawyer until a few years ago, and had since become a successful businessman. 

 

“Well uncle, I don't blame Syarifah for what she did,” said James. “Fact is, I left the 

lawyering profession because of all the undercutting. It got so bad that I could hardly 
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make a decent profit. On top of that, the work is also demanding.” 

Mr. Chong was quiet for a moment. Then: “Do you think that I was wrong to ask for a 

discount?” 

“Well, you're my uncle. I would have given you a discount anyway, without your 

asking for it. You know how these things go. But for people that I don't know, I might not 

have offered a discount as readily, or at all... although I know, it is commonplace for 

lawyers to give a discount. Ah, lawyering is too competitive!” 

James continued. “Did you know, uncle, that the Bar Council has formed an 

enforcement committee, to make sure all law firms comply with the scale fees? Any law 

firm found not complying with the Solicitors Remuneration Order – that's the order 

which fixes their scale fees – will face disciplinary action!” 

Mr.Chong began to feel a little sorry for Syarifah. She was a frail lady who was 

only doing her job. His demands for a discount seemed incommensurate with the profit 

that he would make from the sale. 

Then James told his uncle about Encik Abdul Razak bin Hashim. Encik Abdul 

Razak was a lawyer, and in 2006 filed a legal action against the Bar Council, seeking 

declarations that the Legal Profession Act does not give the Bar Council powers of 

investigation and policing against its members; and that the no-discount rule is ultra vires 

the Legal Profession Act. Essentially Encik Abdul Razak was asking for the right to 

discount.
ii
 

Mr. Chong listened with interest. 

 

Background 

The Solicitors' Remuneration Order 1991 (“SRO”) fixed the scale of legal fees that law 

firms in Peninsular Malaysia can charge for handling non-contentious matters, such as 

sale and purchase agreements, tenancy agreements, and the like. In 2005 the SRO was 

revised and lawyers' scale fees increased, and conveyancing became more profitable. 

Unfortunately, many law firms gave discount to attract clients, and people expected 
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discounts on legal fees. (Fortunately, they did not seek discounts on disbursements and 

service taxes, which were out-of-pocket expenses.) 

The Bar Council passed the Solicitors' Remuneration Enforcement Rules in 2004 

and with it, formed a committee to ensure that law firms complied with the SRO. 

Lawyers became divided over several rulings of the Bar. These included: 

1. The “No-Discount Rule”, which says: “There shall be no discount on fees 

specified in this order”.
iii

 

2. The rule which allows the Bar Council to require any law firm to provide returns 

for a specified period; to provide any documents related to any transactions; and 

basically provide any other information deemed necessary.
iv

 

3. The rule which allows the Bar Council to inspect documents or request for copies 

of the documents; or, in some cases, to obtain the original copies of such 

documents.
v
 

4. The rule which makes any lawyer who fails to comply with the SRER, liable for 

disciplinary proceedings.
vi

 

Ruling 19.03, which became Rule 3 of the Solicitor Remuneration Enforcement 

Rules 2004, was also passed to require law firms to display the notice of the no-discount 

rule at the office. That rule was not controversial, but the enforcement of the no-discount 

rule was. 

 

Dance of the Stakeholders 

In November 2004, Real Estate and Housing Developers Association (REHDA) 

chairman Datuk Jeffrey Ng said REHDA favoured “market-driven fees instead of an 

inflexible prescribed scale.”
vii

 

Datuk Ng said fixed scale fees discriminate against small-and medium-sized law 

firms, while profiting more established lawyers. In making his point he referred to the 

Sale and Purchase Agreement signed when purchasers buy property from developers. It is 

a statutory document and each agreement varies only in the details of the purchaser and 
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the property. (However, sale and purchase agreements for sub-sale, i.e. property bought 

second hand, are not uniform.) “Solicitors handle the same document repeatedly and the 

degree of repetitive work brings about savings in terms of time and effort. Such savings 

should be shared with the house buyer. When discounts are allowed, developers have 

been able to absorb these (legal) fees as an incentive ...” REHDA called for a ceiling for 

legal fees, as a “more viable and equitable alternative to consumers.” Solicitors should be 

at liberty to give discounts as was the case for court lawyers, and fees should be charged 

to reflect the “experience and expertise of the solicitor”. 

In 2006, various professional bodies expressed support for the “No-Discount 

Rule”. These professional bodies represented consulting engineers, valuers and property 

consultants, town planners, surveyors, architects, and doctors – among others. 

Discounting also affected their industries.
viii

 

In addition, the SRO enforcement team had the support of: 

• The Solicitors Cost Committee, which drafted the SRO and comprised of the 

Chief Judge of Malaya, the Attorney-General, the Chief Registrar and four (4) 

lawyers nominated by the Bar Council; 

• Bank Negara Malaysia, which regulates financial institutions in Malaysia; 

• Nearly all financial institutions in Malaysia, i.e. Banks; 

• FOMCA (Federation of Malaysian Consumers Association); 

• National House Buyers Association; and 

• Many members of the Malaysian Bar. 

REHDA continued to disregard the No-Discount Rule and dictated solicitors' legal 

fees. REHDA treated legal services as commodities, homogenous in nature. 

In response to SRO enforcement, several lawyers filed separate court cases 

against the Bar Council. They claimed the SRER infringed their rights as their clients 

documents were considered confidential. They challenged the SRER as well as the “No-

Discount Rule” on grounds of solicitor-client communication, which was privileged. 

Some lawyers openly believed that a scale for legal fees did not benefit society as 
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law firms were not competitive. These lawyers wanted the SRO to be done away with. 

Despite the best efforts of the SRO enforcement team, law firms found creative ways to 

discount, such as cash-back payments. Those that complied with the SRO found clients 

complaining, “Why Mr X's law firm can give a discount while yours cannot?” 

The entrenched discounting habit was sabotaging the efforts to sustain the SRO 

that could help small firms compete against big firms. Many law firms openly supported 

the SRO, but in practice, quietly gave discounts to clients. The SRO, intended to be 

mandatory in nature, seemed like a guideline from which firms could calculate a 

discount. This situation persisted despite firms displaying the No-Discount Rule at their 

premises in a prominent place. Did displaying the No-Discount Rule absolve firms that 

gave discounts? 

At the time, financial institutions dictated legal fees for banking agreements, such 

as loans. Desperate law firms accepted the terms. Until prohibited by the central bank 

(Bank Negara Malaysia), banks and housing developers cooperated to jointly bear legal 

fees for sale and purchase agreements and loan agreements. Developers' advertisements 

for new housing projects would claim, “Legal fees waived”. It was common for law firms 

to give discounts when bulk work was received. In effect, law firms, banks and housing 

developers collaborated to attract the house buyer. 

Several firms complained that they were approached by Citibank to handle loan 

documentation, whereby Citibank would pay the ad valorem stamp duty, in addition to a 

flat rate of RM1,200.00 for fees and disbursements. In October 2006, and again in 

December 2006, the Bar Council wrote to Citibank to seek its co-operation to ensure 

compliance with the SRO. In January 2007, Citibank in a letter signed by its CEO Piyush 

Gupta wrote to the Bar Council stating, “We confirm that Citibank wil not seek breach of 

the SRO from the legal community.”
ix

 

In April 2008, Chairman of the Advocates and Solicitors' Disciplinary Board, Tan 

Sri Dato Seri Khalid Ahmad bin Sulaiman said the Disciplinary Board would take a more 

serious view of breaches of the No-Discount Rule because “it is unfair and unjust to 

honest lawyers who abide by the rule.”
x
 Ruling 19.03 of the Bar Council made it easier 

for law firms to explain the No-Discount Rule to clients, but could not stop clients from 
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seeking discounts – or law firms from giving them. 

On 14th March 2009, recognizing problems in enforcing the SRO, the Bar 

Council tabled two motions at its Annual General Meeting: The first motion would allow 

the SRO enforcement team to have “full and free access” to law firms' offices, and 

documents related to non-contentious work, for purposes of enforcing the SRO. This 

included the right to take away any document where possession of the document was 

needed to inspect it, or prevent its destruction. The second motion would allow law firms 

to give up to 25% discount on scale fees. The two motions failed to be carried.
xi

 In the 

first motion, 89 voted in favour, 140 against, and 5 abstained. In the second motion, 70 

voted in favour, 155 against, and 6 abstained. It seemed law firms did not want the Bar 

Council to enforce the SRO, yet did not support legalizing the discounting practice. 

On 13th October 2009, REHDA in a press statement said, government should 

allow law firms to discount legal fees to boost the local real estate market. Pointing to the 

government's aspiration of a liberalised market, REHDA said: “Solicitors and clients 

should be allowed to negotiate freely on a legal fee that is fair and reasonable without 

being governed by any regulation and on a willing buyer, willing seller basis”. 

The Bar Council Treasurer, Mr Tony Woon, responded that the SRO establishes a 

“reasonable level of remuneration, commensurate with the provision of professional 

services of an accepted and recognised standard.”
xii

 Mr Woon referred to the 2006 joint 

memorandum where several professional bodies, together with the Bar Council, affirmed 

that a “free market situation” would result in people seeking out the cheapest providers of 

professional services, without regard to quality of services. This would lead to “an 

unhealthy widespread undercutting of professional fees”, which would become 

“uneconomic” and “not commensurate with the level of the services that ought to be 

provided”. Mr Woon stated that “scale fees system prevents both overcharging and 

undercutting, and protects consumers by promoting high quality professional services”. 

When legal fees are uniformly calculated and charged, law firms would compete on 

quality of service, not on pricing of legal fees. 
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SRO Enforcement: Null and Void 

On 18th November 2010, the SRO enforcement team issued an interim report on four 

court cases filed against the Bar Council in connection with the SRO and the SRER.
xiii

 

In the first case, Abdul Razak bin Hashim v Bar Council (KL High Court 

Originating Summons No. R2-17-5-06) the High Court declared the SRER null and void. 

It meant that the Bar Council did not have power to make rules to enforce the SRO. 

However, the High Court affirmed the validity of the No-Discount Rule. This meant that 

lawyers could not give discounts, and those who did could be referred to disciplinary 

proceedings. On 19th May 2010, the Bar Council filed an appeal against the decision of 

the High Court. 

In the second case, Seah Choon Chye v Bar Council (Seremban High Court 

Originating Summons No. 24-569-2007) the matter was fixed for case management, with 

parties being directed to file skeletal submissions. Mr Seah, a senior member of the Bar 

since 1966, had written many articles on aspects of conveyancing. His suit showed that 

the SRER was not accepted by all lawyers. 

In the third case, Thavamani Subramaniam v Bar Council (Seremban High Court 

Originating Summons No. 24-1902-2007) Ms Thavamani filed, but subsequently 

withdrew, a suit against the Bar Council over the SRO enforcement rules. Ms Thavamani 

was admitted as a member of the Bar in 1978. 

In the fourth case, Cheong Wai Meng & Van Buerle v Bar Council (Penang High 

Court Originating Summons No. 24-941-2007 (MT4)) the plaintiff (a law firm) sued the 

Bar Council over the SRO enforcement rules. On 26th March 2008, the case was stayed 

pending the outcomes of the Abdul Razak bin Hashim and Seah Choon Chye cases. In the 

interim, the Bar Council agreed not to refer the firm to the Advocates and Solicitors 

Disciplinary Board. In truth, since the Abdul Razak bin Hashim case had resulted in the 

SRER being declared null and void, it would be difficult for such a reference to be made. 

In light of Abdul Razak bin Hashim, the SRO enforcement committee temporarily 

ceased issuing notices to lawyers to require them to file their returns. The SRO 

enforcement committee also did not take action on any returns previously filed by law 

firms. 
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The SRO enforcement committee thereafter clarified that it only handles 

complaints from members of the public and fellow lawyers regarding legal fees that fail 

to follow the SRO. If there is a breach of the SRO, the lawyer would be asked to clarify 

the issue(s) raised. In instances of overcharging, the lawyer would have to refund the 

excess to the complainant. If a violation of the SRO is shown, the complainant would be 

asked to lodge a complaint with the Disciplinary Board. If the complainant fails to lodge 

a complaint, the SRO enforcement committee would lodge a complaint with DB, “to 

protect the interest of the public, and Members.” 

A notice on the Bar Council website stated that the firm Messrs. Cheong Wai 

Meng & Van Buerle is acting for the plaintiff in the Abdul Razak bin Hashim case.
xiv

 

Prior to the Abdul Razak bin Hashim case, the SRO enforcement committee did 

its job by visiting firms randomly. For example, in January 2007, the SRO Enforcement 

Committee visited eight (8) law firms.
xv

 

Firms found violating the SRO by giving discounts face disciplinary action. Many 

lawyers privately feel that large law firms on the panel of developers or banks give 

discounts because of the volume. These large law firms should insist on using the SRO to 

send the right signal in the industry. Price fixing between developer and solicitor is not 

uncommon. In one case
xvi

, the developer agreed to pay legal fees between RM300 to 

RM400 for the sale and purchase agreement of each housing unit, depending on its 

selling price. 

 

The nature of non-contentious matters under the SRO 

The Solicitor's Remuneration Order 2005 governs fixed and scale legal fees for non-

contentious matters. Contentious matters involve a dispute of fact and/or a question of 

law and need to be decided by a court of law. Non-contentious legal matters do not 

involve disputes of fact or questions of law, but refer to transactions involving property, 

such as sale, transfer, lease, charge, loans, tenancies, wills, trust, redemption or discharge, 

and ancillary services such as witnessing, certification of true copies, vetting through 

legal documents and providing advice. 
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Some non-contentious matters can become contentious matters. Sometimes 

problems happen and disputes between the parties have to be resolved in a court of law. 

Non-contentious legal services under the SRO are sought not because the parties 

desire the services of themselves, but because they have a transaction and wish to see the 

terms of the transaction in black and white. This makes the parties feel confident of their 

rights in the transaction, as they are protected by contract. 

Legal instruments help to protect parties' interests. An investor buying a property 

for investment would enter into a sale and purchase agreement. If times were bad, he 

would not invest, nor he would not enter into such an agreement. A rich man may be 

concerned for his young chld, and make a will to ensure that his property will pass into 

his child's hands. It would not be a concern if he were, instead, poor. A successful 

bachelor may wish to live in a posh apartment and would sign a tenancy agreement to 

rent the place. But he would not need the tenancy agreement if he is staying with his 

parents. 

Under the SRO, legal fees are calculated as a percentage of the transaction value; 

which varies from case to case. Where the transaction value is too small, or where the 

transaction value is of no concern, a minimum legal fee of RM300/= is permitted. 

Property value dictates legal fees. An apartment may sell for RM90,000.00 while a 

condominium may sell for RM250,000.00, and hence the legal fees for the two 

transactions will differ despite similar work for the two transactions. 

Two properties of similar floor size can have big differences in price because 

seller and purchaser attach differing value to it depending on many factors.
xvii

 (A longer 

list of such factors are in the footnote.)  Legal fees do not influence the property value, 

rather it is the other way round. 

Some people engage the same lawyer to share fees; but engaging separate lawyers 

helps avoid conflict of interest. Even though legal instruments for similar transactions are 

similar in nature, they are not drafted similarly. Legal services are not homogeneous, and 

two lawyers, or even two law firms can be as different as night and day. It is thus hurtful 

to lawyers that clients think they are doing the law firm a favour by giving the firm 

businss, and ask the firm to reciprocate by giving a hefty discount. 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    
 

 

491 

 

Non-contentious legal services help parties to prove and secure transactions. For 

example, a sale and purchase agreement is required to effect the successful transfer of the 

property from seller to buyer. The agreement is so important that property sold by 

developers have a statutory format.
xviii

 

In one case, the Malaysian Federal Court quoted with approval the following 

passage: “Registration under s 340 (of the National Land Code) … confers an 

indefeasible title on the developer. However, … the in-personam rights (contractual or 

equitable) existing between the developer and the purchaser [are preserved]… by virtue 

of the sale and purchase agreement … entered into by the parties.”
xix

 

The Malaysian High Court held that sale and purchase agreements are not just 

contractual provisions but also statutory provisions, and developers that enter into 

Schedule G/H sale and purchase agreements, are under obligation to transfer the title to 

the buyer: “... all provisions in the sale and purchase agreement are actually statutory 

requirements which must strictly be complied with …, particularly as it is meant to be an 

additional protection for house buyers without affecting or limiting their rights under the 

common law.”
xx

 

When clients and solicitors disagree over legal fees, the proper amount can be 

determined by a court. Thanks to the SRO, law firms have recourse to the courts if clients 

refuse to pay their legal fees; and clients may ask the court for a fair assessment of their 

lawyer's charges if they dispute the figure. Some cases where the court's intervention 

have been sought include: 

a. A case of solicitors suing their client to recover scale legal fees of RM980,900/=. 

Their client's defence was that the solicitors had agreed to accept RM686,630/= as 

full legal fees for the sale and purchase agreement of six helicopters. 
xxi

 

b. A case where the court allowed a legal firm's bills for non-contentious legal 

matters for taxation (assessment).
xxii
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Creative Discounting 

Bills issued by law firms typically comprise three portions: (a) Legal fees, 

representing the firm's profit; (b) Service taxes, collected from the client by the firm and 

paid to the government; and (c) disbursements, meaning out-of-pocket expenditure such 

as travelling expenses, photocopy, telephone calls, etc. 

Despite the No-Discount Rule, law firms find ways to give discounts. Law firms 

that discount adopt one of several methods: 

a. They bill the full rate and receive payment in full (no discount given). 

b. They bill in full, and receive payment for the discounted rate as full settlement of 

the bill. 

c. They bill in full, receive full payment, and refund (in cash) the discounted amount 

to the client. 

d. They bill in full, but collect only partial payment (commensurate to the discounted 

amount). The uncollected amount remains uncollected even after the file is closed, 

never to be collected. 

e. They bill in full, and receive full payment for legal fees and services taxes (but 

disbursements are shared by the firm with the client). 

f. They bill in full, receive full payment, and reward customers with cash vouchers 

or shopping vouchers from various shopping malls (the amount of the vouchers 

are equivalent to the discount). 

g. They bill in full and receive full payment for the non-contentious matter. Then 

they handle a contentious matter (e.g. Summons, Statement of Claim) for the 

client at a discounted rate. 

h. They bill in full and receive full payment for the non-contentious matter. Then 

they handle a non-contentious matter (e.g. Will, certified true copy) without 

charging the client. 

i. They bill in full and receive the client's services or goods as a barter trade. 
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The list is not exhaustive. It is observed, full legal fees is collected in examples 

(a), (e), (f), (g), and (h). However, only example (a) is really complying with the no-

discount rule. The nonmonetary consideration in examples (f) and (i) attract clients who 

want to save on legal fees, or “get something back”. Failure to collect the full amount 

chargeable or billed may be interpreted as discounting behaviour. 

 

Lawyers' Views on SRO 

Among lawyers, lively debate continued on the question of the no-discount rule. Some of 

their comments have been extracted from the Bar Council's online forum
xxiii

 and attached 

below. 

On 23rd June 2005, a young lawyer called Dara Waheda wrote (the original words 

are in Malay, while the following words are a translation by the present authors): “In the 

arena of conveyancing, believe it or not without us realising it there is competition 

between the SRO lawyer and the discount lawyer even though every firm had been asked 

to display the No-Discount Rule at its premises. I could see the reality when clients 

claimed other lawyers gave them 40% discount. It is difficult to explain the rule to clients 

when other lawyers blatantly disobey it. As a “new kid” I obey the rule, and as a result I 

lose a lot of business. But that is not a problem for our firm because the client leaves our 

firm with the understanding that we are lawyers with professionalism and not lawyers 

whose professionalism can be compromised...” 

On 27th April 2008, Louis Edward Van Buerle wrote: “As most solicitors know, 

I’m in favor of fees being determined by market forces. It is up to the clients to choose, 

like we have choices when we choose which health establishment and in which country 

we want to be treated. Market forces will finally determine who survives without 

artificial rules to ensure that those who are inefficient are also paid the same fees. It is 

just like our car industry which enjoyed government protection. It can’t compete in a 

competitive world and hence is subsidized by tax payers’ monies. All of us are familiar 

with running down cases. Our rules do not allow contingency fees
xxiv

 but many have 

started and ended their careers doing accident cases based on contingency fees. So why 

are solicitors treated differently? They had to sign statutory declarations that they do not 
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give discounts. What about litigation lawyers? Why not all lawyers declare that they 

practice in conformity with our rules! It is not an ideal world. It is not practical to 

implement such rules without abuse or appear to be selective in enforcement. To avoid 

the possibility of abuse, we should revert to our former practice of taking action based on 

written complaint. Current practice of encouraging lawyers to squeal on each other is 

unhealthy. To avoid making lawyers hypocrites it is best to allow market forces to 

determine fees, i.e fees fixed by lawyers themselves and clients choose which lawyer 

they wish to engage based on the fees offered.. There are always minimum costs. Anyone 

who chooses to break his back and make marginal returns is welcome to do so. He will 

not last! I appeal to solicitors to do something about the situation. You should be 

attending meetings and let your voice to be heard!” 

On 29th April 2008, Nicole Tan Lee Koon wrote, “I am always for free enterprise. 

However, dealing with clients like ours, we need a certain base fees. [sic] Therefore, 

allow the solicitors the liberty of charging their fees with(in) a range like the Malaysian 

Medical Association. For e.g., for consultation the doctors may charge up to RM60-00 

per session. Likewise, the solicitor would need to use his good discretion to ensure that 

his profession is not compromised in any way. I agree with Van Buerle. The no-discount 

rule should be applied to litigation lawyers as well if the Bar Council really wants to 

enforce it strictly. The best would be a middle path approach so that we would not end up 

like Singapore where conveyancing solicitors ended up as taxi drivers!! We have to look 

beyond “No-Discount” or free enterprise. We have to respect each other. Which 

profession wants a Bar Council who witch-hunts? If there is a complaint (not 

anonymous) and must be backed with evidence that such and such lawyer is really 

undercutting another lawyer, then there should be an investigation against the lawyer. If 

found guilty then action should be taken against that lawyer.” 

Another lawyer, Hasrinaliza binti Abdul Hamid, wrote on 12th June 2008 that 

lawyers were punishing themselves in enforcing the SRO. “We should talk about SRO 

only when there is a clear and real control of the enforcements. Big firms have big client 

and "big files" and big litigation files where they can charge up to hundreds of thousands 

so they can actually afford to say NO ALL THE TIME to “small conveyancing files” (By 
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the way do they really do that ?...well you know the answer.) We can say no to purchasers 

or borrowers, can somebody in the Bar Council tell this to the Banks and the Developers? 

If so, can the Bar Council control all the banks and their branches and the Developers 

who are using “free legal fees” as a marketing tool? How good is the enforcement when 

you cannot enforce it on others? We would end up punishing ourselves. With all the price 

hikes in everything, we should consider increasing our rate while the people out there are 

using the same reason to ask for discounts.” 

 

The Competition Act and Its Implications 

The Malaysian Parliament passed the Competition Act in May 2010 and gazetted 

the same in June 2010. It came into effect on 1
st
 January 2012. 

xxv
 

The present CEO of the newly set up Malaysian Competition Comission (MyCC), 

Ms Shila Dorai Raj, was then the under-secretary of the policy and planning division at 

the Domestic Trade, Cooperatives and Consumerism Ministry. She was quoted saying: 

“All industries which have agreements that are anti-competitive in nature will be most 

affected. For example, price fixing for certain goods or services by several industry 

associations is prohibited under the competition law and the parties to such agreements 

will be committing an offence.” 

She further said that individuals and groups can apply to the commission for 

exemptions under the Act. Strict criteria would need to be met in order to qualify for 

exemptions, and even then only after further evaluation of how the exemptions will affect 

competition in the market. 

It seemed as though Louis Edward Van Buerle's demand that market forces 

determine legal fees, could become reality. Under the Competition Act 2010 the SRO 

could be deemed to be price fixing, or worse, the Bar Council may be seen as a cartel. 

The SRO may be seen as a “horizontal agreement” under the Competition Act 2010. 

Should the Bar Council abandon the SRO in order to spur competition between its 

members, or should it apply for exemption from the Competition Act, in the interest of 

ensuring that the legal profession remains a noble, and profitable one? 
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In 2012, four lecturers from Malaysia's Multimedia University published a 

paper
xxvi

 about the implications of the Competition Act on the SRO. The authors pointed 

out that the Competition Act 2010 was an Act of Parliament while the SRO was merely 

subsidiary legislation. Surely, the Competition Act would prevail in the event of 

inconsistency. The four writers concluded that a free market would encourage service 

providers to compete by offering superior services. They said: “a fixed rate for legal 

services across the whole industry does not guarantee a high quality of legal services to 

clients ….  Only by deregulation of the legal profession and by allowing each firm to fix 

their price as the market could bear, will there be innovation and improvement in the 

quality of legal services delivered.” They suggested that the Malaysian Bar could adopt 

Singapore's method of gradual liberalisation. 

If the market were to be liberalised, this means that the SRO would no longer be 

enforced against lawyers and everyone could charge what they liked. But with the SRO in 

place, there was at least a guideline against which the discount could be justified. Without 

the SRO, would non-contentious work become more profitable for lawyers? How would 

lawyers even calculate their fees? In fact the SRO permits a lawyer to charge more than 

the scale fees if there is special exertion by the lawyer
xxvii

 or if there was any extra work 

done
xxviii

. 

 

A Comparison With Singapore 

REHDA continued to seek abolishment of the No-Discount Rule. In October 

2009, REHDA issued a statement: “...from 1st October 2009, Singapore has liberalized 

its fee guidelines for the conveyance of property titles and REHDA feels that this is a step 

in the right direction.”
xxix

 

On 5th August 2006, the Malaysian Bar Council published an article on its 

website, “Lawyers – from professionals to salesmen.” Part of the article lamented the fate 

of Singaporean lawyers after scale fees were abolished.
xxx

 

An excerpt from the article appears below. 

For the legal profession in Singapore, the relaxation of scale fees for 
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conveyancing was partially implemented in early 2001 and was totally abolished 

in February, 2003. The abolition of the scale fees opened the floodgates to 

discounting and led to a downward spiral of fees. As fees fell, problems increased. 

The Business Times in 2002 reported that Singapore's legal profession is in major 

decline, having lost more lawyers than it had gained the previous year with 

businesses taking strain from the economic downturn, the slashing of fees and the 

entry of foreign lawyers.” 

…..... 

Lawyers are complaining that their fees for buying or selling a home are 

less than half what they were ten years ago. 'Fees have hit rock bottom and if they 

drop any further, it would be simply uneconomical to carry on business,' said a 

lawyer. Fees have dived so low that lawyers say the returns are sometimes simply 

not worth the effort required for a transaction. Law firms which charge a fee of 

$2,000 for the work involved in buying or selling someone's home make only a 

few hundred dollars, as stamp duty and other necessary payments average $1,300 

to $1,600 for each transaction. 

'A transaction can take a few months to a few years to complete. Each file 

is about two to four centimetres thick,' lawyer Daniel Xu said. Faced with falling 

profit margins, lawyers have diversified into other areas and reduced their reliance 

on retail conveyancing. Mr Xu, who is a lawyer with MyintSoe & Selvaraj, said 

that his firm's conveyancing partner gave up the practice and left the firm a few 

years ago. The pummelling that conveyancing fees have taken is attributed to 

various factors such as the financial crisis in 1997 and the replacement of scale-

fees in 2003 with voluntary fee guidelines. Although the guideline fees are about 

30 per cent lower than the scale-fees, lawyers say that in actual practice the fees 

charged are even lower as lawyers undercut each other in the search for business. 

Another downward pressure on fees is said to come from banks for lawyers to 

keep their prices within the legal subsidies given to borrowers. A check with some 

local banks indicate that the going market subsidy is 0.4 per cent of the loan 

subject to a maximum of about $2,000. Meanwhile, other firms which still bank 
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on retail conveyancing rely on volume to make up for razor thin margins. 

'Conveyancing is no longer a piecemeal type of work but something we 

must do in bulk to enjoy economies of scale,' Kenneth Tan, director of Asia Law 

Corporation, said. Falling conveyancing fees have caused some people to suggest 

that professionalism might be compromised. 

'At such low fees the lawyer will probably take no interest in the work,' Bernard 

Doray, director of Bernard Rada & Lee Law Corp said. 'To squeeze lawyers will 

lead to malpractices and that is beginning to show up with many errant lawyers 

and complaints about unprofessional conduct by lawyers.' (emphasis added) 

 

Epilogue 

 

Kuala Lumpur, early 2013. 

 

Mr. Chong had made some money in 2008 when he sold his house for more than 

RM1 million. This year he planned to buy a new condominium for investment. He did 

not have a pension and was living on his savings. Every cent counted. 

Mr. Chong wondered whether he should engage Syarifah's services again. He shuddered 

at the memory of his being forced to pay full legal fees. But Syarifah was a trustworthy 

lady lawyer, and she had discharged her duty satisfactorily. “Perhaps I was too harsh on 

her the last time,” he thought to himself. 

Mr. Chong had heard about the Competition Act 2010. He thought that the SRO 

could be abolished. But he couldn't wait for it to happen. He began to wonder whether he 

should lodge a complaint with the Malaysian Competition Commission against the Bar 

Council for fixing prices. It would be at no cost to himself and if the SRO were 

abolished, he would not need to pay scale fees for legal fees any more! 

Earlier that day, however, he had already paid the earnest money for a nice 

property in Mont Kiara. He couldn't wait until the SRO was abolished. His earnest money 
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would be forfeited if he did not sign a sale and purchase agreement within 14 days. 

Mr. Chong picked up the phone and slowly dialled Syarifah's number. 
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ABSTRACT 

Restoran Minang Plus is a self-styled family owned and managed restaurant featuring a 

gamut of Malaysian Negeri Sembilan and Indonesian Padang dishes. The eatery 

establishment have sailed the food industry waters successfully since 2004 and currently have 

5 branches to its repertoire. However, there are certain imperatives they would have to 

institute to integrate their entrepreneurial challenges with organizational change management. 

The nature of the forces in the competitive restaurant landscape requires a continuous 

rethinking of current strategic actions, organizational change, communication systems, 

motivation, asset deployment, and strategic flexibility to respond quickly to changing 

conditions and thereby develop and maintain competitive advantage. The question is how do 

they integrate this organizational change management to their entrepreneurial challenges with 

a view to achieve and maintain competitive advantage. 

 

Keywords: Food industry, organizational change management, entrepreneurial challenges, 

motivation and competitive advantage. 
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INTRODUCTION 

 

The restaurant industry is a highly competitive and dynamic business environment. Many 

food operators tend to come up with unique culinary features in their offerings to entice the 

ever conscious and discerning future customers and retaining existing customers are always 

uppermost in their minds. Josiam & Sohail (2007) and Kartina & Abdul (2012) studies on 

Indian and “Mamak” restaurants in Malaysia have unanimously agreed that both service 

quality and food attributes are important elements that motivate the customers to dine at a 

particular restaurant. The study of Kartina & Abdul (2012) have shown that to encourage 

customer patronage the imperative must be placed on its personalized service like the friendly 

service-waiters that can remember customers’ favourite drinks or food when dining in the 

restaurant. Evidently, the frontline workers who are in directly in contact with the customers 

are the most important assets or resources of the business as they portray the image and 

ambience of the restaurant.  The knowledge and courtesy of the frontline workers are 

constantly cited as success factors for the restaurant’s on-going business. The way in which 

they handle the customers will impact upon the survival of the business and much so for the 

expansion of the business.  

 

The fast-changing eatery world is forcing Restoran Minang Plus to be ready to adapt 

and institute changes especially in dealing with strategic human resource management or they 

may find themselves left behind from the gruelling and stiff competition race. Due to fierce 

competition amongst rivals in the food industry there is a need to capture new markets but 

with the present problem of workers turnover this is going to be a real challenge. The new 

venues would require experienced workers to ensure smooth running of the place and the new 

workers have to undergo on-the-job training. Regrettably, it’s the experienced workers who 

are the ones with the problem of high turnover especially among frontline workers. There is a 

pressing need to solve the problems of the workers if they wish to survive in the food and 

beverage business let alone to maintain their market share. 

 

Adnan the owner has this to say: “I’m facing problems of staff turnover and 

expansion dilemma. On one hand, there is high turnover among my Indonesian workers who 
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are grunt ling about their pay cuts due to levy charges and that the local workers are not 

lending a helping hand whenever they are free. As for the expansion plans, I have to decide to 

launch my restaurant in the malls despite their exorbitant rates, if not I have to stay with 

captured residential areas where rentals are at least 5 times cheaper.” 

 

THE CHALLENGES OF THE RESTAURANT INDUSTRY IN MALAYSIA 

 

Change Management 

 

Halal Market 

The demand for halal foods by Malaysian consumers has increased over the years especially 

with a Muslim population of 60%. Halal is also fast becoming a new quality benchmark 

requiring food operators to have halal certificates which afford them added marketing value 

in the Muslim world. The Government promotion of Malaysia as an international halal hub 

further enhances the prospects for the halal food industry. The cooperation with the 

Organization of Islamic Conference (OIC) countries to promote the Malaysian Halal 

Standard will further contribute to the acceptance of Malaysia’s halal food products 

internationally as the concept of halal is associated with high quality with respect to 

cleanliness, sanitation and compliance with religious requirements. Hence, there is the 

challenge of Malaysian restaurants to institute changes in their menus to cater for the halal 

concept. 

 

Business Operations 

In 2011, full-service restaurants faced a number of challenges including increasing costs of 

food, rental and labour. This is coupled with Malaysia’s high inflation rate on food and non-

alcoholic beverages in 2011 which inevitably led to some operators having to increase their 

prices. Added to the furore is the government imposition of an additional RM50 on the 

foreign workers levy in September 2011, raising the new total amount of levy to be RM1, 850 

per worker. Much affected by this development were food and beverage outlets began 

increasing prices as the impact was industry-wide. The proliferation of restaurants nationwide 

augurs well for the consumers due to more acceptable pricings but bodes challenges to the 

food operators in terms of stiff and cut-throat competition. The scenario is a constant one-
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restaurant-down-for-the-count and another one appears on the scene testing the waters to see 

whether they can do better than those who fail to make the mark. One of the reasons offered 

for the many failures is poor business strategy. 

 

Nadia, the personnel manager has this to say about rising costs, “We have to upgrade 

the taste of our food at the expense of making our portions smaller. Hopefully customers do 

not realize this or at least do not mind it. We have no choice as we need to maintain our 

pricing to be competitive”. 

 

Good Entrepreneurship Models 

KFC and McDonald’s with positive growth in retail sales in 2011, retain their positions as the 

leading multinational brands in Malaysia. However, two local companies listed on the 

Malaysia stock exchange in 2011, Berjaya Food (the company behind Berjaya Roasters) and 

Old Town (the company that wholly owns White Café) are showing rapid growth. The strong 

foundations these local companies have are in their good operations and management making 

their brands popular amongst Malaysians. Hence, these local favourites are fast becoming 

benchmarks in terms of operations and management 

 

Dining Out Trend 

Another plus for the Malaysian restaurants is that more people are dining out instead of 

ordering takeaway. This is due to busier work schedules meaning that consumers have less 

time and interests to cook at home. In terms of managing change restaurants may take 

advantage of this by enticing customers with varied food menus and better personalized 

service. Consumers are people with individual needs, yet segmenting them into groups with 

similar product needs is a necessity in the foodservice industry (Spears, 1991 & Maniam et 

al., 2002). Consumers may be treated as groups, typically market segments, identified by geo-

demographic characteristics and assumed to have common attitudes and behavior (Johns and 

Pine, 2002). According to Webb (2005) market segmentation allows marketers to better 

satisfy the needs of the market. Restaurant operators need to identify who the customers are 

and examine their dining-out behavior to serve their specific needs and requirements. Apart 

from location, market orientation, sustainable demand and business strategy are the three 

most important factors in ensuring business survival. However, restaurant marketing 
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researches within the Malaysian context are scarce to say the least. One of the few research 

and most recently done was that of Talib et al (2009) on successfully segmenting the 

Malaysian fine dining restaurant via consumers’ purchasing orientation. 

 

Competing With Multinational Brands 

Multinational brands, with their long history in Malaysia like McDonald’s, KFC and Pizza 

Hut, have become part of the choice amongst locals when dining out. These brands have 

good management in terms of fast service, quality and cleanliness. Local food operators will 

need to benchmark on their good management model to compete on equal grounds and tap 

into government initiatives on franchising and thereby will be able to spread their wings 

locally and internationally
1
.  

 

 

PROFILE OF RESTORAN MINANG PLUS 

 

Founded in 2004 and based in Kuala Lumpur, Restoran Minang Plus is a family-owned food 

and catering services business serving both “Padang” (Padang District, Indonesia which is 

similar to the Negeri Sembilan style (they come from the same root)) and “Negeri Sembilan” 

delicacies like “daging salai masak lemak”, “sayur paku masak tempoyak”, “ikan masin”, and 

“ ayam goreng kampong” just to name a few dishes. It presently owns five branches namely 

in Damansara, Kelana Jaya, Shah Alam, Petaling Jaya and Kuala Lumpur which is the main 

branch. They have staff strength of 35 personnel from backend operations to frontline 

workers; this closely knit family business that has been surviving and doing well for the last 8 

years.  

 

Interestingly, the pre-2004 management structure was also a family owned business 

structure run by nine brothers, one of whom was Mr. Adnan. It was smooth sailing at first as 

with many food businesses but when the sailings got tough, the weak hearted left. Hence, Mr. 

Adnan bought out the business from his brothers for a total sum of RM240,000 in August 

2004 and thereafter sailed the waters quite successfully and admirably. The current 

company’s type of business structure is an enterprise under the Small Medium Enterprise 

                                                           
1
 http://www.euromonitor.com/consumer-foodservice-in-malaysia/report 
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which is registered with the Suruhanjaya Syarikat Malaysia (SSM) or Malaysian Commission 

of Companies. Basically, the company is a medium enterprise as its annual sales are above 

RM1 million and the staff strength is 35. 

 

 

COMPANY MISSION AND OBJECTIVES 

 

Currently, with a headquarters in Kuala Lumpur and four other branches in Damansara, 

Kelana Jaya, Petaling Jaya and Shah Alam, Restoran Minang Plus is supported by a team of 

35 personnel and the family team of 5 people including the pioneer, Mr. Adnan.  

The team is guided by a mission, i.e. “Giving the Best and Unique Dining Experience Ever”. 

The values practiced by the eatery establishment are: 

 

Courteous and Ever Smiling 

The staff must embody in themselves the spirit of good, fast and courteous service. They 

entertain the customers with utmost care and they smile while they are imparting their 

service. 

 

Customers are Kings 

Customers are treated with respect and any complaints are attended to immediately by the 

supervisor at hand. 

 

Steady Growth 

According to Mr. Adnan they do not have the tendency to expand just for the sake of 

expansion. They will study the location in terms of sales and growth prospects as well as the 

cost factors including human resource considerations. However, due to the fact that almost 

the entire menu offered is based on coconut milk, the targeted locations for growth should 

not be more than a few miles radius from their centralized kitchen in Petaling Jaya as this 

ensures the preservation of the quality of the food distributed.  
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Cleanliness and Store Ambience 

The restaurants maintain a traditional setting with the ambience of the 60’s Malay kampong 

internal decorations aura. The other emphasis is on strict cleanliness to be maintained by the 

staff at all times. 

Integrity 

The establishment maintains high levels of integrity and professional values in their dealings 

with the staff as well as with the clientele. Integrity basically means delivering all implied 

and expressed promises especially “the best and unique dining experience”. 

 

 

ORGANISATIONAL STRUCTURE 

 

As of 31st January 2013, the management consists of Mr. Adnan as the owner cum Manager 

of the Kuala Lumpur Restaurant, Ms Nadia as the Personnel Manager cum Branch Manager 

of the Petaling Jaya Branch, Mr. Hasnan as the Branch Manager of the Kelana Jaya Branch, 

Mr Hakim as the Manager of the Damansara Branch and Mrs. Adnan as the Manager of the 

Shah Alam Branch. They are supported by 35 workers of which 30 are Indonesian workers 

and 5 are Malaysian Malays (Appendix A). As the organisational chart below depicts, each 

branch is managed by one member of the family with a pool of 7 workers comprising of 

beverage tenders, front of the house cashiers, waiters, waitresses and back of the house 

workers (Appendix B). 

 

 

NATURE OF FUNCTIONAL DEPLOYMENT 

 

Waiters/Waitresses 

Waiter/waitress takes orders and passes the orders to serving staff. She/he delivers food to 

tables, refills drinks, communicates with customers should there be any problem and collects 

payment at end of meal and passes them to the cashier and back to customer to pass receipts 

and change if any. 
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Chef 

A chef is the head cook. She/he is in charge of the general menu and coordinates kitchen 

staff. She/he may design dishes and specials for the restaurant. With the central kitchen 

concept he/she is housed in the Petaling Jaya abode and functions to prepare food for all the 

five branches with other cooks. 

 

Host or Hostess 

A host/hostess is usually the head waiter/waitress who greets customers, ushers customers to 

their tables and hands out menus for ordering what they want. She/he will also fill drink 

orders and communicate to the wait staff any preferences or special requirements for the 

customer. 

 

Drinks tender 

Drinks tender must keep the drinks well stocked and makes the drinks in five minutes or less 

per customer following a queuing system.  A drinks tender is also responsible for his/her 

work area. The bar itself must remain spotless clean and inviting for eyes of customers. In 

fact, glasses and utensils need constant washing to be spic and span. 

 

Cashier 

Cashiers accept payments and give change to customers if any. They have to ensure they give 

the correct change, otherwise their cash drawers will not tally with the receipts given out. 

Customers will sometimes pay with debit/credit cards, and cashiers must know how to 

process credit card transactions. In the event that the cashier is free he/she will help out in 

serving customers and taking orders from customers to cut the waiting period. 

 

Should any worker fail to report for duty, workers from other branches may be 

deployed to take over the chores. However, if there are problems of one nature or another the 

workers may be shifted from one branch to another easily as the need arises. As a case in 

point, if one waiter got dissatisfied with the working ambience of an existing branch 

restaurant, he may opt to be a worker in another branch. Or if the management finds that a 

worker is slow in attending to customers he/she may be deployed in another branch where the 

business is slower. The managers themselves may shift around if the situation warrants it. 
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Any one of the manager may take turns to cover any shortage in supply of the food at one 

branch from the other branches which may be oversupplied due to the low customer demand 

for the day. 

 

A recurring problem that may arise is the distribution of food from one branch to 

another may affect the quality of the food as they are coconut-milk based and may go rancid 

easily if not handled properly. This is peculiar to their centralized kitchen concept which is in 

Petaling Jaya that takes a dual function of housing for some of the workers as well as a 

centralized kitchen. Any designs for further expansion will have to take into account of the 

centralized kitchen strategy. 

 

 

CASE LEAD 

 

Towards the early 90s, Malaysia experienced a tight labour market and there was a shortage 

of labour both in the manufacturing industries and the expanding service sector (Kanapathy, 

2006). Foreign workers were imported into Malaysia to work in these industries like retail 

trade, restaurants, petrol service stations, office/factory cleaning and so on. Most of the 

Indonesia immigrants have had a long history of socio-cultural and family ties with the local 

Malay population in Malaysia (Kanapathy, 2006). This had inevitably encouraged the 

Indonesian to migrate to Malaysia as there was a strong sense of belongingness and 

identification with the locals, especially the Malays, who are similar to them in terms of 

culture and religion (Lin Mei, 2006). The strong demand for low-skilled workers which offer 

low wages attracted Indonesian migrant workers to Malaysia (Kanapathy, 2006). Many 

Indonesians face the pressure of unemployment and poor living life, and intend to emigrate in 

the hope of getting high wages and improving their family living conditions. The low-paid 

jobs in Malaysia are still attractive to the Indonesian migrant workers due to the lower value 

of the rupiah compared to the Malaysian ringgit. Appendix C shows the breakdown of costs 

per migrant worker on coming in to start work. 

 

In contrast, this situation was made even worse by the fact that Malaysians, especially 

those who have attained some intermediate or higher education, are no longer willing to take 
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up some manual jobs in the expanding service sectors. The younger generations were 

unwilling to work at the prevailing wages because of their higher education level (IOM 

International Organization for Migration, 2010). They usually go to large cities to look for 

better working conditions, higher pay and industrial jobs. Additionally, increasing wages in 

the medium and high-skilled jobs in Malaysia attracted more local workers to work in these 

jobs.  Moreover, the emphasis of education in Malaysia had always been towards academic 

achievement and not learning a skill. Malaysians still consider vocational students as second 

class workers (Tuan Haji Md Sabri, 2010). 

Mrs. Adnan remorse’s about hiring the local workers, “they do not stay long as the work as 

they feel the work is too mundane for them. Presently, the only way out is to employ them as 

supervisors which will involve a higher salary. This is another dilemma”.  

 

 

WORK ATTITUDE OF MALAYSIAN AND INDONESIAN RESTAURANT 

WORKERS 

Malaysia has become a job haven for foreigners for umpteen years. Foreigners from varied 

countries like Nepal, India, Indonesia, Bangladesh, Myanmar and Philippines have graced 

our job markets either with job permits or not. For example, look at Nepalians who are often 

hired as Gurkha security guards; Indian nationals are placed in Mamak (Indian-Muslim) 

restaurants, a popular 24 hours outlet in Malaysia; Indonesian and Bangladeshies are 

identified with construction sectors here; women from Indonesia and the Philippines are often 

hired as domestic helper or waitresses; Myanmar people who are mainly refugees work as 

cooks, waiters and waitresses in restaurants. 

 

The main reasons why the foreigners are employed are: 

 

(1) High productivity. Despite the fact that they do not receive much formal education their 

productivity is higher than the locals here who completed their SPM education which is 

equivalent to UK O-Levels. Born and bred in poverty mostly they have a high willingness to 

learn, fast and quite efficient and are not so complaining unlike the locals. They are able to 

endure long working hours like a minimum of 12hours a day, 7 days a week. This is very true 
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for Nepalese guards, Indonesian and Indian workers in restaurants, Myanmar workers in 

Chinese restaurants and Indonesian maids. 

 

(2) Minimising production costs. Most of these foreigners are overworked but yet stand to 

pocket only a fraction of what the locals receive. For example, an Indonesian worker in 

Restoran Minang Plus receives RM650 as compared to the local who receives RM850 a 

month. As for the locals, they are often shy of working long hours and helping other staff 

when they are free. Most locals have a very bad work attitude of coming in late to work and 

leave early. Also the turnover rate for locals is very much higher than the foreigners. Once 

they find greener pastures, the locals will just move on
2
. 

 

Using Adam’s equity theory of motivation, this state of affairs should not be prolonged 

as Indonesian workers are complaining of the job load and the imbalance in the pay structure. 

They are aware of this inequity and may resort to leave the restaurant or work at a slower 

pace and productivity in the event that the management tries to deny such inequities are 

happening and does not provide any manifestation of solving the problem. 

 

 

CASE SCENARIO 

“Naturally in every organization you do get certain workers that do not follow the rules with 

the added problems in this particular case of multi-cultural perspectives when dealing with 

foreign workers”. According to Ms. Nadia the problems lie with the frontline workers of 

Malaysian Malay origins who work for less than a year as they find the job mundane and 

boring whilst the Indonesian workers felt they were underpaid and overworked in comparison 

to the Malaysian Malays.   

As Ms. Nadia puts it, “there are both good and bad in any solution, we just need to find the 

right balance”. “We need to make a judgement call quickly and decide if the solution is a 

viable and sustainable one”.  

Restoran Minang Plus needs to be agile, flexible and adaptable in terms of implementation of 

new strategies quickly. 

 

                                                           
2
 http://www.hrmars.com/admin/pics/1252.pdf 
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PROBLEMS 

 

Cultural Considerations 

The main reason for outsourcing Indonesians is due to the cultural identification of the 

Indonesians to the locals. The foreigners who are Indonesian Malays and the Malaysians who 

are Malays; they all speak the common Archipelago Malay language. Their cultural leanings 

are similar to the local Malays. The Indonesians and Malaysians are recruited through 

advertisements placed in the daily Metro in Malaysia. The advertisement runs for three days 

in a week or more until they get enough takers for interview purposes. The cost of 

advertisement per insertion is RM120 per day. 

 

The personnel manager Ms Nadia selects the respondents through a personal interview 

with them. The standard routine checks are done to see whether they have had prior 

experience or not and how they maintain their grooming. Apart from that the outward 

appearance, cleanliness is also one of the main criteria for employment. The workers are 

given on-the-job trainings and the orientation is just basically to introduce to them the other 

workers and the layout of the restaurant plus some history of the establishment.  

 

Socio-economic considerations 

As Indonesians are very much ridden with high unemployment in their own country and 

suffer very low living standards the idea is that if they were outsourced to work here they 

would be very much obliged even if they are paid low wages as in economic terms they are 

much better off working here as the exchange rate of the rupiah and the ringgit is around one 

million rupiah to the Malaysian equivalent of just RM300. With that in mind, each 

Indonesian worker is given RM650 in wages and the Malaysian workers are given RM850 

per worker. The management provides lodgings for the workers via renting houses amounting 

to RM4, 500 per month which houses 12 workers. The management has rented altogether 

three (3) houses to house both the Indonesia and Malaysian workers.  Food is provided on-

the-house two times a day provided it does not go beyond RM8.  

 

On top of that if a worker is selected for catering service duty they are given an 

additional RM60 per catering service done. A worker on a minimum level gets at least three 
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(3) catering services a month. Table 2 shows the breakdown of an approximate cost of 

employing an Indonesia and Malaysian worker. 

 

 

 

 

 

 

Table 2 The approximate cost of employing a Indonesian and Malaysian worker. 

 Cost per worker per month Cost per worker per year 

 Indonesian Malaysian Indonesian Malaysian 

Salary RM 650 RM 850 RM 7 800 RM 10 200 

Accommodation RM 300 RM 300 RM 3 600 RM   3 600 

Food RM 240 RM 240 RM 2 880  RM   2 880  

50% payment of Levy RM   75  RM    900  

 Fixed Total  RM 1 265 RM 1 390 RM 15 180 RM 16 680 

Catering service RM 180 RM 180 RM   2 160 RM   2,160 

Medical Expenses RM   90 RM   50 RM   1 080 RM      600 

Variable Total RM 1535 RM 1 620 RM 18 420 RM 19 440 

 

Transport is provided for the workers to and from work.  Each worker works for 10 hours a 

day with an hour of lunch break. Both sets of workers are given a day off every week as rest 

day and 14 days of annual leave. Besides that, they are given 12 days’ leave during the Raya 

Festive Holidays. As for medical leave they are given a maximum of 12 days in a year and 

the medical fees are reimbursed by the management upon provision of the doctor’s receipt. 

Table 3 shows the remuneration package received by both the Indonesian and Malaysian 

workers. 

 

Table 3 The remuneration package received for the Indonesian and Malaysian workers. 

Remuneration  

Rest Days One day in a week 
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Annual Leave Fourteen days 

Festive Leave  Twelve days 

Medical leave  Twelve days 

 

The Indonesia workers are usually employed as waiters, cooks and tendering drinks, The 

Malaysian Malays are usually employed as drivers, drinks tenders or supervisors. Restoran 

Minang Plus has agreed to subsidize 50% of levy fees that each foreigner has to pay which 

amounts to RM900. However, the management used their discretion in allowing them to 

stagger the balance of RM900 levy through a deduction, which means there is a pay cut of 

around RM100 every month for nine months. The Indonesians are pretty much disgruntled 

about having to pay 50% of the levy which amounts in total to RM1, 800 currently. This sum 

is quite exorbitant for the Indonesians as this translates to about 300,000 Indonesian rupiah 

per month and 2.7 million rupiah in total. Most of the newcomers have refused to pay their 

share of the levy. Mr. Hakim mentioned that in such cases they will have to fend for 

themselves should the authorities find them without a permit as the management would 

absolve themselves of any knowledge or responsibility. A check with a competitor in 

Bangsar, Kuala Lumpur reveals that their Indonesian workers have to pay the total levy 

amounting to RM1, 800 through an instalment of either nine months or 18 months. 

 

Says Mr Adnan “ I do not have a choice if an Indonesian worker does not want to pay 

his half of the levy,  in such a case, we then do not pay the other half of the levy for the 

worker. He is entirely on his own if the authority finds out. We absolve ourselves from any 

responsibility on the matter”. 

 

As for the Malaysian workers, due to the clientele frequenters who are mainly Malays, 

the management feels that they should have workers who comprise of local Malays as well. 

They would prefer to have more Malay workers but retaining them is a real hustle as they get 

bored easily and they do not lend a helping hand to the Indonesians who are constantly on the 

go doing something fruitful and productive while the locals prefer to sit down toying with 

their hand phones or reading the daily newspaper. Motivating the locals would be a step in 

the right direction even though they number around 15% of the workforce. Due to the above 

negative scenario, the Indonesians and the locals do not see eye to eye and feelings of enmity 
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is the normal progression of affairs if the situation is not checked or curtailed.  On the other 

hand, a simple check on other restaurants affirmed that the market rate for Indonesia workers 

was RM40 a day if the worker is inexperienced and RM50 a day if the worker is experienced, 

this means that the Indonesia workers gets paid  RM 1,200 a month  to RM 1,500 a month. It 

is also worthwhile to note that the levy of RM 1,800 is paid by the Indonesia worker either in 

a lump sum or through monthly deductions.  

 

The personnel manager, Ms. Nisha conveys her concern “the frontline workers in the 

restaurant are the most important people, as they portray the image of the restaurant.  The 

knowledge and courtesy of the frontline workers is one the element that leads to the success 

of the restaurant”.  

 

As a result of the job turnover : training and getting new workers up to par are 

additional resources spent, finding and retaining workers, which include administrative costs, 

employment advertisements, and time spent reviewing new applicants. In addition, 

unmotivated workers are less likely to give their best. For Restoran Minang Plus the lack of 

motivation among the employees resulted in increased carelessness, absenteeism, poor 

quality work, or working at a slower pace. The entrepreneur needs to capture new markets 

but with the present problem of the workers this is going to be a real challenge. Prior to 

embarkation of this expansion plan the support of additional workers is imperative for its 

long run survival. 

  

As expressed by Ms. Nisha “the business needs to expansion if they wish to survive. 

There is a need to capture new markets but with the present problem of capital and staff 

turnover this is going to be a challenge”.  

 

Table 4 shows the breakdown of an Indonesia worker’s levy and other costs involved in 

coming to work in Malaysia.  Hence, each Indonesian worker coming in to work in Malaysia 

would have to pay a sum of RM2 625 or the company may pay first and later deduct from the 

salary of the worker for whichever sums they need to legally pay.  
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Table 4 An Indonesia worker’s levy and other costs 

 Penisula 

Visa  RM   15   per annum  

Employment Pass RM   250 per annum 

Temporary Work Permit RM   60   per annum 

Medical Examination Fees RM  200  per annum 

Processing Fee RM   50   per annum 

Personal Bond/Insurance Guarantee RM  250  per annum 

Levy- Restaurants  RM 1 800 per annum  

Total RM 2,625 per annum 

Table 5 (Appendix D) above depicts clearly that the establishment is doing quite well as the 

after tax profits from 2009 to 2011 shows a steady increase from RM632,000 in 2009 to 

RM980,000 in 2010 and to RM1,329,000 in 2011. This represents respectively a 23%, 27.2% 

and 29.5% after tax returns from sales revenue for the period mentioned.  

 

Thus far, the establishment does not need to borrow for expansion or operations 

purposes as the business can sustain itself. However, Mr. Adnan confided that they would 

need finance support if they were to expand further as they are still eyeing for mall locations 

which inevitably charges exorbitant rates. One of the problems associated with such captured 

residential locations is that they are at the mercy of landlords who are quick to curtail their 

rent lease in the event of better rent premiums offered by competitors. 

 

The setup capital for a branch is basically RM180,000.  For expansion purposes a check 

with Mid Valley Mall management reveals that a normal sized lot is rented at RM44,000 a 

month; Paradigm Mall rents out at RM1,000 a month plus 30% of daily sales and Wan Utama 

rents out similar space at RM1,000 and 20% of daily sales. The current rentals at Shah Alam 

are 15% daily sales with the landlord’s staff instituted as a cashier to ensure accuracy of the 

sales figures; Petaling Jaya rentals are RM8,000 a month; Kelana Jaya at RM4,000 a month; 

Damansara and Kuala Lumpur at RM5,500 and RM6,800 monthly, respectively.  
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THE ENTREPRENEUR DILEMMA 

 

Thinking over the situation, at the management meeting Mr Adnan and Ms Nadia are in a 

dilemma on should the firm continue to hire the Indonesia workers or only hire local workers 

only?  How does the management continue to motivate the employees to do a better job and 

achieve the firm’s targets? As an entrepreneurial firm, how does the firm maximise its 

performance? At the management meeting Ms. Nadia said that she would prepare an 

annotated plan on how to approach the problem. A decision needs to be made quickly or risk 

losing their customers eventually.  
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APPENDIX A 

Diagram 1: Organisational Chart 

  

 

  
 

    

                                    

                                            

                                            

                                            

                                            

                                            

Petaling Jaya   

 

 

 

 

   

 

 

 

 

Owner 

Executive Chef 

Assistant Chef 

Line Cooks 

 

Mr. Adnan  

(Entrepreneur) 

Mr. Hakim  
Manager 

Damansara Branch 

Ms. Nadia 
Manager 

Petaling Jaya 
Branch 

  

Mr. Adnan 
Manager 

Kuala Lumpur 
Branch 

Mr. Hasnan 
Manager 

Kelana Jaya 

Branch 

Mrs. Adnan 
Manager 

Shah Alam 
Branch 

 

POOL OF 35 WORKERS WITH 7 WORKERS PER BRANCH 

 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

542 

 

Appendix B 

Diagram 2:       Business Operations Chart 
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Appendix C 

Rates For Levi, Visa, Temporary Work Permit (Pl(Ks)) And Process Fees 

SECTOR LEVI 

(ANNUAL) 

(RM) 

PL(KS) 

(RM) 

PROCESS 

(RM) 

MANUFACTURING 1,250.00 60.00 50.00 

BUILDING 1,250.00 60.00 50.00 

AGRICULTURE 410.00 60.00 10.00 

PLANTATION 590.00 60.00 10.00 

SERVICES (Restaurants) 1,800.00 60.00 50.00 

SERVICES (service centre) 650.00 60.00 50.00 

DOMESTIC HELPER 410.00 60.00 10.00 

NO. CITIZEN VISA 

(RM) 

INSURANCE GUARANTEE 

(RM) 

1. INDONESIA 15.00 250.00 

2. BANGLADESH 20.00 500.00 

3. PAKISTAN 20.00 750.00 

4. MYANMAR 19.50 750.00 

5. INDIA 50.00 750.00 

6. FILIPINA 36.00 1,000.00 

7. THAILAND - 250.00 

8. CAMBODIA 20.00 250.00 

9. NEPAL 20.00 750.00 

10. VIETNAM 13.00 1,500.00 

11. SRI LANKA 15.00 750.00 

12. CHINA 30.00 1,500.00 

13. LAOS 20.00 1,500.00 

Source: Malaysian Immigration Official Portal 
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Appendix D 

Table 5: Financial Statement of Restoran Minang Plus 

RESTORAN MINANG PLUS  

Financial Summary 2009 – 2011(RM’000)     

                                    

 2011 2010 2009 

OPERATING REVENUE 4500 3600 2700 

COSTS OF GOODS SOLD 1440 1260 990 

GROSS PROFIT 3060 2340 1710 

OTHER OPERATING INCOME* 120 95 100 

SELLING AND DISTRIBUTION COSTS 589 432 332 

ADMINISTRATIVE COSTS 747 630 577 

OTHER OPERATING COSTS 72 67 59 

INCOME FROM OPERATIONS 1772 1306 842 

PROFIT AFTER TAX 1329 980 632 

SELLING AND DISTRIBUTION COSTS 

INCLUDE: 

   

Advertisement 315 252 189 

Marketing expenses 87 73 61 

Staff incentives 187 108 82 

ADMINISTRATIVE COSTS INCLUDE:    

Managers’ remunerations 420 336 302 

EPF 31 28 25 

Salaries & Allowances 296 266 250 

    

NON-CURRENT ASSETS:    

Furniture and Equipments (net) 110         121 133 

Vehicles (net) 90 99 109 

CURRENT ASSETS:    

Cash and Bank 450 400 320 
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Inventories 20 80 76 

TOTAL ASSETS 670 700 638 

NON-CURRENT LIABILITIES 0 0 0 

CURRENT LIABILITIES:    

Creditors 60 50 45 

OWNERS’ EQUITY:    

Capital 510 565 514 

Retained Earnings 100 85 79 

TOTAL LIABILITIES AND OWNERS’ 

EQUITY 

670 700 638 

*Include income from selling perfumes 
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INTRODUCTION 

 

Mrs. Zunita Nordin, 39, who was the Managing Director of Seleraku Trading Sdn. Bhd. 

(STSB), is a Bumiputera company which produces  the frozen-food  products.  She started her 

business in 2005 to introduce and to produce oblong burger in a small-scale  capacity in 

Kepala Batas. Due to high demand of oblong, she then moved to Cerok Mokkan, Jitra, Kedah 

3 years later with a large-scale production capacity. Currently, she has about 30 employees 

with sales expected to reach one million ringgits a month.  Indeed, Zunita was a steadfast 

person in facing challenges. Although she was a single mother, her responsibilities to augment 

her six children, were never compromised. At the same time, she was struggling to maintain 

her own business. Due to the growing demand received from burger sellers, Zunita tried her 

best to fulfill the request. Zunita needed a new machine that could produce up to a larger 

scale. Capital factors became the main obstacles for Zunita. She had attempted to apply for 

several loans from various government agencies, but the amount available was insufficient.  

mailto:yusop@uum.edu.my
mailto:mohdsufli@uum.edu.my
mailto:mnasri@uum.edu.my
mailto:aminurraasyid@uum.edu.my
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However, the desire to get the additional capital successfully obtained when the officer of 

Northern Corridor agreed to assist her in expanding the business.  Apart from the capital, 

Zunita’s business did face stiff competitions from the existing competitors that had long 

ventured into this industry.  Due to have its own strengths and uniqueness of the product, 

Zunita was able to manage and faced her competitors in healthy competition. Though, Zunita 

was seeing enjoying her hard efforts to maintain the survival of the business, it was not an 

easy task. Challenges did exist in the business world. Being skeptical on a product quality, 

insufficient fund, competition amongst burger producers, lacking of employees’ commitment, 

and burger sellers ran away were some of them.  As an innovative entrepreneur who had 

passionate and determination, Zunita was not succumbed.  Instead, she looked courageous to 

maintain the momentum by taking smart strategies in managing the business effectively and 

successfully. 

 

 

BACKGROUND OF STSB 

 

Prior to its establishment, Seleraku Trading Sdn. Bhd. was known as DCnie Trading.  

Currently, STSB had more than 30 employees producing 30,000 pieces of oblong burger a 

day.  STSB was a privately owned family business. It was started in 2007 at 9A Jalan Tunku 

Abdul Rahman, Kepala Batas, Kedah with about 5 workers and producing about 10 to 20 kg 

oblong burgers a day. Today, it has moved to a new factory in Napoh which is about 15km 

from Jitra. With the capacity of 5-10 tonnes of oblong burgers production a day, the company 

is planning to diversify its marketing approaches by having kiosks at strategic places 

throughout the country. It had the blessing of the Northern Corridor Implementation Authority 

(NCIA) setup and had proven to be one of the most promising entrepreneurs.  Zunita was a 

single mother.  She had 6 children where four of them were stepchildren.  Her beloved 

husband passed away 4 years ago but her husband’s first wife still lived together with her.  

According to Zunita, she had two reasons of doing this business.  First, she wished to 

transform the destiny of her family to have a better way of life and second was her desire to 

offer the quality frozen-foods for Malaysian market. 
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Exhibit 1 

STSB at the Factory Gate 

 

 

 

 

 

 

 

 

 

 

 

 

FAMILY AND EARLY ADULTHOOD 

 

Zunita held a diploma in civil engineering from Institut Teknologi MARA (ITM), Arau. 

Although, civil engineering course was somewhat not related to the oblong business, she 

found its very useful when dealing with machineries in her factory.  With the knowledge in 

mind, she was able to identify problems if the machineries had any damages.  After 

graduated, she used to work with Tenaga Nasional in Langkawi but had to quit her job due to 

her wish in assisting her family business.  Prior to that, Zunita used to have a food restaurant 

partnership with her close friend.  The restaurant was popularly known as Etong Corner but 

had to closed because her partner was getting married and having a new job at CIMB Bank.   

 

Since Zunita was alone to run the business, she decided to sell out the restaurant to 

another businessman.  Though Zunita was not really successful in her first experience, she 

had learned the ups and downs in the business world.   Zunita stated that from its business, 

she learned a lot on how to handle manpower, managing cash flow as well as the trustworthy 

aspect.  As she said: 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 
 

549 
 

“…..that kind of work when a worker’s eateries in and out, we learn, how to 

handle employees, and manage the financial aspects, then do not despair spirit 

that we bring to this business” 

 

She was very lucky because she had her parents and siblings who were very 

supportive, kept on motivating her not to give up and always enthusiastic in doing business.  

Besides selling foods, she was also selling fatty burger at the same restaurant which Farid 

acted as a main supplier to Zunita.  Three of Zunita’s children were working with her at the 

existing factory and involved in a day-to-day operation.  Running a business was not 

something strange to Zunita because her father was one of the largest tobacco producers in 

Malaysia and became the main supplier to British Cooperation Tobacco (BAT).    

 

 

BRAND AND PRODUCT INNOVATION 

 

Zunita claimed that she was the first person to introduce oblong burger to the community. At 

first, Zunita uses Sempoii brand but did little modification to the brand so that its could avoid 

confusion from burger enthusiasts. At the same time, there are many brands in the market 

with different brands.  The most popular and became the main competitor to Sempoii was 

Ramly burger.  Nevertheless, Zunita wished that the people could be able to distinguish her 

product in terms of design and quality. As she stated: 

 

 

“…….at that time we use Sempoii brand, while oblong is the 

name of the product. The design and the quality are at the 

burger….” 

 

 

The products were marketed under the brand name “Sempoii” which literally meant 

unique. As a new product in the market it had captured a cross section of the consuming 

population. The products were available through stockists in almost every state in the 

Peninsular. With about more than 10 products mainly made from beef, chicken and mutton 

“Sempoii” had captured the plate of the public with their tasty burgers, patties and satay 
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products.  According to Zunita, her products did not contain any preservatives and dyes. She 

added, unlike her  product, the competitors adding preservatives and dyes into their product so 

that the product can be lasting longer.  Its can be seen when the customers boil it and the red 

colour will be appeared.  However, Zunita did not deny that in the absence of preservatives, 

the product can easily be damaged and the surface would be gloom if it is left too long in the 

room temperature.   

 

PRODUCT PROTECTION   

 

To ensure the oblong was originally produced by STSB as the first creative innovation, Zunita 

decided to print the word of “the first product in Malaysia” on its packaging.   According to 

Zunita, she dared to declare it because the logo of oblong had been registered earlier in the 

category of frozen foods so that no other company should be allowed to use the same logo.  

Zunita claimed that this issue began when competitors started to imitate their product and use 

the same brand “oblong”. For instance, during MAHA exhibition, Ramly Burger  launched its 

new product called Oblong Classic.  Though Zunita admitted that Ramly had the right to use 

the same logo but Sempoii Oblong was known as a leading manufacturer in the market.  In 

addition, Ramly never referred to Zunita prior to the launching of its product.  To show her 

dissatisfaction on this issue, Zunita met Ramly’s marketing executive to inform him of this 

matter.   Zunita said:   

 

“…..I did not intend to counteracted with Dato’ but I would ride the 

market with different products than Dato’s one.  I respect Ramly where if 

someone talks bad about Dato’ I do not believe it. I consider Ramly like 

my idol but today they launched classic oblong using my brand .. they use 

the name without refering to us….” 

 

To substantiate Zunita’s indictment, the company had been making search of 

information and she found that no more company used the brand. Based on this issue, Zunita 

has taken action to protect her product by registered the word of oblong itself.  In this context, 

the alphabet “O” in oblong word has been registered as a trademark in the frozen food 

category and should not be used by others.  Its competitors, however, did not any obstruction 

to  use the word ‘oblong’ in different ways.  Ramly still made a protest. They claimed that 
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STSB had not yet become a brand owner of oblong. This was because the application to 

register ‘oblong’ as a brand had not yet received by MyIPO (Intellectual Property Corporation 

of Malaysia).   As we could see from the logo below, the vortex of the alphabet O was unique 

which could not be seen from its competitors.  In fact, the brand had been registered as a 

trademark in the frozen food category.  

  

 

Exhibit 2 

The Vortex of Alphabet O is Branded 

 

 

 

 

 

 

 

 

CHALLENGES IN BUSINESS 

 

At the initial stage, Zunita faced many hurdles in running the business. One of the most 

strenuous moments for her to dismiss was the death of her beloved husband in 2009. Despite 

her husband’s death, Zunita did not concede with the situation but became more courageous 

in facing challenges in handling her business.  Zunita added that Farid (Zunita’s husband) was 

the first person to initiate her to the business concept as well as becoming the main supplier in 

supplying the raw materials.  After realizing that her business had potentials to grow in future, 

Zunita agreed to join in with Farid in producing pieces of burger using oblong brand.  

Actually Zunita was not a burger fan but she found that burger has its own market 

segmentation and is a very promising business. With a secret recipe in hand, they started to 

produce pieces of burger in small scale in Kampung Hilir, Kepala Batas in 2005 with a 

production capacity of 5,000 pieces per day.   
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Due to increase the capacity of oblong, she needs to have a new machine.  However, 

the insufficient capital become the main constraint.  Armed with minimum equipment at that 

time, she applied for loans to buy new forming machine with cost approximately RM650,000 

each.  By having a new machine, it is hoped that she  could be able to meet the growing 

demand of burger.  Unfortunately, she had difficulty to get the loans due to government 

agencies had insufficient funds.  She tried to apply grants from SMIDEC and TEKUN but the 

amounts were inadequate.  SMIDEC, on the other hand, agreed to assist her but asked her to 

buy the machine in advance and claim later.  Zunita disagreed with the suggestion.  She 

commented: 

 

“…….I went to SMIDEC where I heard some of the schemes that can be 

applied…. Mr. Yusof and I met the officer because he was willing to help. 

Unfortunately, the officer told me that I can buy the machine to use my 

money first and claim later. I told the officer that I did not come here if I had 

enough capital” 

 

 

The SMIDEC officer was offered Zunita a packaging grant.  Zunita rejected but she 

explained to the officer that producing the product was more important than spending on 

packaging.  It was because her product must be accepted by the customer first before she 

could thinking of developing a better packaging. 

 

 

Until one day, she met Mr. Yusof from Northern Corridor (NC).  Both of them met 

and discussed on how NC can assist Sempoii Oblong in expanding the business.  Mr. Yusof 

found that Sempoii Oblong had the potential to boost the economic activities and to give 

reflections to the frozen food industry.  Nevertheless, NC did not promise Zunita but 

considered to propose her business to the BOD of NC.   Since Sempoii Oblong could play its 

role as a path breaker to the economic development, NC agreed to invest.  Unlike TEKUN’s 

prerequisite in giving loans to many entrepreneurs, NC did not have such a capacity due to the 

financial constraint, but they had a philosophy that by helping one company, it would be 

giving a trickledown effect to the economy as a whole.   As Mr. Yusof noted: 
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“… other than that, we found oblong is something unique…. We cannot 

do as agriculture and TEKUN department that can give RM5, 000 to the 

borrower. We have not capable to give loans like them, so we are looking 

for a leading company that when we help it can provide high impact on 

our economy.  As example…let say we produce 30,000 oblong burgers a 

day. If we take on average RM4.00 a piece so we have on the economic 

impact of about RM120, 000… if we multiply with 365 days… how 

much? but what is interesting here is that half of the amount will go to 

the burger boys and most interesting is the bread supplier can be 

developed as well…..it really gives reflections to the bread industry” 

 

 

Because of its justification, NC had decided to make use of the budget for training to 

buy a second-hand forming machine, which cost approximately RM350, 000 each.  Recently, 

the company was ready to produce 30,000 pieces burgers a day with a wider market across the 

country.    

 

When the company introduced Sempoii Oblong to the market in 2008, most of the 

stockists were reluctant to use the brand because they felt the name was weird and sounded 

strange to the customers. In fact, some stockists asked STSB to change the name to other 

simple ones like Ramly burger.   Zunita refused because she thought it was quite catchy.  For 

example, Wan Mat Food in Shah Alam used to ask Zunita’s permission to change the name 

because he felt that the name of oblong was rather bizarre and nauseating.  Wan Mat Food 

stopped complaining and grumbling after getting good response from the market.  

 

Besides that, there were also allegations stating that the company had been using the 

tactic of mixing the ingredients in their products. At one point, the health authorities had taken 

Zunita’s product in Changloon to be tested. In this test, the health authorities had also taken 

chicken burger of Saudi. Through DNA testing, it was found that Zunita’s products contained 

DNA, so the health authorities claimed that they were contaminated. Zunita denied this 

allegation. She contacted the health authorities to obtain a clarification on the methods used in 

conducting the test. From her investigation, Zunita found the knife used to cut the meat was 
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also used to cut the chicken. Mr. Yusof and Zunita had discussions with the health authorities 

and they were asked to draw up the report.  Zunita commented:  

Exhibit 3 

Two Forming Machines in the Factory 

 

 

 

 

 

 

 

 

 

 

“….Why do I need to mix? Actually the price of meat is cheaper than 

chicken, so it is not logic to add chicken with beef…it is ridiculous… 

I use the same machine, of course the DNA test will show the result 

because DNA will not disappear regardless of how we clean it....” 

 

 

ENTREPRENEURIAL MINDSET AND BEHAVIOUR  

 

Managing a business dealing with many stake holders was not an easy task for her.  With the 

spirit to become a successful entrepreneur, Zunita motivated herself with a philosophy that as 

long as we alive nobody could stop us to go forward.  As she realized who she was, Zunita did 

not want to use her single mother status as an excuse for not striving for success. Being an 

entrepreneur demanded sacrifices in terms of time, energy, money, feeling, and relationship.  

Without paying attention to past experience, she continued to focus on her work especially in 

ensuring the satisfaction of the existing customers should be met as promised.  According to 

Zunita, they were always a priority to her. If they succeeded in their business, her business 

would be succeessful too.  Embarking on this philosophy, she tried her best to meet the 

demands from her stockists.  Due to a constantly increasing demand, Zunita decided to build a 
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new factory equipped with high-end machineries so that the production capacity could be 

increased gradually.   

 

  Without knowing the meaning of being despair, she met a Northern Corridor officer 

to propose her business proposal.  Mr. Yusof, the director of pilot projects in NC found that 

Sempoii Oblong had the potential to be developed so that it would give effects to the related 

business chain.  As a result, NC agreed to be involved in the business by providing sufficient 

funds for renovations, buy a new machinery and for staff training and development.   As an 

appreciative for the support, the logo of North Corridor was clearly seen on every Sempoii 

Oblong advertisement and signage.   

 

Exhibit 4: 

Logo of Northern Corridor with Sampoii Oblong 

 

 

 

 

 

 

 

 

 

Without compromising on hygiene requirement and quality of product, Zunita 

emphasized on practicing standard processing and food handling procedures.  For example, 

she instructed all staff to be injected before handling any raw materials in the factory.  She 

also emphasized on food quality especially in the context of taste, texture, size, and weight, 

and no preservative ingredient was used.  To avoid any foreign object in the product, she 

bought a special machine to detect unwanted minuscules such as iron, stone or stapler bullet. 

Upholding the notion of ‘customer is always right,’ Zunita was willing to pay customers back 

if her product did not satisfy their taste.  In ensuring the quality, samples of oblong were sent 

to hotels in Langkawi and chefs were asked to test and give constructive comments.  Based on 

the feedbacks, recipe modification was made so that the quality could be sustained and 

accepted by the consumers.   Unlike her competitors such as Ramly burger, Zunita claimed 
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that 90 percents of Sempoii Oblong contents were beef and 10 percent was fat whereas 

Ramly’s ratio was 70:30.  Due to the content ratio, Zunita’s product was slightly expensive 

compared to the competitors.  According to Zunita, she admitted that she was not capable to 

compete with Ramly Burger in terms of price and contents. In fact, she did not even know 

what kind of materials could be included apart from beef.  However, Zunita dared to claim 

that Sempoii Oblong was the first product in Malaysia and it was clearly stated in its 

packaging.  She added: 

 

“… veterinary officer told us if we declared 95% would not be a 

problem because the fat is in the meat category ... but other burger 

declared 70:30 ... another 30% is not the meat… that is why we cannot 

beat our opponents ... we cannot supply the same price… but we must 

take care of the quality ... our burger boys say that our product is very 

expensive compared to Ramly .... Ramly sells RM7 but we RM15.... if 

they us ask to do like what Ramly is doing…we can’t.. We do not 

know what to put in another 30%....” 

 

 

Diversifying products was always in her mind.  Being an entrepreneur one must be 

creative and innovative.  Zunita was not relaying on one prime product but to ensure 

sustainability, an entrepreneur had to have the ability and capability to diversify and penetrate 

a new market.   Through the assistance of Northern Corridor and the agriculture department, 

Zunita had allocated a budget to plant sweet corn and to involve in a livestock industry.  

Currently, she has approximately a 150-acre sweet corn plantation in Pondok Tanjung.  

Besides aiming to increase the number of small traders in selling corns, the wasted corn stems 

could be used as an additional foodstuff for her sheep and cattles.   However, the number of 

sheep and cattles reared by Sempoii Oblong were still insufficient for the domestic market or 

even to supply as raw materials in oblong production lines.  To overcome the issue of 

supplying raw materials, Zunita imported beefs from India due to its cheaper price.  

According to Zunita, she was not afraid with any shortages of beef because people India did 

not eat beefs and livestock was merely for sale purposes.   Yet, she was optimistic that local 

beefs could be obtained from her own plant in the near future.  To diversify her product line, 

Zunita had also produced oblong drink which was to be sold at the existing kiosks only.   
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Exhibit 5 

Zunita and Mr. Yusof Standing in front of kiosk in Kepala Batas Airport 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

DISTRIBUTION ACTIVITIES 

 

Seleraku Trading distributed their products through distribution centres and appointed 

stockists. This strategy had advantages in terms of delivery process and price control. They 

could monitor their centres and stockists very well. If the customers wanted to purchase 

directly from the company, they had to purchase in bulk (minimum is 50 cartons). At the 

moment they had already appointed twenty stockists in the market and a few distribution 

centres. The payment term for the stockists was not fixed and it depended on their relationship 

and trust on those particular stockists. Normally if one stockist ordered 100 cartons, they 

would send 120 cartons. Some regular stockists were paying in cash and some of them were 

on bill to bill transaction.  As she noted: 

 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 
 

558 
 

“….there are stockists paid the transaction through bill to bill….and for 

those who are reluctant to make a payment..we asked for cash… but 

there is a good stockist. If he made an order for 100 boxes we sent 120 

boxes.  If stockists order for RM30, 000, I need to have RM30, 000 too 

because we buy the meat by cash….” 

 

 

FAMILY BUSINESS FAMILY APPROACH 

 

“Cik Ta, beautiful isn’t it?.” Siti, a production operator at Sempoii, 

smiled nicely by showing her new handbag. ‘Wow, georgeous!,’ Zunita 

replied and hold Siti’s hand tightly. ‘Cik Ta, let us have lunch together,” 

Ollie, an administrative assistant suddenly appeared in front of Zunita’s 

office. “Sure, Ollie, I just thought to have lunch with you today. Lets go 

together!” Without any hesitation, Zunita stopped her work and went to 

the cafeteria to accompany Ollie. 

 

These were common scenarios in Sempoii. Real ‘sempoi’, simple, sweet, loving and 

caring were the secret recipe of Zunita in inculcating family spirit among her workforces. 

For her, Sempoii had been inspired by passionate, love and care. Thus, there would be no 

reason to create gaps and barriers between her as the CEO and others in Sempoii family. 

This simple style management had been adopted for years in Sempoii to break any kind 

of barriers that might exist. Rather than treating her employees as her subordinates, 

Zunita perceived them all as her own brothers and sisters. Sharing was a must in Sempoii 

family. Everybody could share their stories and experience. From food to fashion, from 

gossips to international issues, from hobbies to sports, and more importantly they always 

freely shared their thoughts on how to improve Sempoii towards betterment day by day. 

 

Understanding that employees benefits and satisfaction were also very significant to 

drive Sempoii towards the highest peak of achievements, Zunita tried her best to provide 

the basic needs of her employees. To establish Sempoii as a model of a caring company, 

she allocated particular amount of money to provide transportation facilities within 50km 

radius and free meals for all during lunch time at a designated cafeteria. This had helped 
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the employees a lot in resolving common problems within the labour community. In 

addition, this simultaneously assisted in increasing motivation and satisfaction among the 

employees and hugely contributed towards enhancing their performance and productivity. 

Zunita believed that this caring approach in dealing with her employees needs was an 

underlying factor towards achieving the best level of efficiency and effectiveness in the 

company. 

 

She admitted that with the current condition of her company, Sempoii still could not 

implement the minimum wages scheme. However, she preferred to continue the flexi 

scheme of wages based on skills and hours. So, the range of payments varied from as low 

as RM40 up to RM2500, which could be considered as high for a rural-based factory. 

Although she always tried her best to captivate the hearts of her employees, there was 

still a ‘come and go’ scenario, a normal situation in any company or business entity in the 

world. On the other hand, there were numbers of ‘the loyalists’, who decided to serve the 

company for longer times. Even some of them had been working with her since the initial 

opening of Kepala Batas base. Indeed, the number of the workforces increased from just 

seven individuals initially to about 30 people now, which could be considered as a 

success for the company. 

 

SUCCESSION PLAN 

 

Frequently, Zunita looked at Farid’s photo, her late husband while she sat in her work 

station. This hugely shaped her mind and instilled distinctive understanding about love. 

She knew that her success today was primarily based on previous joint-struggles with her 

late husband blended with passionate and determination. After her Farid passed away, 

Zunita always attempted to preserve and more significantly to flourish this wonderful 

spirit by involving her closed family to be part of Sempoii. Even it was amazing to see 

that Zunita never felt hesitant to invite Farid’s first wife, who was unfortunately suffered 

disability due to a stroke attack to live just beside Sempoii’s office and factory. For her, it 

was her responsibility to bring her closed family together in her ‘jihad’ to run this food-

based business successfully. 
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For the time being, she had included her daughters to become members of the 

company’s board. Technically, she planned to train them as well through stages as part of 

a succession plan. Zunita said that the special recipes of her products yet to be fully 

transferred to her daughters. Nevertheless, she found this will not be a problem as the 

three main recipes, which had to be blended together had been specialized by three teams 

within the company. Just a matter of time, a more appropriate succession plan would be 

in place. She stressed that it would still remain as family-based business entity with more 

diversified activities in the future. 

 

OPERATION AND PRODUCTION MANAGEMENT 

 

The success of STSB could be measured by looking at the ability of the entrepreneur to 

combine the existing resources to create an efficient production process.  Things like skills, 

assets, capabilities, and competencies to name a few, were all the resources to deliver STSB 

product to the end customers efficiently.  From the point of location and production 

operations, the company had already chosen an old building owned by Zunita’s family. The 

old building that was originally used to process tobacco was restored and repainted. Plant 

layout and more organized area had given more convenience to each employee, compared to 

the previous one in Kepala Batas. Zunita’s main office and manufacturing operations were 

located at the same place. In line with the size of the factory, there were two forming 

machines and a big cold room that were arranged nicely.  The cold room itself could 

accommodate at least 30,000 pieces of oblong before deliveries were accomplished. Mr. 

Yusof added: 

 

“…..this cold room’s temperature is below 20
o
C where we stored finished 

product and ready to be sent to stockists. All the stocks will be exhausted 

within three days….”. 

 

In addition, the equipment to process the oblong drink was also stored next to the 

factory though the production process had yet to be implemented.   This showed that Zunita 

had directed future plans.  To ensure the delivery was consistently smooth, Zunita had a 

number of lorries which was larger than 3 tones. The factory also placed dozens of small 
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kiosks sized 3’ X 6’ for entrepreneurs who were interested in venturing into the burger 

business. 

Exhibit 6 

 Small kiosks and Cold room 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

STSB was also giving a priority to the flow of the production process.  According to Zunita, 

with the effective of production process, the operation cost could be minimized.  Production 

process began when workers took out the raw meat from the box and placed in a container for 

thawing. Once the frozen meat was ready to be processed, the material was placed on a cutter 

for the purpose of separating unnecessary materials such as bones. This process was done by 

using machines. Meat that had been processed was then blended together with the ingredients 

according to the recipes that had been prepared. Crumble meat was then put in the forming 

machine where the size of the oblong was predetermined. After going through the forming 

process, the oblong would be put in plastic bags for packaging purposes. Upon completing the 

packaging process, the oblong was stored in the cold room with temperatures below 20
0
C. In 

accordance with the delivery schedule set, the stock would be put into the trucks for deliveries 

to the stockists. The production process was shown in Exhibit 7. To save time and safety of 
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the delivery drivers, the company had established a transit warehouse located in Putrajaya. 

The oblong could also be dispatched to the southern market of Peninsular Malaysia. 

 

 

Exhibit 7 

The Process of Producing Oblong 

 

 

 

 

JIT SYSTEMS IN MATERIAL MANAGEMENT AND PRODUCTION 

 

The company used JIT system in the management of materials and production. It did not 

require a lot of storage. The raw material from the suppliers would be stored only one night 

before they were used on the following day in processing the product. The end product later 

would be stored in the cold storage only one night before being distributed to the sole agents. 

The store materials and production supplies were only there in a minimal period. This system 

could minimize the cost of production. The company also provided a generator to be used in 

the case of shortages electricity. Here was how the inventory management system was used. 

 

 

Cutting meat 

using machine  

Opening raw meat 

process from box. 

Blending the meat 

with all ingrediants 

and molding the 

oblong 

Molding the 

oblong in pieces 

Packaging the 
product  

Storing in cold 
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Transfering 

product in truck 

Distributing 

product to stokists 

 

Sold to customer 
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Exhibit 8 

     Flow of Inventory of Management System   

 

 

HALAL CERTIFICATE 

 

STSB had a Halal certification from JAKIM. Halal Unit of JAKIM was always monitoring 

the production process. All the rules and regulation about Halal certification were fully 

followed by the company. HALAL logo was a good strategy in order to market the product. 

Muslim customers were very concerned about halal foods. The production process in the 

company was very particular about hygiene and cleanliness. As stated by Zunita: 

 

“….before this we have a halal certificate issued by the Jabatan Agama 

Islam Negeri Kedah. Once the certificate has expired, we requested a 

valid certificate from the Jakim. We are very particular about 

cleanliness and the halal products that we offered…..” 

 

 

 

Using meat for 

processing Oblong 

Storage of raw 

meat from 

supplier 

Oblong product 

available for sale  

Oblong Product 

available for 

distribution 
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Abstract: In Malaysia feed ingredients for the broiler industry are mostly imported.  

However, owing to the shortage of supply, sometimes exporting countries could not meet 

the demand for feed ingredients especially maize and soybean meal. This could be due to 

higher demand from China and India for these feed grains to be utilized for the production 

of ‘Bio-fuel’. The competition for feed grains would increase the price of feed ingredients. 

The increase in price of feed grains was reflected in increased price of broiler feed and 

thus the cost of production would be higher. Hence, there is an urgent need for total factor 

productivity improvement. If there is an improvement in total factor productivity, 

production cost for broiler would decline and the industry would become more 

competitive. The objective of this article is therefore to measure the total factor 

productivity growth contributed to the output of the Malaysian broiler industry. Total 

factor productivity growth is decomposed into technical efficiency, technical progress and 

scale component.  An econometric technique of the stochastic frontier production function 

approach is applied whereby technical efficiency, technical progress and scale effect are 

measured. The translog and Cobb-Douglas functional forms were identified and applied 

for the estimation of the broiler industry using time series data covering the year 1998 to 

2006. The results show that during the early period technical progress was rather slow, 

but subsequently improved. However, compare to scale component, technical efficiency 

had slightly improved during the period.  The broiler industry was experiencing decreasing 

return to scale suggesting that its production was in stage II of the production function.  

 

KEYWORDS: Technical efficiency, Cobb-Douglas, Translog functional form, Total factor 

productivity 
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Introduction 

 

The significance of the broiler industry is reflected through the consumer’s demand of 

poultry meat. An average Malaysian consumes about 29 kilograms per year of poultry meat 

in 1998 compared to about 35.90 kilograms in 2005 (Veterinary Department, 2005). In 

addition, the per capital consumption of chicken has greatly surpassed that of beef which 

was about 4.7 kilograms in 1998 and 6.67 kilograms in 2005 (Veterinary Department, 

2005). It is also shown that a significant volume of the chicken consumed in Malaysia is 

sold through fast-food chains such as Kentucky-Fried Chicken (KFC), which has introduced 

chicken based dishes, sandwiches, salads and tenders, among other items. Basically, almost 

every Malaysian eats chicken, either two or three times a week, or even every day.  

 

The development of the broiler industry has been concentrated mainly on producing 

live products and processing. As of now the industry has been focusing  to import 

substitution and fulfill the domestic consumers. Very little agricultural policies and fiscal 

concessions have been made in order to encourage the establishment of government 

publicly owned facilities to  support  the  broiler  industries. 

 

A number of problems have surfaced, as industries have expanded, the most 

important of these relate to the ways in which broiler production is guided and controlled by 

the relevant agencies. While progress in the industry is evident and commendable, a number 

of problems have emerged. These include unexpected rise of feed ingredients prices such as 

corn, fish-meal and soya bean meal which results in feed price increased (Figure1.2), hence 

eroding the profit margin to producers. In addition there is difficulty in obtaining input, 

especially day old chicks, medical supplies and agricultural extension services.  

 

However, instability of the poultry prices is of paramount important to the poultry 

industry, since it had an adverse effect on the productive performance of the poultry 

industry. Furthermore the soaring price will easily expose the industry to become less 

competitive. 

 

The other problem facing the industry is fluctuation in the price of feed. The 

situation is closely related to the increase in feed ingredient prices such as maize, fish-meal, 
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bone-meal and soy bean meal. The above situation created instability in the industry due to 

the increase cost of production and will finally affect the productivity and the efficiency of 

the broiler industry. It is noted that eighty-percent of maize is used as feed component. 

Hence the marketing margin is small and the producers will earn fewer profits. The study of 

the productive performance and efficiency is considered important to determine the 

resiliency of the export market including domestic market and price fluctuation of the 

products.  

 

 

Feed 

 

Feed industries play a very crucial role in broiler industry. Feed constitutes a large 

proportion of the cost of production in the poultry sector. Generally, feed ingredients are not 

produced in Malaysia. Feed millers source their supply of grain maize by importing them 

from countries namely Thailand, Indonesia and Argentina (Abu Kassim, 2001). Hence, for 

this reason the broiler industry is dependent on imported raw materials. The imported 

feedstuffs include cereal grains, vegetable and animal proteins such as soybean meals, corn 

gluten meal, fish meal and meat and bone meal, mineral sources, and various micro-

ingredients such as vitamins, minerals and other additives used to increase efficiency and 

growth of birds (Table1.0) 

 

Table 1.0 also shows that corn being the largest component imported feed 

ingredients which make up about 72 percent of all feed ingredients imported in the year 

2006. In the year 2000, the amount of corn imported was 2267 metric tone, but it increased 

to 3276 metric tonne in the year 2006, which is 30 percent increased over the six year 

period equivalent to 5 percent yearly demand growth. These importation involve a huge 

financial transactions amounting to RM989 million in the year 2000 (Table 1.2), and it has 

increased to RM1.5 billion in the year 2006 which is 32.12 percent increased worth of corn 

imported into the country over the six year period. Unless Malaysia embarks on large scale 

grain maize production, the imports will continue to increase and this phenomenon is 

vulnerable to the broiler industry.  
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Broiler Production 

 

Figure 2.3 shows the broiler production over a ten year period. Starting from 1997, it 

increased at first and dropped slightly in the year 1999, but it increased steadily onwards 

until it reached a plateau during the year 2004 and 2005 and then starting to decrease. This 

is a normal phenomenon for an agricultural product which moves in a cyclical manner. 

 

The year 1997 was a better year than 1998, for there was a slight decreased of 1060 

birds or a 0.29 percent decreased in production. But it looked as though the scenario was 

still not favorable enough, for the production dropped further and it was at it’s lowest in the 

year 1999 and it was a 2 percent decreased compared to previous year (1998). This situation 

was probably triggered by the recent Asian economic crisis, when the exchange rate of local 

currency devalued and fluctuated. For example the exchange rate was RM2.8132/1US 

Dollar in the year 1997, but it felled to RM4.1115/1US Dollar in the year 1998 (Economic 

report 1999). Due to this exchange rate factor, most imported feed raw materials especially 

corn an soybean meal became more expensive and this was reflected by the increase price 

of feed sold by the feed millers. Corn price jump up from RM423/metric tone to 

RM488/metric tone in the year 1997 and 1998 respectively which represent a 15 percent 

increased (Veterinary Service Department,  Animal Feed Import Section 1995-2006). The 

situation had some profound effects on the productivity performance of the producers. In 

retaliation, the producers will make some adjustments in the short run and try to minimize 

the loss and reduce production of birds during the year (1999). 

 

From the year 2000 onwards until year 2003, there was a steady increase in the 

broiler production. During the year 2000, feed prices were stable and coupled with lower 

chicks prices are the contributing factors for a slight margin to the producers. Due to 

shortage supply of broilers in the east-coast region, together with festive seasons, create a 

favorable demand for the broiler chicken meat in the following year (2001). Beginning from 

the year 2003, saw a further expansion for the industry, As a result, the profit margin was 

slightly improved, and it was better than the preceding year (2002). The net margin for each 

kilogram of broiler was estimated to be about 4 percent of the cost of production (which is 

RM2.43. 
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It is interesting to note that production reached its climax during the year 2004 and 

tapering off into the year 2005 and 2006. The escalating raw feed prices for such as corn 

and soybean, had adversely affected broiler production and productivity performance. The 

sudden outbreak of Avian-Influenza in China and Hong Kong which claimed human lives, 

had some repercussions and thwart away the consumers from consuming chicken.  

 

The ensuing weak demand will trigger an excess supply of chicken in the market 

and causes price to drop beyond producers’ control. This ‘holds up’ in the production chain 

also affecting other businesses such as feed millers. However, there was a slight 

improvement during the year 2005. It was fortunate that the government had approved a 

higher ex-farm ceiling price at RM4.00/kilogram in October 2004, while the existing cost of 

production was at RM3.27/kilogram . This made it possible for the chicken producers to 

accrue a slight marginal return. But again, the production took a downturn during the year 

2006. The sudden increased in feed prices especially towards the end of 2006 erodes away 

the margin due to the producers ,The average ex-farm price was RM3.03 a kilogram while 

the average cost of production was at RM3.37/kilogram. In order to avoid from further loss, 

the producers made the necessary adjustments and cut back the supply hoping that the price 

will return to normal again. 

 

 

Literature Review 

 

Alrwis and Francis (2003), determined the performance of broiler farms including technical 

efficiency and consecutively seek some conclusive evidence as to whether any technical 

efficiency differential exists between small and large farms.  

 

From the investigation, the technical efficiency indexes showed a modest result 

which range from 0.55 to 0.96, with mean technical efficiency estimated to be 0.89. Thus, 

this implies that the broiler farms are producing chicken to about 89 percent of the potential 

frontier production levels, implying that the production is about 11 percent below the 

frontier. On the other hand, the technical efficiency indexes calculated from the estimated 

production frontier for the small farms range from 0.45 to 0.99 with mean technical 

efficiency estimated to be 0.83. This implies that the small broiler farms in Central Regions 
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of Saudi Arabia are producing chicken to about 83 percent of the potential frontier 

production levels, given the levels of their inputs and the technology currently being used.  

 

Oladeebo and Lamidi (2004), made some investigations on the Profitability, 

Input Elasticities and Economic Efficiency of Poultry Production among Youth Farmers 

in Nigeria with the application of Cobb-Douglas production function. The results 

revealed that youth poultry farmers had positive decrease returns to scale (RTS=0.76) in 

poultry production which indicated that poultry production was in the rational stage of 

production (stage 2). Besides that, other independent variables such as farm size (total 

no of birds), total cost of feed and the number of hired labors were the major important 

factors used in poultry production by the youth farmers.  

 

 

Total Factor Productivity Growth Decomposition Models  

 

The substantial growth in productivity depends on several factors such as the 

increased in physical inputs (labor and capital), whiles the TFP growth measures the 

qualitative improvement in factor input and efficiency. At the national level, growth of TFP 

reflects the portion of growth in GDP that is not explained by the growth in input. At unit 

level, growth of TFP implies the upgrading of skilled manpower, application of best 

technology, creation of new technology, introduction new policies, and inculcates new work 

ethics. From our previous discussion, the total factor productivity (TFP) growth is the sum 

of technological change, a scale component, and change in efficiency, thus it makes 

possible to understand whether regions have improved their productivity levels through a 

more efficient application of existing technology or through technological progress. In order 

to achieve this aim, a relevant specification needs to be set up in order to decompose total 

factor productivity growth. The specification employing time-variant technical efficiency is 

seemed relevant. Hence Battese and Coelli (1992) model will be used to estimate the time–

variance technical efficiency.  
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Total factor Productivity Growth Decomposition Procedure 

 

Productivity is often commonly referred as total factor productivity, and can be used 

interchangeably. In the economics literature, total factor productivity (TFP) provides an 

overall measure of productivity. Stochastic frontier method is useful tool for decomposition 

of total factor productivity growth, which can be denoted by TFG. Kumbakhar and Lovell 

(2000), proposed that TFP growth, can be decomposed into three components: A change in 

technical efficiency, a rate of technical change, and a scale component. 

 

Assuming the time-varying production function expressed in (4.6), the three 

components of productivity change are developed by Kumbhakar and Lovell (2000), Coelli, 

Rao, O’Donnell, and Battese (2005), a rate of technical progress can be estimated by: 

 

TP =  ln (
ti

Y )                                                                               

  

                      = 3 + T6 + iK8 + iL9  

Where i  = 1,2,3…. N  and T  = 1,2, 3…,t represents  time, 

The above definition is a measure of shifts in the production frontier and can be estimated 

for individual producer, or for the whole broiler industry. At any given point in time, the 

most efficient or productive producer will determine the appropriate frontier. Implicitly, 

technical progress indicates the percentage change either the increased or decreased in 

productivity growth between the most productive producers in time period t, and the most 

productive producer in time period t lag one period ( t -1).      

 

While the efficiency changes (technical efficiency) is estimated as follows: 

 

 TFP=-
ti

  

 t  

       TE =  exp -  ( t -T  ) i , 

 

The above equation says that TE is the product of an exponential function of time, 

which is shown by exp  ( t  -T  ) and non-negative firm-specific random variable ( i ). 

t
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Overtime due to innovation and technology, technical change will takes place among the 

firms, subjected to the rate of adjustment and adaptation. In other words, technical change is 

a measure of how well the average producer is adjusting its production function to the 

existing state of technology. In the long run, it is assumed that the producer has enough time 

to adjust and adopt the technology, which can be translated into a positive effect on the 

industry’s productivity growth. This is reflected of how a producer in a certain region is 

doing a ‘catching up’ or convergence or divergence to ever changing state of technology.   

 

A scale component is estimated as follows: 

 

Sc = ( e -1)   ( jek ) xj                                                                               

   e          

   

 = ( e -1) ( keX ) K  +   ( el  ) L                                     

e e  

Where, 

ek   elasticity of output respect to capital, 

el elasticity of output respect to labor, 

e = el + ek  and dots over the variables denote the rate of change. 

The elasticity of output with respect to capital is estimated by: 

ek i     = 1 + iK4 + L7  + iT8   ,     Where,                                                       

i  = 1,2,3,… . N  and T= 1,2,3…..T  represents time. 

and elasticity of output with respect to labor is estimated by : 

el i  = 2  + L5 + K7 + T9  

Where, 

i  =1,2,3,…, N , and T = 1,2,3…,T  represents time. 

 

A firm is considered scale efficient, if a proportional change in all inputs results in a 

proportional change in outputs. If a producer is operating at a point of decreasing returns to 

scale ( < 1), elasticity of scale is bigger than zero, and the scale inefficiency of a firm will 

have a negative effect on productivity change. If on the other hand, a producer or industry 
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operating at a point of increasing returns to scale (IRS) in which case  >1, than the scale 

inefficiency will have a positive effect on productivity change. 

 

Kumbhakar and Lovell (2000), show that the three components of total productivity growth 

discussed above  have some additive impact on productivity as follows: 

 

TFP  = T + ( -1). (
 


n

n
n +TE  

 

Data Description 

 

There are multifactor’s which can contributed to differential technical efficiencies effect 

across states and provinces, for example, prevailing socio-economic conditions, regional 

location and differences in regional undertakings. The following section will explain the 

related mention factors which influence the variations in efficiencies including the 

inefficiency effects with their respective characteristics. I considered three categories of 

variables:  

 

Farm Characteristics. 

These characteristics included variables such as environment , disease and region. 

 

Farmer Characterisics. 

The variables considered here such as education, experience and age 

 

Economic Variables 

These variables include exchange rate, consumer price index (CPI), price of day old-chicks 

(doc), price of broilers, price of feed, average price of broiler, population, interest rate, 

export of day old-chicks (doc), export price of live broiler, price of petrol, investment in 

agriculture, agriculture loan, gross domestic product, average price of chicks, import price 

of feed, export of live broiler, import price of broiler, average price of corn, stock of 

breeders available and import of corn.  
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Environment is closely associated with performance and productivity of a farm. The 

environment referred here is concerned with the variability weather conditions such as rain, 

flood and environmental stress such as hot weather conditions. The adverse-environment is 

not conducive to the system of management practice locally. Generally, the broiler industry 

is still practicing the open system of management (as opposed to the closed type system for 

example close-house system). The birds are very sensitive to any changing conditions such 

as cold weather and extremely hot conditions and may cause high mortality among them. 

This variable was introduced as a dummy variable in the model. The variable takes the 

value of 1 if the statement is true and 0 otherwise.    

 

The broiler industry is not immune to disease aspects such as Avian Influenza which 

is endemics to this part of the world. The disease is known to claim human lives and strict 

biosecurity is needed in order to minimize the spread among the farms in the country. 

Therefore the outbreak of the disease will have some profound effects to the broiler industry 

which maybe two folds. Firstly, there will be a drastic reduction in the production of 

chicken-broilers, and secondly, the demand will fall due to substitution effects because the 

consumers will shifts to other substitute products such as fish, eggs and beef. The disease 

variable will take the value of one if the statement is true, and zero otherwise. 

 

Peninsular Malaysia is popularly known with its two inherent geopolitical zones as 

the west coast and the east coast region. Region is a binary variable which takes the value of 

one if a province belongs to the western part of Peninsular Malaysia and zero if it belongs to 

the east coast region.      

 

The variable age is considered in the inefficiency model, because it’s closely related 

to productivity performance. It is thought that a younger farmer is doing better in term of 

performance than an older farmer and expected a positive sign. But this could be a 

controversial issue, because the variable age, could also give an opposite sign (that is, 

negative sign). If this is the case, then older farmer is more efficient than the younger 

farmer.    

 

The availability of agricultural loan to producers depends on the short–term interest 

rate. The expected sign for the parameter of interest rate shows a positive relationship 

between interest rate and technical efficiency. The notion that producers take up the 
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necessary measures during an adverse conditions to deal with the higher production costs 

due to increase debt servicing costs.    

 

Since our country is exporting live birds and also poultry products to our 

neighboring countries like Singapore, Thailand, Philippines, China and Brunei, the 

exchange rate  regime is thought to be able to explain it’s relationship with technical 

efficiency effect and is therefore incorporated in the technical efficiency model. Most 

countries used U.S dollar as a standard in an international trade. The strong U.S dollar is 

what the exporting countries needed so that they can export more. Thus these phenomena 

will bolster domestic product for export thereby stimulating output growth. Here we expect 

a positive relationship between exchange rate and export market. 

 

Similarly, for the inputs prices for example the price of day old chicks and feed price 

have greatly influence on the efficiency of the producers. These two variables make up 

almost eighty-percent of production cost and an important determinant to the producer‘s 

performance.  

 

The price of feed is known to fluctuate beyond the control of government because 

most of the ingredients used for feed formulation are imported from the United States and 

South American countries namely Brazil. Subsequently, exorbitant feed price will affect the 

performance and productivity of the broiler producers. 

 

Likewise, ex-farm price, retail price and export price of broiler are important 

variables and definitely as a yardstick in determining producer’s efficiency. The price 

variability is the determining factor for the producer‘s margin which is closely related to 

‘positive vertical price asymmetry’ which says that the increase of input price would pass 

on to consumers more rapidly and more completely than the decrease of input price. 

 

  Most studies associate the phenomena with imperfect competition (Min Tian, 2006). 

The Malaysian consumers are price sensitive and look for value for money products. The 

poultry industry is increasingly challenged to produce new innovative products at lower 

costs without compromising in the quality. Price controls on the whole chicken meats, 

further encourage the industry to introduce processed chicken products as well as to 

vertically integrate into food service.  
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Results and discussions 

 

This section discusses results obtained from production frontier analysis, namely the Cobb-

Douglas and the Translog production functions. Based on the estimated translog production 

frontier, productivity output growth is decomposed into its three components:1) Changes in 

technical efficiency 2) Changes in technology and 3) Scale components.The decomposition 

is performed with 115 observations covering a nine-year periods. 

 

Referring to Table 1.3, the second column displayed the technological progress 

which has been negative for the first half of the study period. But the technological progess 

showed a positive trend during the latter period, but at a slow pace, while the third column 

refers to the efficiency change which fluctuated sharpely especially during the latter part of 

the study period (Figure 1.1). The fluctuations may be due to outside disturbances affecting 

the broiler industry and beyond the control of the farmers. The scale effect reported in 

column four, was not impressive and it declined towards the end of the study period (figure 

1.1). 

 

Table 1.3 shows the annual total factor productivity growth and its components: 

Technological progress, technical change, and scale effect . Referring to column five (Table 

1.3), TFPG1 is the summation of technological progress, technical efficiency, and scale 

effect. From figure 1.0, it is obvious that TFPG1 fluctuated throughout the study period. 

The fluctuation was due to efficiency change in addition to scale component effect. It was 

estimated that 42 percent of TFPG1 composed of technical change while scale component  

technological progress was 32 percent and 24 percent respectively.  

 

From figure 1.0 it is obvious that TFPG1 fluctuated throughout the study period. 

The fluctuation was due to efficiency change in addition to scale component effect. It was 

estimated that 42 percent of TFPG1 composed of technical change while scale component  

technological progress was 32 percent and 24 percent respectively. which reflects the 

insignificant role of technological progress.  

 

But the reverse is true for the second half, TFPG1 has been dominated by 

technological progress and scale effect, which reflects the decreasing role of the technical 
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efficiency. But in general, the average technical efficiency has been able to dominate both 

the technical progress and the scale effect at national level . 

 

Finally, column six that represents TFPG2, which is the combination of 

technological progress and technical efficiency. This column shows sharp increasing trend  

that had been occuring especially during the second half of the study period. Since TFPG2 

has been dominated by technical efficiency change in the broiler industry, it reflects the 

insignificant role of technological progress (Figure 1.0). 

 

Alternatively, the interpretation for a yearly basis showed that TFPG1 was the 

highest during the year 2004/2005. This is obvious due to technical efficiency which 

dominated the other components of the total factor productivity growth (Technical progress 

and scale effect). On the other hand, the year 1998/1999 and 2003/2004 showed a 

downward trend for TFPG1. This could be due to the external factors such as economic 

crisis and the break out of poultry disease such avian flu.   

 

Further more, the year 1998/1999, the countries in Southeast Asia including 

Malaysia were threatened by the economic crisis (Budi Tangendjaja and Tjeppy 

Sudjana,1999). The crisis involve the devaluation of local currency which automatically had 

an adverse effect on the inputs required for poultry production such as corn and soya bean 

which are imported and hence became more expensive.  

 

As a result of the crisis, the growth of the poultry industry is affected tremendously. 

In addition, the consumption of poultry meat was affected by the outbreak of the Avian 

Influenza in the Asian region, has caused poultry industry to post a weak growth in trade to 

6 percent in 2004. 

 

Table 1.3:  Annual Total Factor Productivity Growth and its Components 

 

Years        Technological     Efficiency       Scale          TFPG1           TFPG2 

                       Progress          Change        Effect 

 

   98/99            -0.0554             -6.2865        -2.9153        -9.2572          -6.3419 
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   99/20            -0.0325              3.4852          0.5438          3.9965           3.4527 

 

   20/01           -0.2306               2.6496          1.0141          3.4331           2.4190 

 

   01/02           -0.3213               0.5039          0.8824          1.065             0.1826 

 

    02/03          -0.2136              -0.0819          0.6373         0.3418          -0.2955 

 

    03/04           0.0337             -12.3605         0.5920        -11.7348       -12.3268 

 

    04/05           0.1662              15.4592         0.4147         16.0401         15.6254 

 

     05/06          0.3802              -5.3841          0.1524         -4.8515          -5.0039 

 

     06/07          1.0510               3.4442        - 0.2750         4.2202           4.4952 

 

 

Average        0.0865                0.1587         0.1163         0.3615            0.2452  

 

 

However, during the year 2003, the broiler industry experienced a weak growth due to 

high feed prices and production cost and at the same time the Avian Influenza outbreak 

affecting East Asia. Hence, the demand for chicken was weak and resulting in poor 

retail and farm prices. 
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Figure 1.0: Total Factor Productivity Growth 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.1: Components of productivity growth 

 

Thus the above factors contributed to the down turn of the broiler industry during the year 

1998/1999 and 2003/2004. Hence the total factor productivity growth is negative during 

these periods (Refer to Table 1.0).  

 

 

Conclusion 

 

The purpose of this study is to evaluate the productivity performance of the broiler industry 

in Peninsular Malaysia by decomposition of the total factor productivity growth into 

technical efficiency, technical progress and scale effect. The estimation is performed with 

the application of frontier production analysis using time series data covering the year 1998-

2006. The results of this study indicated that TFP growth fluctuated throughout the sample 

period. Its growth pattern is almost like a “J-curve” pattern. During the early years of the 

sample period, the technical progress was negative, but towards the end of the period, it 
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showed some encouraging growth (positive growth). As opposed to efficiency change, 

technical progress exhibited unpredictable path throughout the sample period. On the other 

hand, scale effect was almost constant throughout the study period. The productivity 

registered a modest growth of 36 percent. 

 

Throughout the study period, total factor productivity growth was dominated by the 

volatile efficiency change. For example, during the year 2004/2005, the broiler industry 

registered the highest growth of 16 percent due to the efficiency change that occurred 

during the period. However, during the study period of 1998/1999 and 2003/2004, the 

industry growth was unfavorable with a negative change of -9 percent and -12 percent 

respectively. The main contributory factors to negative growth were relatively slow 

technical progress, negative efficiency change and scale effect are almost none existence.     

 

This study examined the sources of productivity change that might occur within 

broiler industry in Peninsula Malaysia. The productivity change was further analyzed into 

technical efficiency change, technical change and scale effect. Specifically, two different 

versions of specifications were tested which was based on George E. Battese and Tim 

Coelli model (1992), using the translog, and the other specification was based on model 

proposed by George E. Battese and Tim Coelli (1995).  

 

Further research is needed to pinpoint the source of efficiency decline that had 

affected the poultry industry.  One possibility is due to the scattering of farms all over the 

country, which may cause a poor supervision and low quality extension services. For the 

traditional sectors of the poultry industry, some structural factors may be a hindrance, such 

as poor transportation services which ultimately delay the delivery system. The small 

producers also consider their undertaking as part-time ventures, focusing their attention on 

other agriculture activities such as oil palm plantation and rubber. It is expected that, the 

small producers may exit the broiler industry and lost out and eventually will disappear. 

Hence new policies which will commensurate for the development of large commercial 

units with the extensive support of an extension services should be encouraged. To further 

enhance the 

above program, special allocation should be set aside and channel to relevant authorities to 

organize cooperatives and farmer associations.    
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In the long run, technological progress will be adopted by the industry, and the industry 

finally required more managers with highly qualified skills. Finally, the broiler industry will 

transform itself into a highly technology system manned by a high skilled personnel and 

labor utilization is kept to a minimum.  
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Abstract  

Building Maintenance Management (BMM) is essential to prolong the building life cycle and 

reduce the company loss. When buildings are neglected, defects can occur which may result in 

extensive and unavoidable damage to the building fabric or structure. The objective of this study 

is to identify Kolej Universiti Islam Melaka (KUIM) building maintenance problems. As such, 

the chosen building needs to be identified before the research start. The defect and the problem 

face will be collected and noted in a check list. This will be done by questionnaires and 

distributed to all service users in KUIM building management office and student hostel. 

Interview sessions and site visit are also conducted to understand the problem encounter. Hence, 

this paper is focusing on the maintenance management system which the aim is to reduce the 

downtime of plant items taking into account the possible impact of a failure in terms of cost. The 

analysis shows that the hostel building contributed to the most problematic area in KUIM. Based 

on the preliminary finding, it shows that there is a need to propose a systematic building 

maintenance management.  

Keywords: Building Maintenance Management; Defect and Failure  
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Introduction 

Maintenance is defined as a combination of technical and administrative actions contributing to 

the protection and satisfactory operation of asset maintenance includes everything from regular 

cleaning to repairs and replacements. It can be as small as changing a washer to stop a leaking 

tap, or as large as repainting an entire building. Good maintenance helps retain the value of the 

building and makes the property more enjoyable to occupy. Neglect of maintenance can also 

become a fire and safety hazard which could result in being legally liable for any injuries. 

Types of Maintenance 

Maintenance can be categorized according to why and when it happens, and includes:- 

a) Corrective maintenance - to keep the building at an acceptable standard. This includes 

cleaning gutters and changing light bulbs. Corrective maintenance would normally be carried 

out by the occupant. 

b) Predictable (planned) maintenance - to prevent predictable failure of building infrastructure 

or capital items. This includes repainting surfaces or replacing roof cladding at the times 

specified by product manufacturers. 

c) Emergency corrective maintenance - must happen immediately for health and safety or 

security reasons. This includes work that may result in the rapid deterioration of the structure 

or fabric if unattended to immediately. Such includes roof repairs after cyclones, graffiti 

removal or repair of broken glass.  

 

A repetitive process is needed in order to provide adequate maintenance. A maintenance 

plan will ensure the correct approach is carried out and any shortfalls are discovered and 

corrected in a timely manner. Maintenance includes the required processes and services carried 

out to preserve, repair, protect and care for the building's fabric and engineering services after 

completion, repair, refurbishment or replacement to current standards to enable it to serve its 

intended functions throughout its entire lifespan without drastically upsetting its basic features 

and use (Olanrewaju, 2010).  

http://www.palgrave-journals.com/rlp/journal/v9/n5/full/rlp20115a.html#bib16
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The premise for this study is the move from the building and its management as the main 

focus for the maintenance management process towards the value chain (enhance productivity 

and user satisfaction) as the main focus. The value chain is the focus for more effective and 

efficient strategy of creating value to maintenance organization and building users. Value 

creation is increasingly viewed as a process of facilitating a network of relationships within 

which organizations are positioned (Pryke, 2009). The deficiencies in the practices could be due 

to the way the policies are framed, how they are being understood or how they are enforced. 

Good maintenance management should be simple, dynamic, and capable of periodic review as 

the need arises to accommodate technological advancements and the clients’ and users’ value 

systems (Vanier, 2001; Jones and Sharp, 2007). When developing a maintenance management 

system, users (and client-occupiers) must be involved to ensure that their satisfaction is 

proactively taken into account while formulating the maintenance policy. In addition, the current 

proposals depend on the physical conditions of the building to establish the maintenance need 

and, therefore, are conditional based. Conditionally based maintenance is not a proactive 

maintenance policy. At best, all that a condition-based maintenance policy does is to provide a 

snapshot of the physical condition of the building at the specific time that the survey was 

conducted. According to Jones and Sharp (2007), a conditionally based maintenance policy is 

not explicitly linked to the ability of a building to support organization performance. The 

physical condition of a building is just a symptom of defects, deterioration, or decay, or their 

combination. Under the current approaches to buildings maintenance, maintenance is not 

factored as a factor of production, which also leads to the fragmentation of the building 

management processes. 

 

Problem statement  

There is an evident  that a part of maintenance records coming from complaint and demand from 

user. Several drawback are listed below:  

 

a) Maintenance schedule that not properly made for building maintenance.  

b) There is lack of study and prediction to overcome building maintenance. 

http://www.palgrave-journals.com/rlp/journal/v9/n5/full/rlp20115a.html#bib19
http://www.palgrave-journals.com/jba/journal/v4/n3/full/jba200827a.html#bib42
http://www.palgrave-journals.com/jba/journal/v4/n3/full/jba200827a.html#bib12
http://www.palgrave-journals.com/jba/journal/v4/n3/full/jba200827a.html#bib12
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c.) Unsystematic plan to reduce downtime of building items or reducing maintenance and 

inspection costs, taking into account the possible environmental impact of a failure in 

terms of cost, both to the company and the environment.  

d)  Uncomprehensive study is conducted on subjective measure of the consequences of such a 

failure in terms of cost, in monetary value to the company and the damaging effect to the 

company. 

 

Research Objectives and Scope  

 

Objectives of the Research 

The main objectives of this research are as follows: 

 To investigate the problem of building maintenance management in KUIM hostel. 

 To analyze the number of breakdown, downtime and cost in KUIM hostel maintenance 

management. 

 

Scope  

 

University buildings are one of the factors to produce a quality student. The buildings are 

procured to create a suitable, conducive and adequate environment that supports, stimulates and 

encourages learning, teaching and innovations. A failure in the supply of these essential services 

is a loss in value to the university institution, the community, the students, staff and other 

stakeholders. Obviously by constructing new buildings is helping  to upgrade educational 

facilities and provide better quality education; however, it is of utmost importance to maintain 

the existing buildings to  meet an acceptable quality standards that are capable of facilitating the 

transfer of knowledge and carrying out other academic activities effectively and efficiently. This 

research is focusing on KUIM building especially on KUIM hostel.  
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Research Design 

 

Figure 2.1 is a flowchart of the research design. 

 

 

Figure 2.1. Flowchart of the research design 

                                 (adopted from  B.Jones, I.Jenkinson. &  J.Wang 2007 ) 
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Understand the process 

Before the development of any maintenance model, a thorough understanding of the processes 

involved is essential. Insufficient or inadequate work in this area will almost certainly spell 

disaster in the task of understanding the problems of a company. When understanding a process 

it is equally important to consider the tasks carried out at inspection as well as during 

maintenance, it may be the case that there are several parts that fails regularly might be 

overlooked because it is inexpensive to correct. 

 

 

Identify the problems 

Several techniques using risk-based analysis can be useful in this phase of the study including 

event tree analysis (ETA) or failure mode and effects analysis (FMEA). Snapshot model 

(Christer & Waller, 1984) is a kind of hierarchical analysis where all possible failures are 

classified into different levels and groups. ETA can be used to identify various possible 

outcomes, given an initiating event. An example of this is a component failing, giving an 

indication to an area of equipment or process that requires further investigation. FMEA can 

identify possible failure modes and the effects on the system but can also give a potential 

severity to the effect, this being most useful when looking at environmental or safety critical 

items. Having spoken to maintenance managers, production managers and key shop floor staff, a 

thorough understanding of the process should now be possible. Most problem areas should now 

be highlighted and problems evident. Problems such as lengthy breakdowns, especially in the 

case of high-volume equipment should all become apparent. Care should be taken as to whether 

a breakdown is a maintenance issue and not an engineering issue or operator issue. An example 

of an engineering issue may be working to an incorrect drawing or procedure, an operator issue 

may be performing of a task using incorrect tooling or running a machine at a higher rate than it 

was originally designed to run. Once the key plant items have been identified together with a list 

of dominant failures associated with the item, data can then be gathered. 
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Establish data required 

 

Data can come in many forms from maintenance departments and more often than not be 

extremely detailed; however, for the purposes of producing a delay time model, this information 

is often unusable The majority of data gathered by maintenance departments are generally the 

name of the equipment or the part number to have failed, the repairs made including spare parts 

used and the time the repair or inspection has taken to return the equipment to production. 

Therefore, the type of data collected is important along with some basic assumptions for the 

equipment or component investigated. The types of data required for a Delay Time Analysis 

(DTA)  are as follows: 

 a) Average downtime due to inspection, d. 

 b ) Average downtime for a breakdown repair, db. 

 c ) Arrival rate of defects per unit time, kf. 

 d) Inspection period, T. 

 e ) Failure rate l (1/MTBF). 

 

Downtime due to inspection, d is the amount of time, on average, an inspection will take 

to complete and return the equipment to production. The average downtime due to a breakdown 

and subsequent repair of the equipment db is the time it takes on average to return the equipment 

to production. The units of both downtime inspection and breakdown repair downtime must be 

identical but can be measured in hours, days or months depending on the equipment under 

investigation. The arrival rate of a defect, kf is the average time a defect arises over a period of 

time, calculated by the number of defects divided by the total operating time of the equipment 

under investigation. The inspection period is simply the time interval between inspections. 

Failure rate l is the reciprocal of mean time between failures (MTBF), where MTBF is the mean 

operating time between failures of a component or piece of equipment. MTBF, however, should 

not be confused with the delay-time of a component or a piece of equipment. The delay-time is 

the time from an initial telltale sign of failure to actual failure, both being dependant on the 

inspection interval, T 
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Gather data 

The question as to whether a DTA is carried out using either subjective means or objective 

means is dependent on what data are available. If maintenance records of inspections carried out 

with details of failures encountered are available, then an objective DTA can be used to estimate 

the delay-time. If however these types of data are not available, then subjective DTA must be 

used. This can be achieved by gathering information from sources such as the maintenance team, 

operator personnel and management through the use of questionnaires. It has been previously 

suggested that the number of experts to use is in the region of 3–5 for subjective DTA. The 

consistency of the data is another aspect to consider when gathering data. There could be several 

sources of data available for a piece of equipment, giving different signals regarding 

completeness and accuracy of data, which could develop into a time-consuming activity to sort 

the valid data from the irrelevant data. 

 

Objective data analysis  

Objective DTA requires maintenance data as well as failure and inspection data in order to 

estimate the values of the parameters that will indicate the arrival rate of a defect l and the delay-

time distribution. 

 

Subjective data analysis 

It has been documented that the delay-time concept is not as straightforward to understand by 

engineers and  operators as first imagined during the study of equipment at a company, therefore 

care needs to be taken when developing questionnaires or interrogating inspection data. To help 

avoid confusion when trying to implement a DTA to a manufacturing environment, the term 

‘how long ago’ (HLA) and ‘how much longer’ (HML) can be used. The term HLA is a means of 

establishing from an engineer or a technician how long ago the fault could have been detected. 

The problem with asking for an estimate for HLA is that possible blame could be leveled at the 

individual for not identifying the hidden fault at an earlier inspection; therefore, care needs to be 

taken and trust gained when establishing HLA and HML figures. The delay-time, h can be 

calculated by adding the HLA and HML together.  
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Advantages and disadvantages 

There are several advantages and disadvantages for using the subjective DTA method for 

estimating a delay time for a plant or equipment. The main advantage with subjective DTA is 

that limited failure data are required in order to establish a delay-time estimate, one simply relies 

on the expertise of the personnel involved with the running of the equipment; moreover, if the 

majority of maintenance and inspection data existing is unusable, then a means of establishing 

figures for the required parameters needs to be established even for objective DTA. There are 

however some disadvantages with this method, one disadvantage being that if a lack of faults or 

failures of the equipment in question is infrequent, then it may take some time to gather enough 

data for subjective DTA to be viable. A second disadvantage is that it can be time consuming. 

The time to compile and issue the questionnaire to ensure that all staff involved in the process 

has an understanding of the delay time concept. Understanding the delay-time concept has 

previously proved to be a tough challenge; therefore, the content of the questionnaire is of vital 

importance in order to avoid lengthy sessions with relevant experts explaining the questionnaire 

or gathering inaccurate data. In addition to establishing HLA and HML figures, there are other 

questions that need to be addressed, namely: 1. How many failures do you experience each 

working day/week/month? 

a) What is the average downtime for each failure? 

b) How many faults have been identified at each inspection? 

c) Please give a brief description of the failure and fault. 

d) Is the failure or fault preventable? 

e) If the failure or fault is preventable, briefly describe how. 
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Case Study 

The case study is conducted at KUIM .  Hostel Building the analysis is conducted by snapshoot 

model ( Basari, ASH ,2009)  The type  of analysis includes :- 

  a.) Major fault analysis  

                   b.) Downtime analysis  

    c )  Cost  analysis    

Major fault analysis. - Major fault analysis is one of the main components of KUIM building  

analysis., the critically of the components of the building can be assessed by looking at the 

frequency of the type of the faults occurred within the component.  Details of the result could be 

seen in this  Table 3.1. The cause of fault analysis is really necessary and important in assessing 

the performance of the maintenance procedure and directions to which is needed to be 

completed.  For example if the cause of fault is due to operator practice then the need of proper 

training and replace new component  is likely reducing the number of faults or breakdowns.   

 

Table 3.1 Number of Faults by Cause of Faults and their Percentages for the  

Period from   January 2012 to June 2012 
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Figure 3.1 shows the total number of faults and detected faults .Details of the result could be 

seen in this figure and the result, Two  worst components which are counted about  26.7% 

and 17.8% of the faults are  Lamp and Water pipe from other component .  The major cause 

of faults that highly affected the maintenance in term of cost is broken and burn  

 

 

Figure 3.1 Number of Faults by Area and Cause of Faults for the 

Period from  January 2012 to June 2012 
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Downtime analysis - The term downtime means the time that an item of equipment is out of 

service, as a result of equipment failure.  The downtime analysis aims to evaluate the 

performance of the equipment in term of its availability.  In this study the downtime is taken to 

be equal to the summation of the following times: 

 The diagnosis time 

 The repair time 

 The waiting time for the technicians if there are no technicians at the time of the 

equipment failure 

 The waiting time for the materials if there are no spare parts at the repair time. 

 

Table 3.2 shows the estimated downtime by area and their percentages for the from January 2012 

to June 2012 . 

 

Table 3.2 Estimated Total Downtime by Area and their Percentages for the  

Period from   January    2012  to    June     2012 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.2 depicts the estimated downtime by area and cause of faults.  Table 3.2 shows the 

estimated downtime by area and their percentages.  From the result, three worst components 
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according to their cause of faults and associated downtime are  Wall and Shower.  The following 

observations can be concluded: 

 

 

 

Figure 3.2 Total Downtime by Area and their Percentages for the 

Period from   January  2012  to June  2012 

 

Total Cost by Area -  The aim of this analysis is to assess the severity of the faults that have 

occurred in term of  downtime and the cost incurred.  In this study the cost is taken to be 

equal to the cost of the technicians or contractors who carried out the diagnosis and repair of 

the building plus the cost of the materials if spare parts are used, and plus the production lost 

cost due to the disruption of the work.  Table 3.3 shows the total estimated cost by area and 

cause of faults.   
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Table 3.3 Estimated Total Cost by Area and their Percentages for the  

Period from   January    2012  to    June     2012 

 

 

 

 

 

 

 

 

 

 

 

 

 

From the result, three worst components according to their cause of faults and associated cost 

are wall, door and water pipe.  The major cause of faults that highly affected the maintenance 

in term of cost is broken  and poor design. Explain a little bit on Figure 3.3     
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Figure 3.3 Estimated Total Cost by Area and Cause of Faults for the 

Period from   January    2012  to    June     2012 

 

 

 

 

 

 

 

PERCENT 100%

TOTAL  COST 11220

MODE OF FAULTS Other  200

MODE OF FAULTS clogged 200

MODE OF FAULTS Burn  240

MODE OF FAULTS Poor design
1300

MODE OF FAULTS Age  650

MODE OF FAULTS Leak 1150

MODE OF FAULTS Broken  7480

MODE OF FAULTS Jammed 200
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Conclusion and Discussion  

Building Maintenance management for KUIM consists of managing, planning and also 

controlling the building maintenance. In spite of that there are four supporting factors that need 

to be considered in making KUIM building maintenance management more effective and 

efficient when it is executed. 

a) The Organization structure and general responsibilities of maintenance management. 

b) The maintenance policies and standard for maintenance. 

c) The maintenance management planning and scheduling. 

d) The maintenance management for budgeting and cost controlling.(Yacob,2006). 

 Therefore, there is a deficiency in the ways in which building’s maintenance procedures are 

being managed. Various attempts have been made to improve the performance of buildings 

through maintenance. While such schedule procedures offer the potential to improve the 

performance of maintenance management systems, the systems have, however, been reactive, 

hypothetical, and conditionally based. It is these substantial weaknesses in the proposed schedule 

procedures that have created the fundamental problems with the existing and proposed building 

maintenance management schedule procedure, causing their inability to improve the existing 

systems. Maintenance cannot be circumvented, but what is possible is that expenditure on 

building maintenance can be optimized through a proactive maintenance management system 

based on the concept of value.  

Users measure the performance of their building in terms of various criteria that are consistent 

with their value systems. Maintenance management procedures must be based on the user’s 

value systems. A significant impetus of value-based maintenance management is the progressive 

realization that maintenance must be viewed from engineering, scientific, technological, 

political, and commercial perspectives. 

The proposed research to KUIM maintenance management is focusing on the field inspection 

and condition assessment for educational buildings. KUIM can develop an approach that uses the 

available maintenance data and resources to predict the condition of components and prioritize 
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them for inspection purposes which identify and investigate the defects, symptoms, and 

interrelationships among top building components.   
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Pendahuluan 

 

Proses belanjawan negara biasanya melibatkan banyak aktor dan sering menjurus kepada 

konflik politik.  Sebagai satu proses, ia hampir menjadi satu model yang dikenali oleh 

para ahli sains politik sebagai `pluralisme’ (Peretz, 1987: 143), di mana banyak pemain-

pemain yang turut serta melalui kelompok-kelompok dan gabungan-gabungan demi 

mencapai kehendak masing-masing.   

  

Mengapakah proses belanjawan melibatkan begitu banyak pemain dan begitu 

banyak usaha ke arah mencapainya?  Sebab paling utama adalah kerana proses 

belanjawan itu membawa maksud proses ke arah mengawal ekonomi sesebuah negara.  

Sebilangan besar individu, dari seorang kontraktor pertahanan hinggalah kepada 

penghuni-penghuni rumah kebajikan, adalah bergantung sepenuhnya kepada bayaran-

bayaran daripada kerajaan dan mempunyai alasan untuk mengharapkan peruntukan 

tambahan untuk membesarkan urusan masing-masing. Kedudukan itu menyebabkan 

belanjawan menjadi satu keputusan yang penting bagi sesuatu pentadbiran kerajaan yang 

memerintah.  Di Amerika Syarikat, seseorang Presiden hampir mempunyai kuasa mutlak 

dalam menentukan pola-pola belanjawan negara semasa beliau memegang tampuk kuasa.  

Oleh itu, beliau boleh membuat keputusan sama ada belanjawan negara semasa di bawah 

pentadbirannya perlu mengikut tuntutan politik, ekonomi atau sosial.   

 

 

mailto:saadon@uum.edu.my
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Latar Belakang Kes 

 

Kajian kes ini akan cuba menganalisis bagaimana ideologi politik boleh menentukan 

pola-pola perbelanjaan dalam belanjawan negara Amerika Syarikat. Untuk tujuan itu tiga 

faktor merangkumi faktor-faktor politik, ekonomi, dan kebajikan sosial telah dipilih 

berdasarkan sumbangan masing-masing dalam menentukan pola-pola belanjawan negara 

berkenaan.  Faktor-faktor ini dipilih berdasarkan kedudukan berikut. 

 

i) Faktor Politik 

 

Kerajaan Persekutuan Amerika Syarikat telah berfungsi di bawah peruntukan belanjawan 

yang agak ketat sejak lulusnya Akta Perakaunan dan Belanjawan pada 10 Jun 1921 

(Buchanan, Rowley and Tollison, 1987:10).  Akta berkenaan telah memberi satu kuasa 

kepada Presiden untuk menyediakan dan memajukan belanjawan ke Kongres setiap 

tahun. 

 

Walau bagaimanapun, idea untuk membentuk belanjawan sering berada dalam 

fikiran pemimpin-pemimpin politik dan kewangan sejak di awal pembentukan negara 

Amerika Syarikat dalam kurun ke lapan belas lagi. 

 

Sementara itu, sejarah kewujudan sistem politik kepartian Amerika Syarikat telah 

mencatatkan persaingan sengit di antara dua parti yang utama, Republikan dan Demokrat.  

Oleh itu, wakil-wakil dari dua parti berkenaan telah mendominasi kerusi Presiden sejak 

penubuhan negara berkenaan lagi.  Memahami latar belakang parti-parti politik akan 

membantu kita memahami dengan lebih mendalam tentang hala tuju belanjawan negara 

berkenaan di bawah pentadbiran dua parti berkenaan.  Kita akan dapat lihat, terdapat 

perbezaan-perbezaan yang ketara di antara ideologi yang dibawa oleh Republikan dan 

Demokrat.  Walaupun wujud fakta yang sedikit kabur, di gelanggang pertandingan yang 

sebenar akan menunjukkan gambaran tentang ideologi yang mereka pegang. 
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Hardgrave Jr. (1986: 283) menggariskan bahawa perbezaan-perbezaan di antara 

ideologi Republikan dan Demokrat sering ditunjukkan dalam falsafah-falsafah asas, di 

pentas-pentas kempen, tindak-tinduk dalam badan legislatif, dan sistem sokongan 

terhadap parti mereka. Beliau mengenal pasti Demokrat sebagai parti berideologi liberal.  

Secara amnya, Demokrat mendokong peranan aktif kerajaan, dengan kesediaannya untuk 

menggunakan peruntukan belanjawan bagi tujuan menyelesaikan masalah sosial.  Mereka 

pada prinsipnya menyokong hal-hal berkaitan kepentingan buruh, golongan minoriti, dan 

golongan miskin.  Mereka turut menyokong peranan kerajaan untuk campur tangan 

dalam ekonomi.  Di dalam manifesto yang  dikenali sebagai `New Deal’ oleh Presiden 

Franklin D. Roosevelt umpamanya, telah membentuk satu karektor parti Demokratik 

moden dengan memperkenalkan program-program berkaitan keadilan sosial dan 

kebajikan.  Program-program tersebut diteruskan lagi melalui manifesto Presiden Truman 

berjudul `Fair Deal’, Presiden Kennedy dengan `New Frontier’ dan Presiden Johnson 

melalui `Great Society’ masing-masing, yang kesemuanya memberi tumpuan kepada 

masalah-masalah sosial dan kebajikan rakyat dalam negara. 

 

Hardgrave Jr. (1986: 284) seterusnya menjelaskan, Republikan sebaliknya 

merupakan sebuah parti berideologi konservatif.  Mereka menentang kewujudan sebuah 

pentadbiran  `kerajaan yang besar’ dan menyokong pengurangan  peruntukan 

perbelanjaan, kecuali perbelanjaan berkaitan pertahanan negara.  Mereka menyokong 

kepentingan-kepentingan perniagaan dan menekankan kepada prinsip ekonomi pasaran 

bebas berbanding campur tangan kerajaan.  Republikan meletakkan kepercayaan kepada 

nilai-nilai tradisional ke atas golongan kelas pertengahan dan rakyat di bandar-bandar 

kecil, dengan menekankan kepada sikap kerja kuat, berdikari dan berjati diri. 

 

Perbezaan-perbezaan dalam polisi kedua-dua parti juga digambarkan melalui 

undi-undi oleh para senator dan wakil rakyat di Kongres.   Terdapat kecenderungan ahli-

ahli parti untuk mengundi menyokong isu-isu yang menjadi prinsip perjuangan masing-

masing, walaupun kematangan politik di Amerika Syarikat boleh juga menyaksikan ahli-

ahli dari satu parti menyokong usul dari parti yang bertentangan di dewan perundangan. 

Bagi isu-isu mengenai campur tangan kerajaan dalam ekonomi dan kebajikan sosial, 
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biasanya majoriti Republikan akan berada di pihak lain, dan majoriti Demokrat pula di 

pihak yang satu lagi.  Contohnya, semasa Presiden Lyndon Johnson (Demokrat) 

membentangkan usul program anti-kemiskinan pada tahun 1964, sebanyak 84 peratus 

ahli Demokrat menyokong dan 87  peratus ahli Republikan pula menentang (Hardgrave 

Jr., 1986:284). 

 

Kita juga dapat melihat banyak kumpulan di dalam kedua-dua cabang eksekutif 

dan legislatif yang mempunyai pengaruh ke atas belanjawan negara.  Ini ditambah lagi 

dengan berbagai-bagai kumpulan berkepentingan yang mendapat faedah dan peruntukan 

daripada belanjawan tersebut.  Peretz (1987:143) mendapati bahawa kumpulan-kumpulan 

berkepentingan ini melobi di berbagai peringkat dalam proses belanjawan negara.  

Mereka memberi tekanan ke atas Rumah Putih untuk memberi keutamaan ke atas 

tuntutan untuk mendapat lebih peruntukan, dan mereka memberi tekanan kepada Kongres 

untuk meluluskan peruntukan bagi membela kepentingan masing-masing.  Kebiasaannya, 

kumpulan-kumpulan berkepentingan ini akan menggunakan tekanan politik apabila 

mendapati segala faedah-faedah yang diperolehi mereka sebelum ini semakin terancam. 

Umpamanya, apabila usul untuk mengurangkan peruntukan atau faedah-faedah 

Keselamatan Sosial (Social Security) dan Perubatan (Medicare) diutarakan, organisasi-

organisasi yang mewakili golongan warga tua akan bangkit menentang. 

 

Menurut Wagner et.al. (1982: 22), terdapat peraturan-peraturan perlembagaan 

Amerika Syarikat yang menjadi satu fungsi penting untuk menghalang sebarang 

pengaruh luar ke atas keputusan-keputusan yang dibuat oleh badan legislatif dan 

eksekutif.  Perlembagaan telah menyediakan satu kerangka tentang bagaimana proses-

proses legislatif harus dilaksanakan.  Walau bagaimanapun, dengan kuasa `veto’ yang 

dimilikinya, seseorang  Presiden masih boleh memainkan peranan dan pengaruhnya 

dalam merekabentuk belanjawan negara. 

  

Fisher (1975: 205) mendapati, telah menjadi amalan Kongres untuk meluluskan 

peruntukan yang seolah-olah telah berada di dalam kawalan sepenuhnya seorang 

Presiden. Presiden boleh menggunakan pertimbangannya sendiri untuk menentukan ke 
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mana peruntukan belanjawan akan diagihkan, asalkan ia memenuhi akauntabiliti yang 

digariskan dalam kerangka Perlembagaan mengenai akauntabiliti badan-badan kerajaan 

yang berbunyi: 

 

`A regular Statement and Account of the Receipts and 

Expenditures of all public money shall be published from 

time to time’ (Fisher, 1975: 202) 

 

Berbagai-bagai statut dibuat sebagai mematuhi prinsip-prinsip perlembagaan 

berkenaan.  Contohnya, Akta Prosedur Belanjawan dan Perakaunan 1950 Amerika 

Syarikat menggariskan supaya Kerajaan Persekutuan menyediakan `full disclosure of the 

results of financial operations…’.  Manakala Setiausaha Kewangan Negara diarahkan 

oleh undang-undang agar menyediakan laporan-laporan berkaitan operasi-operasi 

kewangan `for the information of the President, the Congress, and the public’.  

 

ii) Faktor Ekonomi 

 

Semenjak tahun-tahun 1930an, belanjawan negara telah diterima secara meluasnya 

sebagai satu alat untuk menghadapi situasi naik-turun ekonomi.  Dasar belanjawan boleh 

menjadi satu mekanisme penstabilan ekonomi.  Sebagai tambahan, belanjawan negara 

sering digunakan sebagai satu cara untuk menjana pertumbuhan ekonomi dan 

membetulkan segala ketidakimbangan dalam imbangan pembayaran negara. 

 

Kertas kerja ini membincangkan kesan belanjawan negara ke atas ekonomi negara 

dan cara-cara bagaimana kesan tersebut perlu diberi pertimbangan apabila keputusan-

keputusan dibuat berkaitan dasar-dasar percukaian dan perbelanjaan tertentu. Kajian oleh 

Ott dan Ott (1977: 53) mendapati, peningkatan dalam belanjawan negara telah menjadi 

satu fenomena yang berlaku semenjak kelahiran sesebuah negara lagi.  Di samping trend 

umum cukai dan perbelanjaan, kertas ini memberi tumpuan ke atas laporan tentang 

lebihan dan defisit belanjawan, berserta analisis mengenai perbandingan di antara cukai 

dan perbelanjaan sebenar dengan anggaran-anggaran belanjawan yang dibuat.  
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Perbincangan akan memberi tumpuan kepada keutamaan-keutamaan negara, sepertimana 

yang digambarkan di dalam belanjawan, yang sentiasa berubah-ubah dalam sejarah 

pentadbiran negara Amerika Syarikat.  Ott dan Ott (1977) juga mendapati bahawa 

pertumbuhan dalam perbelanjaan Kerajaan Persekutuan dalam kurun-kurun 

kebelakangan amat jelas.  Umpamanya, Kerajaan Persekutuan telah memperuntukkan 

perbelanjaan kira-kira 60,000 kali lebih tinggi dalam tahun fiskal 1977 berbanding tahun 

1794. 

 

Wagner et.al. (1982: 5) dalam kajian mereka menyimpulkan bahawa, kira-kira 

satu setengah kurun sebelum Kemelesetan Besar 1930an berlaku, belanjawan defisit 

hanya akan berlaku tatkala  berlaku peperangan atau dilanda kemelesetan ekonomi. 

Namun, sejak tahun 1960an, belanjawan defisit telah menjadi satu perkara biasa dalam 

belanjawan negara berkenaan.  Dalam tempoh ini, Amerika Syarikat hanya melalui sekali 

belanjawan lebihan, iaitu pada tahun 1969, itupun cuma USD$3 juta.  Baki tahun-tahun 

lainnya sepanjang tempoh ini, semuanya belanjawan defisit, dengan jumlah defisit 

keseluruhan sepanjang dekad 1960an-70an melebihi USD$400 bilion. 

 

Teori Ekonomi Keynesian menggambarkan bahawa defisit akan berlaku apabila 

negara sedang diancam pengangguran, manakala lebihan akan berlaku apabila negara 

diancam inflasi (Wagner et.al., 1982:10).  Walau bagaimanapun, dalam dekad 1960an-

70an, belanjawan defisit telah berlaku dalam belanjawan Amerika Syarikat sama ada 

semasa ekonomi baik atau buruk, dan ia berlaku walaupun kerajaan sering mengulangi 

kenyataan bahawa negara akan mencapai belanjawan lebihan dalam satu atau dua tahun 

akan datang.  Kajian Ott dan Ott (1977: 123-4) menyokong pendapat bahawa belanjawan 

defisit Amerika Syarikat boleh berlaku dalam semua keadaan.  Contohnya, defisit yang 

besar telah dialami dalam tahun-tahun 1940an ketika wujud guna tenaga penuh dan 

berlaku peningkatan dalam tingkat harga (yang telah mengatasi langkah-langkah kawalan 

harga dan upah). Sebaliknya pula, pada tempoh 1931-34 sebelumnya, defisit yang besar 

juga berlaku tatkala berlaku tingkat pengangguran yang tinggi dan kejatuhan dalam 

harga. Manakala dalam tempoh 1972-76, defisit turut dialami ketika berlaku kedua-dua 

kadar inflasi dan pengangguran yang tinggi.  Oleh itu, mereka membuat kesimpulan 
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bahawa tidak ada satu asas yang benar di mana defisit atau lebihan yang boleh digunakan 

untuk mengukur kesan-kesan inflasi atau deflasi dalam tindakan fiskal negara. 

 

Dalam sistem demokrasi, wujud satu pandangan politik berat sebelah yang 

menyokong belanjawan defisit.  Pandangan berat sebelah ini kekal pada beberapa ketika 

(terutamanya di pertengahan kurun ke 20), apabila ia menjadi sebagai satu kuasa dalam 

menentukan dasar belanjawan negara.  Pemimpin-pemimpin politik menghadapi ujian 

dalam pentadbiran mereka, sama ada akan kekal atau ditolak oleh rakyat melalui dasar-

dasar belanjawan yang diketengahkan.  Umpamanya, pengurangan cukai (tax reduction) 

dan peningkatan dalam perbelanjaan (increases in expenditure) biasanya akan 

menguatkan asas sokongan politik kepada sesuatu kepimpinan. Sebaliknya, peningkatan 

cukai dan pengurangan dalam perbelanjaan akan melemahkan asas sokongan tersebut.  

Wagner et.al. (1982:11) mengesahkan bahawa, ahli-ahli politik yang gemar 

menggunakan polisi belanjawan untuk menguatkan sokongan pengundi, akan lebih 

cenderung untuk mengamalkan langkah-langkah peningkatan dalam perbelanjaan dan 

pengurangan cukai berkenaan, dan demikianlah sebaliknya.  Berbanding dengan polisi 

belanjawan berimbang (balanced budget), belanjawan lebihan akan memerlukan sama 

ada peningkatan ke atas cukai atau pengurangan dalam perbelanjaan, atau kombinasi 

kedua-duanya.  Oleh yang demikian, belanjawan lebihan akan menyebabkan kurangnya 

asas sokongan politik kepada sesuatu kepimpinan, berbanding belanjawan berimbang 

yang lebih menjadi pilihan.  Sesuatu belanjawan defisit jika dibandingkan dengan 

belanjawan berimbang pula, akan menyebabkan kemungkinan untuk menawarkan 

langkah-langkah melalui kombinasi kedua-dua pengurangan cukai dan peningkatan 

dalam perbelanjaan.  Oleh itu, belanjawan defisit lebih cenderung untuk menarik lebih 

asas sokongan politik berbanding belanjawan berimbang, dan belanjawan lebihan. Ini 

memberikan satu pertimbangan yang mudah mengapa dalam sistem demokrasi, dengan 

asas kekuatan politik bertunjangkan kepada pengundi, ia mempunyai satu pandangan 

berat sebelah ke arah belanjawan defisit.  Bias politik, sebenarnya, telah menjadikan 

belanjawan defisit sebagai satu bentuk sekatan tidak bertulis terhadap perlembagaan 

negara dan langkah pencegahan dalam dasar kewangan negara.  Oleh itu, kita boleh 

andaikan bahawa perbelanjaan defisit akan dapat menarik sokongan politik terhadap 
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ideologi tertentu.  Rekod-rekod sepanjang beberapa dekad telah cukup untuk menjadi 

testimoni kepada kenyataan tersebut. 

 

iii) Faktor Kebajikan Sosial 

 

Adalah menjadi hasrat bagi mana-mana kerajaan untuk menyediakan kebajikan sosial 

kepada setiap rakyat dalam sesebuah negara.  Davie & Duncombe (1972: 2) 

mencadangkan, masyarakat demokratik perlu memberi fokus kepada faktor kebajikan 

setiap individu.  Individu mestilah menjadi tumpuan kerana setiap polisi awam akan 

melibatkan setiap individu, dan kerana dalam sistem demokrasi, individu-individu 

menjadi satu elemen penting dalam proses politik di mana polisi awam dibentuk dan 

dilaksanakan.  Kerajaan memperkenalkan polisi-polisi untuk tujuan meningkatkan 

kebajikan individu. Mereka menyimpulkan bahawa, hanya golongan yang naif sahaja 

akan mengatakan bahawa polisi ekonomi awam akan sentiasa memberi kebajikan secara 

umum.  Oleh itu, sama ada rakyat menerima layanan atau melayan diri ke atas 

perkhidmatan yang kerajaan sediakan, kebajikan individu menjadi motif yang utama. 

 

Miksell (1986: 6) bersetuju dengan kenyataan ini menerusi asas logik kebajikan 

sosial yang diutarakannya, iaitu: 

 

1) individu-individu merupakan penilai utama terhadap kesejahteraan mereka dan 

akan bertindak untuk meningkatkan kesejahteraan yang mereka rasakan itu.  

Tidak ada apa-apa prinsip asas penilaian yang akan menjadi penentuan kepada 

penerimaan atau penolakan individu mengenai kesejahteraan hidup masing-

masing  

2) kebajikan sosial adalah bergantung kepada kebajikan yang dinikmati oleh setiap 

individu dalam masyarakat itu.  Dengan lain perkataan, masyarakat adalah dibina 

daripada individu-individu di dalamnya 

3) kesan-kesan daripada tindak-tanduk sosial ke atas kebajikan sosial, menurut 

hukum Pareto (yang diperkenalkan oleh Vilfredo Pareto), ditentukan apabila 

sekurang-kurangnya seorang mendapat manafaat dan tidak ada seorang pun yang 
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mendapat kesengsaraan daripada sesuatu tindakan dasar (policy action), maka 

dikatakan bahawa seluruh masyarakat itu tanpa ragu-ragu lagi adalah mendapat 

manafaat daripada dasar yang dilaksanakan itu 

 

Oleh itu, keperluan kepada kebajikan sosial akan meningkat dengan 

meningkatnya penduduk tanpa mengambil kira siapa yang memegang tampuk kuasa 

kerajaan atau apa keadaan ekonomi negara pada masa tersebut. 

 

Angkubah-Angkubah Kajian Kes 

 

Terdapat dua elemen yang ditunjukkan dalam sesebuah sistem belanjawan yang lengkap.  

Elemen-elemen tersebut adalah hasil dan perbelanjaan.  Kertas kerja ini memilih elemen 

perbelanjaan untuk menunjukan satu pola gelagat yang ada hubungan dengan pengaruh 

ideologi politik di Amerika Syarikat.  Pola gelagat ini dikaji melalui tiga faktor, iaitu 

politik, ekonomi dan sosial. 

 

Empat angkubah perbelanjaan telah dipilih untuk dijadikan angkubah-angkubah 

kajian.  Angkubah-angkubah perbelanjaan tersebut adalah pindahan antara-kerajaan 

(intergovernmental transfers), pertahanan (defense), kebajikan (welfare), dan pendidikan 

(education). 

 

Angkubah 1 – Pindahan Antara-kerajaan 

 

Di dalam sistem persekutuan Amerika Syarikat, hubungan di antara tahap-tahap kerajaan 

wujud dalam berbagai bentuk dan sangat kompleks.  Hubungan antara kerajaan meliputi 

berbagai aspek hubungan di antara kerajaan persekutuan dan negeri, negeri dan tempatan, 

negeri dan negeri, dan di kalangan kerajaan tempatan (Davie & Duncombe, 1972: 457).  

Salah satu hubungan ekonomi di antara tahap-tahap kerajaan itu dikenali sebagai 

hubungan fiskal antara kerajaan. Kertas krja ini akan memberi tumpuan kepada hubungan 

fiskal dalam bentuk pindahan peruntukan antara-kerajaan, atau lebih dikenali sebagai 

peruntukan bantuan kerajaan persekutuan (federal grants-in-aid). 
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Peruntukan bantuan kerajaan Persekutuan ini datang terus daripada belanjawan negara. Ia 

dikatakan banyak dipengaruhi oleh ideologi politik kerajaan yang mentadbir di peringkat 

Persekutuan.   Oleh itu, apa-apa tindakan oleh kerajaan Persekutuan untuk mencapai 

matlamat pentadbiran politiknya akan juga mempengaruhi pindahan peruntukan antara 

kerajaan ini. 

 

Angkubah 2 – Pertahanan 

 

Segala keputusan yang dibuat dalam proses belanjawan negara mengenai perbelanjaan 

tahunan ke atas pertahanan merupakan sesuatu yang sangat kritikal dalam sistem politik 

Amerika Syarikat.  Umpamanya, Aaron (1990: 113) menyatakan, di dalam Pantagon 

(Kementerian Pertahanan), keempat-empat cabang perkhidmatan tentera dan banyak lagi 

agensi sentiasa bersaing sesama mereka untuk mendapatkan peruntukan pertahanan 

tahunan.  Di dalam pentadbiran negara pula, Setiausaha Pertahanan Negara dan Pengarah 

Pengurusan Belanjawan akan berbahas mengenai peratus perbelanjaan yang harus 

diperuntukan ke atas pertahanan. Setiausaha Pertahanan biasanya membangkitkan 

tentang ancaman-ancaman terhadap keselamatan negara, manakala Pengarah Pengurusan 

Belanjawan akan menyuarakan kebimbangan mengenai saiz defisit yang bakal dialami 

pada tahun fiskal berkenaan.   

 

Tambahan lagi, pentadbiran Presiden dan Kongres akan turut berbahas mengenai 

saiz dan peruntukan belanjawan mengenai pertahanan.  Suasana ini biasanya menjadi 

lebih panas apabila badan legislatif dan eksekutif dikuasai oleh ahli daripada parti yang 

berlainan (Aaron, 1990:113).  Biasanya, perbahasan bagi sesuatu belanjawan akan 

mengambil masa kira-kira 2 tahun dari mula hingga ke akhirnya. 

 

Kualiti perbahasan belanjawan mengenai pertahanan sering tidak selari di antara 

keperluan strategik dan keperluan ekonomi negara.  Penyokong-penyokong kepada 

perbelanjaan tinggi untuk pertahanan akan mengutarakan justifikasi bahawa peratus 

perbelanjaan ke atas pertahanan masih lagi rendah berbanding peningkatan GNP negara 
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sejak dekad-dekad 1950an dan 1960an.  Menurut Aaron (1990: 14), walaupun justifikasi 

ini betul, namun terdapat niat sebenar di sebaliknya, iaitu mengharapkan pertuntukan 

belanjawan yang lebih besar ke atas pertahanan.  Ini jelas dengan pertumbuhan 

belanjawan yang dicatatkan pada dekad 1980an berbanding dekad-dekad 1950an, 1960an 

dan 1970an.  Pada tahun 1990 umpamanya, perbelanjaan untuk pertahanan adalah 32 

peratus lebih tinggi berbanding tahun-tahun tanpa campur tangan ketenteraan di luar 

negara antara tahun 1951 hingga 1979.  Akhinya, dengan kemungkinan berlaku 

pengurangan dalam belanjawan bagi pertahanaan, para penyokong kepada belanjawan 

tinggi pertahanan terus menuduh bahawa peruntukan telahpun dikurangkan, sedangkan 

yang sebenarnya cuma cadangan pengurangan di  masa hadapan.  Oleh itu, sesuatu perlu 

dikaji mengenai perbezaan di dalam falsafah politik yang membawa kepada keputusan 

dalam peruntukan untuk pertahanan di antara pihak yang menyokong dan pihak yang 

menentang cadangan peruntukan berkenaan.   

 

Angkubah 3 - Pendidikan 

 

Sejak kurun ke sembilan belas, terdapat peningkatan yang ketara bagi peruntukan yang 

dikhususkan kepada sektor pendidikan di Amerika Syarikat.  Dalam tahun 1930, jumlah 

perbelanjaan untuk pendidikan hanya berjumlah 3 peratus daripada keluaran negara kasar 

(Aronson & Hiley, 1986: 208). Pada tahun 1970an-1980an jumlah ini meningkat hampir 

tiga kali ganda. Peningkatan yang besar dicatat terutamanya selepas Perang Dunia Kedua, 

di mana perbelanjaan per kapita setiap murid telah meningkat hampir empat kali ganda 

dalam tempoh 35 tahun selepas perang berkenaan. 

 

Pada tahun 1982, Aronson & Hiley menambah, pendidikan menjadi aktiviti bagi 

seramai 60.8 juta daripada 232 juta penduduk Amerika Syarikat.  Ini meliputi 57.2 juta 

pelajar, dan 3.6 juta pendidik dan pentadbir, dengan nisbah 1 bagi setiap 4 rakyat terlibat 

dalam aktiviti berkaitan pendidikan. 

 

Satu kemungkinan berlaku peningkatan dalam perbelanjaan ke atas pendidikan 

adalah meningkatnya peranan yang dimainkan oleh kerajaan.  Pada permulaan abad ke 
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20, sektor pendidikan lebih menjadi tanggung jawab orang perseorangan dan pihak 

berkuasa tempatan.  Tahun demi tahun, kerajaan persekutuan telah menjadi sumber 

utama peruntukan bagi pendidikan. Kerajaan persekutuan juga telah meningkatkan 

peranannya dalam aktiviti-aktiviti pembiayaan pendidikan. Kertas kerja ini akan 

mengkaji faktor yang mempengaruhi peruntukan perbelanjaan bagi pendidikan dalam 

belanjawan negara Amerika Syarikat. 

 

Angkubah 4 – Kebajikan 

 

Dalam nilai wang, pertumbuhan perbelanjaan yang paling ketara adalah bagi sektor 

kebajikan sosial.  Sektor ini sentiasa menerima peruntukan baru dan bertambah dari tahun 

ke tahun.  Brown et.al (1984: 32) mendapati, kebajikan sosial mencatatkan nisbah yang 

sentiasa tinggi kepada perbelanjaan kerajaan persekutuan sejak dekad 1960an lagi. 

Menurut mereka, punca utama peningkatan perbelanjaan sektor ini adalah dengan 

pengenalan program sosial yang dikenali sebagai `entitlement programs’, yang dikatakan 

terus meningkat dari masa ke semasa. Satu contoh adalah program Medicaid, yang telah 

meningkat kira-kira 5 kali ganda dalam tahun 1980an berbanding tempoh 1960an-

1970an. Contoh-contoh lain adalah seperti program pemakanan, bantuan awam kepada 

orang kurang upaya, cacat penglihatan, orang-orang tua, serta food stamp yang telah 

meningkat dalam kadar yang lebih tinggi atau hampir sama dari segi peruntukan 

perbelanjaannya. 

 

Bantuan kerajaan Persekutuan bagi tujuan melatih tenaga kerja dan mewujudkan 

pekerjaan sektor awam didapati meningkat semasa pentadbiran Presiden Nixon/Ford. 

Bagaimanapun, Brown et. al. (1984: 33) mendapati, kedua-dua President Republikan itu 

mendapat tekanan ahli-ahli Demokrat yang menguasai Kongres untuk menambah 

peruntukan bagi tujuan mewujudkan peluang-peluang pekerjaan di dalam negara 

berkenaan.  Oleh itu, kertas kerja ini mengandaikan terdapat pengaruh ideologi politik ke 

atas peruntukan yang dikhususkan untuk kebajikan sosial dengan melihat kepada 

perbandingan pendekatan pembiayaan yang digunakan oleh Republikan dan Demokrat. 
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Metodologi Kajian 

 

Kajian ini adalah satu kajian siri masa (time-siries) ke atas perbelanjaan Kerajaan 

Persekutuan Amerika Syarikat, merangkumi tempoh 15 tahun dari 1975 hingga 1990.  

Tempoh ini dipilih melalui satu cabutan sampel bertujuan (purposive sampling) dengan 

alasan ia meliputi satu tempoh pentadbiran Presiden-Presiden yang mewakili dua ideologi 

politik yang berlainan, iaitu Republikan dan Demokrat.  Tujuan kajian mengenai pola-

pola perbelanjaan kerajaan persekutuan ini adalah untuk mengenal pasti faktor-faktor 

penentu dalam penentuan keputusan ke atas peruntukan belanjawan negara Amerika 

Syarikat.  Faktor-faktor yang diberi tumpuan adalah faktor politik, faktor ekonomi, dan 

faktor kebajikan sosial. 

 

Kajian ini menggunakan pendekatan kajian perpustakaan dan kebanyakan sumber 

data dan maklumat diperolehi secara sekundar melalui sorotan ke atas bahan-bahan 

bercetak dan elektronik.  Rujukan utama data adalah Buku Perangkaan Tahunan, di 

samping buku-buku ilmiah, jurnal, internet, dan keratan akhbar.   

 

Empat angkubah penentu telah dipilih untuk menunjukkan hubungan di antara 

faktor-faktor penentu dan keputusan ke atas peruntukan belanjawan yang dibuat.  

Angkubah-angkubah tersebut adalah pindahan antara-kerajaan, peruntukan pertahanan, 

peruntukan pendidikan dan peruntukan untuk kebajikan. Fungsi angkubah-angkubah 

dianalisis secara analisis isian (content analysis).  Segala maklumat diklasifikasikan 

mengikut urutan tema (thematic sequence) berdasarkan topik di bawah angkubah-

angkubah yang dikaji. 

 

Sementara itu, Buku Perangkaan Tahunan akan menyediakan sumber data tentang 

keseluruhan perbelanjaan dan belanjawan defisit yang menjadi petunjuk untuk 

menggambarkan rasional bagi faktor-faktor yang dikaji itu dalam mempengaruhi 

belanjawan tahunan.  Data berdasarkan faktor-faktor yang dikaji akan ditunjukkan di 

dalam jadual-jadual berkenaan, dan akan membantu untuk membuat kesimpulan 

mengenai pola-pola perbelanjaan dalam belanjawan Amerika Syarikat. 
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Analisis Data 

 

Kajian siri masa ini meliputi tempoh lima belas tahun dari 1975 hingga 1990.  Ia meliputi 

satu tempoh di mana terdapat pentadbiran Presiden-Presiden yang mewakili dua parti 

politik yang utama, iaitu Republikan dan Demokrat yang mewakili dua ideologi politik 

yang berlainan. 

 

Jadual 1 menunjukkan dalam tempoh 1975 hingga 1990 terdapat pentadbiran 5 

Presiden yang mewakili 2 parti utama dalam sistem politik kepartian Amerika Syarikat. 

Ini memberi satu petunjuk yang signifikan kepada kajian ini di mana politik dijadikan 

salah satu faktor yang boleh mempengaruhi peruntukan perbelanjaan belanjawan negara 

itu.  Pentadbiran-pentadbiran tersebut meliputi Presiden dari parti Republikan pada tahun 

1975-76 dan 1980-90, manakala Presiden dari parti Demokrat memegang kuasa pada 

tahun 1976-80. 

 

Jadual 2  diambil daripada jadual Pecahan Perbelanjaan Kerajaan Persekutuan 

Disatukan berdasarkan Fungsi yang diterbitkan oleh International Monetory Fund (1990: 

604-608).  Angka ini meliputi perbelanjaan Kerajaan Persekutuan seperti yang diperlukan 

dalam skop kajian.  Peratus pertambahan tahunan dalam perbelanjaan Kerajaan 

Persekutuan dimasukkan untuk menjelaskan pola-pola perubahan sepanjang tempoh yang 

dipilih.  Jadual 2 juga meliputi data mengenai defisit dalam belanjawan, yakni untuk 

memberi satu petunjuk ekonomi yang penting apabila menganalisis perbelanjaan kerajaan 

Persekutuan. Satu imbasan ke atas angka dalam jadual menunjukkan terdapat 

pertumbuhan yang tetap pada jumlah perbelanjaan Persekutuan dan ia telah menjangkau 

3 kali lebih tinggi pada tahun 1989 berbanding tahun 1975 sebelumnya.  Secara 

peratusan, bagaimanapun, pertumbuhan adalah secara tidak konsisten, di mana hanya 

jumlah yang kecil dicatatkan pada tahun 1984 dan 1987.  Manakala, dalam tempoh 15 

tahun tersebut, akaun kerajaan Persekutuan tidak pernah sekali menunjukkan lebihan.  

Defisit telah menjadi satu fenomena biasa di setiap akhir tahun kewangan, dengan jumlah 

defisit tertinggi dicatatkan dalam tahun 1983.  Hanya beberapa tahun fiskal sahaja 
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kerajaan dapat mengurangkan defisit dalam belanjawan negara berkenaan dalam tempoh 

yang dikaji itu. 

 

Jadual 3 meliputi data bagi angkubah pindahan antara-kerajaan.  Jadual 

mengandungi maklumat penting mengenai jumlah keseluruhan pindahan yang dibuat dari 

akaun Persekutuan dan peratus dari jumlah pindahan perbelanjaan Persekutuan kepada 

kerajaan-kerajaan bawahannya dari tahun 1970 hingga 1990.  Data menunjukkan jumlah 

pindahan adalah tinggi dalam tempoh suku masa pertama, dan rendah dalam baki tempoh 

15 tahun kajian dibuat.  Perbelanjaan untuk pindahan ini mencapai kemuncak pada 

tempoh 1977-78.  Data ini sangat penting bagi menggambarkan satu sikap dalam 

perbelanjaan dan hubungannya dengan strategi untuk membina hubungan antara kerajaan 

di bawah pentadbiran Presiden. 

 

Jadual 4 mewakili data mengenai perbelanjaan untuk pertahanan.  Data meliputi 

jumlah keseluruhan perbelanjaan untuk dan peratusnya daripada belanjawan Negara.  

Fungsi ini dipilih untuk mengkaji kecenderungan dalam perbelanjaan oleh Presiden-

Presiden semasa pentadbiran mereka dalam tempoh yang dikaji.  Pola-pola perbelanjaan 

yang ditunjukkan amat menarik perhatian. Dalam tempoh yang dikaji itu, hanya di antara 

tahun 1977-81 menunjukkan jumlah perbelanjaan  yang agak rendah bagi sektor 

pertahanan oleh Kerajaan Persekutuan.  Perbelanjaan paling tinggi ditunjukkan dalam 

tahun fiskal 1986-87.  Pola-pola ini memberikan satu gambaran mengenai gelagat 

kerajaan dalam memainkan peranannya di peringkat antarabangsa.  Ini termasuklah 

berbagai-bagai jenis penglibatan ketenteraan dan bantuan seperti kursus, peralatan, 

latihan bersama, tindakan ketenteraan bersama, atau misi keamanan di luar Negara, 

pembangunan peralatan, atau meningkatkan kualiti dalam teknologi dan anggota tentera.  

 

Jadual 5 adalah mengenai perbelanjaan Persekutuan untuk fungsi kebajikan sosial. 

Jumlah keseluruhan perbelanjaan dan peratus daripada keseluruhan perbelanjaan 

disertakan dalam jadual ini.  Data bagi fungsi ini menunjukkan sikap-sikap dalam 

perbelanjaan Persekutuan ke atas program-program domestik.  Berdasarkan kepada data, 

ia menunjukkan  pola-pola perbelanjaan ke atas kebajikan sosial tidaklah berubah dengan 
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mendadak sekali.  Walau bagaimapun, terdapat tempoh seperti tahun 1976-81, di mana 

perbelanjaan ke atas kebajikan sosial dilihat lebih tinggi dari segi peratusan 

peruntukannya. Peratus perbelanjaan menjadi rendah secara tetap pada tahun-tahun 

seterusnya dalam tempoh yang dikaji. 

 

Akhirnya, Jadual 6 adalah berkaitan data mengenai peruntukan Persekutuan bagi 

fungsi pendidikan.  Jadual menunjukkan perbelanjaan tahunan dan peratusan daripada 

belanjawan yang diperuntukan daripada belanjawan negara.  Data bagi fungsi ini 

menggambarkan usaha-usaha dan perbelanjaan kerajaan untuk program-program 

domestik.  Ini akan memberikan gambaran jelas mengenai sikap-sikap dan 

kecenderungan perbelanjaan di kalangan Presiden daripada ideologi politik yang berbeza.  

Seperti yang ditunjukkan dalam jadual, terdapat naik dan turun dalam peruntukan 

perbelanjaan bagi pendidikan.  Walau bagaimanapun, peruntukan bagi pendidikan 

dicatatkan menurun secara mendadak di tempoh akhir 15 tahun yang dikaji.  

 

 

Penemuan Kajian Dan Perbincangan 

 

Sememangnya sukar untuk mengkaji tentang faktor-faktor yang mempengaruhi proses 

belanjawan negara.  Walaupun terdapat berbagai-bagai pihak yang terlibat secara 

langsung dalam proses belanjawan, Perez (1987: 143) menyatakan, terdapat beberapa 

pihak dalam cabang eksekutif dan legislatif yang mempunyai pengaruh ke atas 

belanjawan tersebut.  Di samping itu, terdapat pula berbagai-bagai kumpulan 

berkepentingan yang menjadikan proses belanjawan itu bertambah rumit kerana masing-

masing ingin mendapatkan bahagian mereka daripada peruntukan yang bakal diagihkan 

dengan sebesar yang mungkin. 

 

Kertas kerja ini ingin mencari jawapan berdasarkan perspektif umum mengenai 

faktor-faktor yang boleh mempengaruhi proses pengagihan peruntukan belanjawan 

negara Amerika Syarikat.  Faktor-faktor yang dikaji adalah politik, ekonomi, dan 
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kebajikan sosial.  Keputusan-keputusan analisis telah memberi beberapa penemuan yang 

boleh dipertimbangkan untuk perbincangan selanjutnya.   

 

Faktor Politik 

 

Salah satu aktor terpenting dalam sistem politik Amerika Syarikat adalah Presiden.  

Sorotan karya mendapati Presiden telah diberi satu tahap kuasa yang besar untuk 

mentadbir negara berkenaan.  Ini termasuklah sebagai Ketua Eksekutif dan Pentadbir 

negara.  Kedudukan ini telah memberi satu bukti penting bagi kajian ini untuk 

menganggap Presiden sebagai seseorang yang mempunyai pengaruh politik ke atas 

belanjawan Negara. 

 

Sorotan karya juga mendapati, sejarah sistem politik kepartian Amerika Syarikat 

menyaksikan persaingan sengit di antara dua parti politik, iaitu Republikan dan 

Demokrat.  Kedua-dua parti tersebut secara bersilih ganti telah menguasai hampIr 

keseluruhan jawatan Presiden sejak kelahiran negara berkenaan.  Tempoh 15 tahun yang 

dikaji juga menunjukkan fenomena yang serupa.  Seperti yang dibincangkan terdahulu, 

kedua-dua parti adalah berbeza dari sudut falsafah politik mereka.  Walaupun perbezaan-

perbezaan yang wujud mungkin lahir di dalam akar umbi, ia telah ditunjukkan di tahap 

kepimpinan parti, terutamanya Presiden.  Oleh itu, segala keputusan oleh Presiden akan 

menggambarkan falsafah atau matlamat parti masing-masing. 

 

Pada tahap ini, kertas ini ingin merujuk kenyatan Hardgrave Jr (1986) yang 

menggariskan perbezaan-perbezaan di antara kedua-dua ideologi politik berkenaan.  

Hasil kajian ini telah memberikan beberapa perkara penting.  Pertama, terdapat 

kecenderungan bagi Presiden dari parti Demokrat untuk melakukan perbelanjaan yang 

besar ke atas program-progran domestik.  Ini selaras dengan falsafah mereka sebagai 

parti liberal yang memegang pendirian untuk memainkan peranan aktif di peringkat 

nasional, dan bersedia menggunakan peruntukan Persekutuan untuk menyelesaikan 

masalah-masalah sosial, terutamanya untuk kepentingan golongan buruh, minoriti dan 

miskin.  Ini telah ditunjukkan dengan jelas semasa pentadbiran Presiden Jimmy Carter 
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dari Parti Demokrat, pada tahun 1976-80, di mana peruntukkan perbelanjaan bagi 

pendidikan, kebajikan dan pindahan antara kerajaan adalah tertinggi dalam tempoh dikaji 

berbanding semasa pentadbiran Republikan.   

 

Di samping itu, peruntukan yang tinggi bagi pindahan antara kerajaan 

menggambarkan falsafah Demokrat yang mengambil pendirian untuk campur tangan 

dalam sistem ekonomi, berbanding Republikan yang menyokong ekonomi pasaran bebas.  

Dengan banyak menyalurkan peruntukan kepada kerajaan-kerajaan bawahan, ini akan 

dapat menambahkan penglibatan untuk meningkatkan taraf kehidupan rakyat dan 

melaksanakan undang-undang Persekutuan di peringkat lokaliti.   

 

Tambahan lagi, hasil kajian juga menepati falsafah politik Republikan seperti 

yang dinyatakan oleh Hardgrave (1986) itu.  Falsafah konservatif yang menentang 

kewujudan  `kerajaan yang besar' dan menyokong pengurangan perbelanjaan kecuali 

pertahanan,  telah ditunjukkan melalui data yang diperolehi, di mana perbelanjaan untuk 

pindahan antara kerajaan, pendidikan dan kebajikan yang rendah didapati berlaku semasa 

pentadbiran Presiden-Presiden dari Republikan dalam tempoh dikaji.  Sebaliknya, 

perbelanjaan yang tinggi untuk pertahanan telah berlaku dalam tahun 1986, iaitu semasa 

Presiden Ronald Reagan memegang tampuk pentadbiran negara. 

 

Berbanding dengan Demokrat yang mempunyai falsafah untuk memberi lebih 

tumpuan kepada isu-isu sosial domestik,  Republikan yang lebih menyokong kepentingan 

perniagaan dan menekankan kepada nilai ekonomi pasaran, lebih memberi fokus kepada 

agenda antarabangsa, terutamanya dalam menangani isu-isu komunisme yang memegang 

polisi ekonomi tertutup itu. Republikan mungkin berpendapat bahawa Amerika Syarikat 

perlu memainkan peranannya dalam memastikan keamanan dunia demi mempertahankan 

ekonomi pasaran itu.  Hasil kajian ini boleh   membuktikan pandangan ini.   Jadual 7 

menunjukkan kesemua 5 campur tangan ketenteraan yang besar oleh Amerika Syarikat 

dalam tempoh yang dikaji berlaku semasa Presiden-Presiden dari parti Republikan 

memegang kuasa.  Peristiwa tersebut menggambarkan peranan penting yang cuba 

dimainkan oleh Amerika Syarikat di arena antarabangsa. 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    
 

 

621 

 

 

Perbincangan di atas menunjukkan bahawa politik memainkan peranan dalam 

menentukan agihan peruntukan belanjawan negara.  Tambahan lagi, kajian ke atas 

perbelanjaan menunjukkan bahawa proses belanjawan menjadi satu cara di mana 

matlamat politik boleh dicapai, dalam atau luar negara. 

 

Faktor Ekonomi 

 

Berdasarkan analisis kajian, beberapa penemuan penting diperolehi berkaitan faktor 

ekonomi, di mana muncul istilah-istilah seperti defisit dan lebihan, belanjawan 

berimbang, simpanan dan perbelanjaan, inflasi, dan pengangguran. Di antara semua 

istilah tersebut, defisit telah menjadi istilah terpenting dan mewujudkan perbezaan di 

antara falsafah politik yang dipegang oleh pemimpin-pemimpin negara.  Secara teori 

pula, defisit telah menjadi satu kekangan utama kepada belanjawan negara, dan boleh 

mempengaruhi berbagai-bagai tindakan ekonomi yang lain. 

 

Sorotan karya mendapati,  kebanyakan penulis menganggap defisit sebagai satu 

pola yang biasa dalam belanjawan negara Amerika Syarikat.  Ia berlaku sama ada negara 

berada dalam keadaan ekonomi yang baik atau buruk.  Malahan sebahagian penulis 

mendapati bahawa belanjawan defisit telah menjadi satu bentuk polisi belanjawan bagi 

ahli-ahli politik.  Disebabkan belanjawan lebihan atau sekurang-kurangnya belanjawan 

berimbang memerlukan sama ada kenaikan dalam cukai atau penurunan perbelanjaan 

untuk pembangunan ekonomi dan sosial, maka belanjawan defisit boleh menjadi satu 

kaedah menarik sokongan politik kepada parti-parti politik. 

 

Penemuan kajian ini dapat menyokong kenyataan tersebut.  Di sepanjang tempoh 

15 tahun yang dikaji, data yang diperolehi tidak menunjukkan walau sekalipun 

belanjawan lebihan (surplus) yang dicatatkan.  Sebagai perbandingan pula, data 

menunjukkan defisit yang lebih tinggi dicatatkan dalam tahun 1980an dari jumlah dalam 

tahun 1970an.  Keputusan kajian menunjukkan fenomena tersebut telah memperlahankan 

peratus kenaikan terhadap peruntukkan belanjawan dalam tahun 1980an. 
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Keputusan selanjutnya, bagaimanapun, menunjukkan bahawa peratus peruntukan 

belanjawan Persekutuan yang perlahan dalam tahun 1980an telah dilakukan dengan 

mengurangkan perbelanjaan dan tanggung jawab ke atas program-program domestik. 

Seperti yang dinyatakan di awal, peruntukan bagi pindahan antara kerajaan, pendidikan, 

dan kebajikan telah dikurangkan dalam tahun-tahun 1980an semasa parti Republikan 

memegang tampuk kepimpinan.  Sebaliknya, peruntukan untuk pertahanan adalah paling 

tinggi dalam tempoh pentadbiran Republikan itu. 

 

Keputusan ini menggambarkan bahawa faktor ekonomi dalam belanjawan negara 

telah digunakan untuk tujuan politik.  Pengurangan peruntukan belanjawan ke atas 

pindahan antara kerajaan dalam tahun 1980an mungkin memenuhi falsafah Republikan 

untuk mengurangkan peranan domestiknya.  Contohnya, Presiden Reagan telah membuat 

satu usul untuk mengkaji semula struktur hubungan antara kerajaan, yang dikenali 

sebagai konsep New Federalism, bertujuan untuk mengawal saiz kerajaan Persekutuan, 

dengan cara mengembalikan sebahagian daripada kuasa kepada negeri-negeri melalui 

konsep devolusi pentadbiran. Brown et.al. dalam kajian mereka mengesahkan bahawa 

devolusi telah menjadi satu agenda penting dalam pentadbiran Republikan. 

 

Kajian ini juga mendapati, faktor-faktor ekonomi seperti defisit, sering menjadi 

satu kekangan terhadap agihan belanjawan. Walau bagaimanapun, dengan kehadiran 

faktor politik, kekangan ini telah diabaikan, sebaliknya dijadikan sebagai satu strategi 

untuk mencapai matlamat politik.  Oleh itu, teori-teori ekonomi tidak dapat memberi 

kesan sepenuhnya dalam persekitaran yang kukuh falsafah politiknya seperti Amerika 

Syarikat.  

 

Faktor Kebajikan Sosial 

 

Seperti yang dibincangkan terdahulu, adalah menjadi tanggung jawab dan matlamat 

kerajaan untuk menyediakan kebajikan social kepada setiap rakyat untuk mencapai 
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kesejahteraan negara secara keseluruhan.  Ini boleh digambarkan melalui sejauhmana 

rakyat mendapat kebaikan daripada setiap polisi yang dilaksanakan oleh kerajaan. 

 

Kajian menunjukkan bahawa peruntukan belanjawan negara adalah sentiasa 

meningkat walaupun dengan peratus yang kecil pada tahun-tahun tertentu. Dalam masa 

yang sama, terdapat pertambahan jumlah penduduk negara dari semasa ke semasa.  

Sewajarnya, pertambahan jumlah penduduk ini akan diikuti dengan pertambahan dalam 

perbelanjaan ke atas kebajikan sosial.  Walau bagaimanapun, hasil kajian ini tidak 

menyokong kenyataan berkenaan. 

 

Hasil kajian menunjukkan satu pola perbelanjaan Persekutuan yang sentiasa 

meningkat dalam tempoh 15 tahun dari 1975-1990.   Walau bagaimanapun, dari segi 

peratus daripada belanjawan negara, keputusan yang diperolehi menunjukkan pola 

perbelanjaan ke atas kebajikan sosial yang berbeza di antara pentadbiran Demokrat dan 

Republikan.  Sekali lagi, ini telah menyokong kenyataan bahawa kedua-dua pihak turut 

menggunakan faktor ini untuk mencapai matlamat dan falsafah politik masing-masing. 

 

Kesimpulan 

 

Kerajaan Persekutuan Amerika Syarikat telah membelanjakan berbilion dollar untuk 

membiayai perbelanjaan peringkat persekutuan, negeri dan tempatan mengikut fungsi-

fungsi tertentu setiap tahun.  Jumlah ini sentiasa meningkat dari semasa ke semasa.  

Keputusan dalam pengagihan peruntukan belanjawan negara berkenaan dipengaruhi oleh 

beberapa faktor melibatkan politik, ekonomi dan kebajikan sosial.     

 

Kertas kerja ini mengkaji faktor-faktor yang mempengaruhi  proses pembentukan 

belanjawan negara berkenaan.  Untuk tujuan tersebut, empat angkubah perbelanjaan telah 

dipilih meliputi pindahan antara kerajaan, pertahanan, pendidikan dan kebajikan.  

Keputusan yang diperolehi dapat disimpulkan seperti berikut. 
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Pertama, kajian menunjukkan faktor politik telah menjadi faktor utama dalam 

menentukan pola-pola belanjawan negara Amerika Syarikat.  Disebabkan parti politik 

merupakan aktor utama dalam proses pembuatan keputusan dan dasar, termasuklah 

pembentukan belanjawan, maka pola-pola peruntukan belanjawan didapati telah 

menggambarkan wujud pengaruh politik dalam proses pembentukan dan 

perlaksanaannya. Fungsi ini diterjemahkan melalui tindakan-tindakan Presiden yang 

mempunyai pengaruh besar dalam proses pembentukan belanjawan tersebut. 

 

Kedua, kajian menunjukkan faktor ekonomi memainkan peranan dalam 

menentukan pola-pola belanjawan negara berkenaan.  Faktor-faktor ekonomi, khususnya 

defisit,  sepatutnya menjadi faktor kekangan terhadap peruntukan belanjawan yang 

dibuat.  Walau bagaimanapun, dengan kehadiran pengaruh politik, faktor ekonomi ini 

telah diabaikan dan hanya memberi sedikit impak terhadap perbelanjaan Persekutuan. 

Kajian ini mendapati teori ekonomi tidak membawa kesan besar dalam persekitaran yang 

kuat memegang kepada falsafah politik masing-masing. 

 

Akhirnya, kajian mendapati faktor sosial turut memainkan peranan dalam 

membentuk pola peruntukan belanjawan negara. Walau bagaimanapun, ia masih 

tertakluk kepada faktor-faktor lain untuk memberi impak yang lebih bermakna.  Faktor-

faktor lain yang lebih kuat, terutamanya falsafah politik yang menentang penglibatan 

kerajaan untuk memainkan peranan terhadap faktor kebajikan sosial, boleh menghalang 

peruntukan belanjawan daripada sampai kepada orang awam sepertimana yang 

dikehendakki. 

 

Kesimpulannya, terdapat banyak faktor yang boleh mempengaruhi pola-pola 

peruntukan belanjawan negara.  Faktor-faktor yang penting termasuklah politik, ekonomi 

dan kebajikan sosial.  Di dalam kajian ini, faktor politik telah menjadi faktor yang 

signifikan dalam mempengaruhi pola-pola belanjawan dan membentuk polisi 

perbelanjaan negara.  Dua faktor yang lain itu masih memainkan pengaruhnya, tetapi 

masih memerlukan faktor-faktor lain terutamanya politik, untuk memberi impak yang 

berkesan terhadap peruntukan daripada belanjawan yang dibuat oleh kerajaan.  Malahan, 
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faktor politik juga boleh menjadi satu kekangan terhadap pengagihan peruntukan 

belanjawan kerana ia mempunyai pengaruh dalam semua peringkat belanjawan, termasuk 

polisi, hubungan antara kerajaan dan perlaksanaan semua program. 
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Lampiran 1 

 

 

 

 

 

Jadual 1: 

Presiden Amerika Syarikat dan Parti Diwakili 

Antara Tahun 1975 Hingga 1990 

 

Tahun Nama Presiden Parti Diwakili 

1968-1972 Richard Nixon Republikan 

1972-1976 Richard Nixon/Gerald Ford* Republikan 

1976-1980 Jimmy Carter Demokrat 

1980-1984 Ronald Reagan Republikan 

1984-1988 Ronald Reagan Republikan 

1988-1992 George Bush Republikan 

 

Sumber: Divine, Robert., Breen, T.H., Frederikson, George M., and 

                      Williams, Hal R., 1991. America: Past and Present. New York: 

                                 Harper-Collins Publishers, Inc. p.22 
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Lampiran 2 

 

 

 

Jadual 2: 

Jumlah Perbelanjaan Persekutuan, Peratus Pertambahan, dan Defisit  

Dari Tahun 1970 Hingga 1990 

 

TAHUN JUMLAH PERBELANJAAN 

(US$ Bilion) 
% 

PERTAMBAHAN 

JUMLAH DEFISIT 

(US$ Bilion) 

1975 333.12 n.a. n.a. 

1976 375.09 12.60 n.a. 

1977 414.28 10.45 -53.23 

1978 457.73 10.49 -58.94 

1979 506.26 10.60 -35.95 

1980 596.64 17.85 -76.18 

1981 687.61 15.25 -63.60* 

1982 764.89 11.23 -112.38* 

1983 842.60 10.16 -189.36* 

1984 881.92 4.67 -155.04* 

1985 977.29 10.81 -145.80 

1986 1032.49 5.65 -155.05 

1987 1054.09 2.09 -90.33 

1988 1118.81 6.14 -103.68 

1989 1194.60 6.77 n.a. 

1990 n.a. n.a. n.a. 

*purata daripada dua sumber rujukan 

 

Sumber: (1) International Monetory Fund, 1985. Government Finance Statistics     

                    Yearbook. Vol.IX, 1985. Washington D.C.: IMF 

              (2) International Monetory Fund, 1990. Government Finance Statistics  

                    Yearbook. Vol.XIV, 1990. Washington, D.C.: IMF 
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Lampiran 3 

 

 

 

Jadual 3: 

Jumlah Pindahan Antara Kerajaan Daripada Belanjawan Negara  

Dari Tahun 1970 Hingga 1990 

 

Tahun Jumlah Pindahan Antara Kerajaan  

(US$ Bilion) 
% Dari Jumlah Belanjawan 

1975 44.21 13.27 

1976 53.19 14.18 

1977 61.03 14.73 

1978 69.83 15.26 

1979 73.64 14.54 

1980 79.18 13.10 

1981 82.80 12.04 

1982 76.35 9.98 

1983 79.22 9.40 

1984 83.95 9.51 

1985 91.34 9.34 

1986 99.49 9.63 

1987 95.77 9.08 

1988 102.76 9.19 

1989 109.12 9.13 

1990 n.a. n.a. 

 

Sumber: (1) International Monetory Fund, 1985. Government Finance Statistics     

                    Yearbook. Vol.IX, 1985. Washington D.C.: IMF 

              (2) International Monetory Fund, 1990. Government Finance Statistics  

                    Yearbook. Vol.XIV, 1990. Washington, D.C.: IMF 
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Lampiran 4 

 

 

Jadual 4: 

Jumlah Perbelanjaan Pertahahanan Daripada Belanjawan Negara  

Dari Tahun 1970 Hingga 1990 

 

Tahun Perbelanjaan Pertahanan Persekutuan 

(US$ Bilion) 
% Dari Jumlah Belanjawan 

1975 82.09 24.64 

1976 83.59 22.29 

1977 90.63 21.88 

1978 97.31 21.26 

1979 108.90 21.51 

1980 126.27 21.16 

1981 150.14 21.84 

1982 176.53 23.08 

1983 199.61 23.69 

1984 218.03 24.72 

1985 243.74 24.94 

1986 265.96 25.76 

1987 269.69 25.59 

1988 278.44 24.89 

1989 293.54 24.57 

1990 n.a. n.a. 

 

Sumber: (1) International Monetory Fund, 1985. Government Finance Statistics     

                    Yearbook. Vol.IX, 1985. Washington D.C.: IMF 

              (2) International Monetory Fund, 1990. Government Finance Statistics  

                    Yearbook. Vol.XIV, 1990. Washington, D.C.: IMF 
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Lampiran 5 

 

 

 

Jadual 5: 

Jumlah Perbelanjaan Untuk Kebajikan Sosial Daripada Belanjawan Negara Dari 

Tahun 1970 Hingga 1990 

 

Tahun Perbelanjaan Untuk Kebajikan Sosial 

(US$ Bilion) 
% Dari Jumlah Belanjawan 

1975 20.07 6.02 

1976 23.63 6.30 

1977 23.18 5.60 

1978 28.60 6.25 

1979 30.34 5.99 

1980 38.15 6.39 

1981 43.28 6.30 

1982 42.03 5.49 

1983 45.78 5.43 

1984 47.27 5.36 

1985 48.53 4.97 

1986 50.76 4.92 

1987 52.25 4.96 

1988 56.75 5.07 

1989 60.96 5.10 

1990 n.a. n.a. 

 

Sumber: (1) International Monetory Fund, 1985. Government Finance Statistics     

                    Yearbook. Vol.IX, 1985. Washington D.C.: IMF 

              (2) International Monetory Fund, 1990. Government Finance Statistics  

                    Yearbook. Vol.XIV, 1990. Washington, D.C.: IMF 
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Lampiran 6 

 

 

 

 

Jadual 6: 

Jumlah Peruntukan Bagi Pendidikan Daripada Belanjawan Negara  

Dari Tahun 1970 Hingga 1990 

 

Tahun Perbelanjaan Untuk Pendidikan (US$ 

Bilion) 
% Dari Jumlah Belanjawan 

1975 1.35 3.41 

1976 12.82 3.42 

1977 13.02 3.15 

1978 13.49 2.95 

1979 14.67 2.89 

1980 15.79 2.64 

1981 17.11 2.48 

1982 15.98 2.08 

1983 16.14 1.91 

1984 16.31 1.84 

1985 17.81 1.82 

1986 18.00 1.74 

1987 17.78 1.69 

1988 18.63 1.66 

1989 21.51 1.79 

1990 n.a. n.a. 

 

Sumber: (1) International Monetory Fund, 1985. Government Finance Statistics     

                    Yearbook. Vol.IX, 1985. Washington D.C.: IMF 

              (2) International Monetory Fund, 1990. Government Finance Statistics  

                    Yearbook. Vol.XIV, 1990. Washington, D.C.: IMF 
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Lampiran 7 

 

 

 

Jadual 7: 

Beberapa Penglibatan Utama Ketenteraan  

Amerika Syarikat Di Seluruh Dunia  

Antara Tahun 1975 Hingga 1990 

 

Tahun Penglibatan/ Tempat 

1975 ...... 

1982 Tentera Laut AS menyertai misi tentera pengaman pelbagai Negara di 

Lebanon (1982-84) 

1983 Tentera AS mendarat di Grenada 

1989 -Tentera AS membantu kerajaan Filipina menentang rampasan kuasa 

tentera 

-Tentera AS menceroboh, dan membantu menggulingkan Pres 

Minguel Antonio Noriega di Panama 

1990 AS menubuhkan Tentera Bersekutu melawan pencerobohan Iraq di 

Kuwait  

 

                    Sumber: Divine, Robert A., Breen, T.H., Frederickson, George M., and  

                                  Williams, Hal R., 1991. America: Past and Present. New York: 

                                  Harper-Collins, Inc. pp.appendices 
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Pendahuluan 

 

Media massa merupakan satu medium penting yang menghubungkan manusia dengan 

pelbagai peristiwa.  Dari perspektif hubungan antarabangsa, ia juga menjadi satu alat 

tradisi yang penting untuk menyalurkan propaganda bagi pihak-pihak yang berada di 

dalam suasana berkrisis.  Biasanya, keadaan berkrisis ini akan diikuti dengan suasana 

peperangan,  sama ada secara terbuka atau terselindung.  Perkembangan dunia hari ini 

bagaimanapun, telah mengubah peranan tradisional media massa daripada hanya menjadi 

alat propaganda kepada penglibatan secara langsung dalam peperangan. Media-media 

massa Barat telah memperalatkan golongan wartawan untuk melibatkan mereka di dalam 

kancah peperangan yang sebenar.  Mereka dihantar ke medan perang sebagai perisik dan 

pelapor yang dapat memberi maklumat strategik kepada negara-negara yang menyerang 

(menceroboh).  Sorotan terhadap beberapa kes menunjukan bahawa sumbangan media 

massa telah memberi kelebihan-kelebihan yang sangat signifikan kepada kuasa-kuasa 

Barat yang dalam masa yang sama turut menguasai institusi-institusi media utama dunia. 

Fakta ini dapat dibuktikan melalui kajian kes yang dijalankan ke atas dua kuasa besar, 

Amerika Syarikat dan United Kingdom, yang menjadi negara penceroboh dalam Perang 

Teluk di Afghanistan dan Iraq. 
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Latar Belakang Kajian Kes 

 

Perang merupakan satu fenomena yang diwujudkan oleh manusia.  Sejarah telah 

menunjukan bahawa terdapat lebih daripada seratus peperangan kecil dan besar berlaku 

di serata pelusuk dunia yang bermula sejak awal tahap ketamadunan manusia.  Sehingga 

hari ini, ramai di kalangan penduduk dunia yang telah menjadi mangsa peperangan, 

mengakibatkan kehilangan nyawa, harta benda dan tanah tumpah darah mereka.   

 

Sebelum pihak-pihak tertentu terlibat di dalam mana-mana peperangan,  mereka 

biasanya melalui beberapa tahap proses yang lebih awal.  Setiap tahap akan 

menggunakan pendekatan penyelesaian yang tertentu.  Penggunaan media massa sebagai 

alat propaganda merupakan satu pendekatan yang digunakan oleh pihak-pihak yang 

terlibat itu. 

 

Selama ini ramai yang telah memahami akan peranan media massa sebagai alat 

propaganda dalam peperangan.  Bagaimanapun, perkembangan tamadun dan 

pembangunan teknologi telah mengubah kepentingan dan keutamaan manusia, sekaligus 

bentuk peperangan seperti yang wujud pada hari ini.  Manusia telah menggunakan 

peperangan sebagai cara untuk mencapai kepentingan-kepentingan tertentu, samada 

kepentingan politik, ekonomi atau sosial.  Untuk mencapai kepentingan-kepentingan itu, 

manusia tidak lagi memperdulikan moral, etika dan peraturan-peraturan yang ada, 

termasuklah melibatkan secara langsung media massa di dalam peperangan.  Artikel ini 

membincangkan tentang peralihan peranan media massa untuk mencapai matlamat 

peperangan masa kini bagi Kuasa-Kuasa Barat,. dengan menganalisis beberapa kes 

situasi (situational) dan dibandingkan dengan peranannya secara tradisional.   

 

Definisi Konsep 

 

Perang biasanya berlaku apabila pihak-pihak yang bersengketa gagal mencari alternatif 

yang positif di dalam menyelesaikan konflik mereka.  Peperangan itu melibatkan antara 

`institusi-institusi politik, seperti negara (atau institusi yang sedang menuju ke arah 
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menjadi sebuah negara), bukannya antara individu atau kumpulan individu’ (Stanford 

Encyclopedia of Philosophy, 2006).  Ia berbeza daripada konsep `pergaduhan’ dan 

melampaui konsep `keganasan’ kerana menurut Nicholson (1992: 17), `konsep keganasan 

adalah merujuk kepada penggunaan tenaga fizikal secara sengaja untuk tujuan memberi 

kecederaan atau membunuh seorang lain.  Peperangan pula adalah aksi keganasan yang 

lebih ekstrem,  dirancang dengan teliti untuk tujuan membawa kematian kepada orang-

orang yang turut serta, dan orang-orang yang berada di sekitarnya, biasanya dalam 

jumlah yang ramai’. 

 

Sebelum mengisytiharkan perang, pihak-pihak yang bersengketa itu sebenarnya 

mempunyai pilihan untuk menyelesaikannya, samada melalui: 

 

1) pendekatan dua hala (bilateral); di mana kedua pihak akan bersemuka (face-to-

face) untuk meyelesaikan konflik mereka 

2) menggunakan orang tengah (mediator); di mana pihak ketiga dilantik untuk 

mendengar fakta kes dan mengutarakan pandangannya untuk dipertimbangkan oleh 

kedua pihak yang berkonflik 

3) menggunakan mekanisma pemutus (arbitration); di mana pihak ketiga dilantik 

untuk mendengar fakta kes, mengkaji dan membuat keputusan yang perlu dipatuhi 

oleh kedua pihak yang berkonflik, atau 

4) pendekatan-pendekatan diplomasi lain, samada diplomasi sukarela (voluntary) 

seperti melalui forum-forum dan persidangan-persidangan khas (summits) sebagai 

medan percambahan fikiran yang bertujuan menjelaskan kedudukan sesuatu 

masalah, dan mengembalikan kekusutan kepada pangkal persengketaan yang 

berlaku, atau diplomasi paksaan (forced diplomacy), dengan menggunakan 

ancaman-ancaman seperti sekatan dagangan, catuan bekalan dan menghentikan 

bantuan  

(Nicholson, 1992; Saadon, 1998: 90-112) 
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Menurut Goldstein (2001:197), konflik merupakan `satu perbezaan jangkaan 

terhadap keputusan dalam satu proses tawar-menawar’, di mana dalam proses tawar-

menawar itu  pihak-pihak yang bersengketa akan sentiasa cuba meningkatkan 

keupayaannya untuk mendapatkan hasil yang lebih memihak kepadanya. Keadaan inilah 

yang menyebabkan kadang kala keputusan hanya diperolehi selepas konflik telah 

berlanjutan dalam keadaan yang agak tegang.  Ini menyebabkan sukar bagi kita untuk 

membezakan sama ada pihak-pihak yang bersengketa itu masih berada di tahap `konflik’ 

ataupun sudah di tahap `perang’.  Goldstein (2001:68) membezakan di antara kedua tahap 

ini sebagai `sebab dan akibat’ (cause and effect).  Persengketaan (konflik) perlu 

diselesaikan dengan cara membentuk dan melaksanakan strategi perdamaian 

(penyelesaian konflik), sebagai satu alternatif terhadap kaedah yang lebih keras (perang). 

 

Perang itu pula dapat ditafsirkan dari beberapa perspektif. Perspektif politik 

melihat perang sebagai konflik bersenjata di antara negara, organisasi atau kumpulan-

kumpulan bersenjata, yang melibatkan penggunaan alat tertentu terutamanya peralatan 

ketenteraan. Howard (1984:2) menjelaskan bahawa `perang berlaku melalui tindakan 

secara sedar dan beralasan, berdasarkan kepada pengiraan tertentu oleh kedua-dua belah 

pihak, dengan andaian mereka akan mencapai sesuatu keputusan yang lebih baik melalui 

peperangan daripada berada dalam keadaan damai’.  

 

 

Dari sudut ekonomi,  perang merupakan persaingan ke arah menguasai pasaran, 

samada dalam pasaran persaingan ataupun dalam suasana monopolistic.  Perspektif 

psikologi melihat perang sebagai satu pertentangan yang wujud akibat daripada konflik 

yang berterusan, yang akhirnya akan diluahkan samada melalui pendekatan secara halus 

(pujukan, sindiran; persuasive, teasing) ataupun keras (berontak, singkir; explode, expel). 

Inilah sebabnya wujud berbagai jenis peperangan di dunia ini yang melibatkan perang 

konvensyenal (terbuka, gerila), perang ekonomi (harga, sekatan, perlindungan), perang 

dingin (ideology, perlumbaan untuk menunjuk penguasaan; superiority), perang psikologi 

dan sebagainya.   Ringkasnya, konsep perang itu melibatkan punca, proses dan kesan 

(input, process and output) yang menunjukan bahawa, salah satu tahap penting dalam 
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peperangan adalah `proses peperangan’ itu sendiri.  Tahap perlaksanaan ini melibatkan 

penggunaan berbagai alatan dan kelengkapan yang menjadi medium peperangan.  Salah 

satu daripadanya ialah penggunaan media massa, sama ada sebagai tindakan secara 

terbuka ataupun secara tersembunyi (overt or covert action).  

 

Secara umumnya, media massa itu beroperasi di dalam satu kerangka 

(framework) yang dinamakan `sistem komunikasi’.   Menurut John Thompson (1995), 

sistem komunikasi dalam konsep yang asas biasanya melibatkan tiga jenis perhubungan, 

iaitu:  

 

1) perhubungan tanpa medium (unmediated). di mana komunikasi dilakukan 

secara bersemuka (face-to-face) 

2)  perhubungan bermedium (mediated),  iaitu melibatkan penggunaan mod-mod 

seperti surat, faks, telegraf, telefon, computer, dan medium-medium teknikal 

berkaitan seperti kertas, kabel elektrik, teknologi satelit, dan lain-lain yang 

membolehkan komunikasi berlaku di antara aktor-aktor yang dipisahkan oleh 

masa dan tempat, dan 

3) perhubungan separa medium (quasi-mediated interaction), iaitu bentuk 

perhubungan yang melibatkan  komunikasi secara massa menggunakan 

peralatan seperti surat khabar, radio dan televisyen  

(Axford, 2001:12)   

 

 

Media massa, samada elektronik atau bercetak merupakan satu medium 

komunikasi yang penting untuk menghubungkan antara manusia dan pelbagai peristiwa.  

Media massa merujuk kepada medium yang menyampaikan maklumat kepada sasaran 

yang luas (mass communication).  Ini dapat difaham melalui definisi oleh University of 

Kentucky (2000) yang menyatakan bahawa `sasaran massa berlaku apabila satu 

kumpulan kecil orang mengirim mesej kepada kumpulan tidak bernama yang besar,  

biasanya khalayak yang berbagai jenis,  melalui penggunaan satu medium komunikasi 

yang khusus’.  
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Media massa boleh menyampaikan maklumat sama ada secara interaktif atau 

bukan interaktif. Contoh yang baik adalah seperti radio, televisyen, dan surat khabar.  

Semenjak medium bentuk penulisan dan teknologi komunikasi elektronik diperkenalkan, 

ia telah banyak mengambil alih peranan yang dahulunya dipikul oleh medium tradisional, 

seperti penyampaian secara oral (melalui mulut), ataupun melalui perantara lain seperti 

haiwan (burung, anjing) dan fenomena-fenomena kejadian alam (bulan, bintang, 

cakerawala). 

 

Media Massa dan Peranan Tradisional 

 

Media massa sebenarnya boleh menjadi satu institusi yang berkepentingan.  Ia sering 

digunakan untuk memutarbelitkan (spin) berita demi kepentingan tertentu.    Lewis dan 

Slade (2000: 224-5) menamakan salah satu kepentingan itu sebagai kepentingan yang 

`bermotifkan politik’.  Kenyataan ini selaras dengan penemuan dalam kajian- kajian 

O’Keefer (1984: 514-535) dan McLahan (1997:309) yang mendapati bahawa televisyen,  

sebagai media massa utama dan amat berpengaruh itu sebenarnya adalah `alat politik’.  

Peranan oleh media massa seperti ini lebih dikenali sebagai alat `propaganda’, iaitu 

fungsi tradisionalnya dalam suasana yang menjurus kepada peperangan.  Media massa 

akan menjalankan tanggung jawab untuk memesongkan (sway) pendapat awam (public 

opinion) ke arah kepentingan tertentu itu. Baron dan Davis (1995:61) menyokong 

pandangan ini melalui kenyataan yang berbunyi, `matlamat utama para ahli propaganda 

adalah untuk mengubah cara pihak lain bertindak. Untuk mencapai matlamat ini, mereka 

terlebih dahulu perlu mengubah cara pihak lain itu menerima kedudukan dan hubungan 

mereka dengan persekitaran.  Berbagai-bagai teknik komunikasi akan digunakan untuk 

memandu dan mengalih tumpuan terhadap sesuatu kepercayaan dan kebiasaan. Dalam 

tahun-tahun 1930an, alat-alat media baru seperti radio dan filem telah menjadi alat  yang 

berkesan kepada para ahli propaganda menjalankan peranan mereka’.  

 

Ini kerana media massa berkeupayaan mengetengahkan sesuatu pandangan awam 

untuk menjadi perhatian umum seperti yang dijelaskan oleh Hall (1978)  dalam Negrine 
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(1996: 103), `sesuatu pandangan awam boleh ditingkatkan menjadi isu yang formal dan 

menarik perhatian umum melalui peranan yang dimainkan oleh berbagai-bagai jenis 

media massa’. 

 

Jelas bahawa konsep asas media massa mempunyai hubungan rapat dengan proses 

meletakkan pemikiran dan pandangan awam menghala kepada kepentingan tertentu. 

 

 

Media Massa dan Peranan Masa Kini 

 

Kita telah bincangkan bahawa media massa boleh digunakan sebagai alat untuk mencapai 

kepentingan tertentu,  dan peranan tradisionalnya dalam situasi yang menjurus kepada 

peperangan adalah sebagai alat propaganda. 

 

Perkembangan masa kini, bagaimanapun,  banyak mengubah peranan media 

massa dari sudut sumbangannya kepada situasi peperangan.  Ledakan teknologi 

terutamanya, telah membolehkan media massa dipadankan (combined) dengan berbagai 

kelengkapan peperangan untuk mencapai matlamat pihak-pihak yang terlibat.  Kuasa-

kuasa Barat yang sentiasa meninjau peluang dan bercita-cita untuk menguasai berbagai-

bagai bidang telah menggunakan kesempatan ini untuk mengeksploitasi media massa 

demi mencapai kepentingan mereka itu.  Contohnya seperti Amerika Syarikat dan Britain 

yang `banyak mempengaruhi sistem politik dunia’ (Smith, 2002: 9, 67-68).  Media massa 

pula didapati sanggup mengorbankan aspek moral dan perilaku walaupun terdapat kod-

kod etika profesion dan korporat yang dijadikan garis panduan, semata-mata untuk 

mencapai keuntungan atau kepentingan tertentu.  British Broadcasting Corporation 

(BBC) dan Cable News Network (CNN) umpamanya,  mempunyai kod etika yang 

melarang mereka menyiarkan bahan-bahan yang berunsur berat sebelah (bias), tidak adil 

(unfair), provokatif, dan menyentuh (offend) mana-mana pihak.  Bagaimanapun, secara 

realiti, garis panduan ini telah dicerobohi (violated) secara berleluasa..   
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Media massa bukan lagi terikat dengan peranan tradisionalnya sebagai alat 

propaganda.   Thomson (1990) dipetik oleh Negrine (1996:15),  menyimpulkan bahawa 

pertambuhan kebergantungan orang awam kepada media massa seperti televisyen, boleh 

dirujuk sebagai `mediazation of modern culture’.  Manusia menjadikan media massa 

sebagai sebahagian daripada cara hidup yang banyak mempengaruhi amalan mereka 

seharian.  Oleh itu, media massa menjadi sebahagian daripada tindakan-tindakan 

manusia..  Apabila tindakan-tindakan itu dibuat berdasarkan kepentingan-kepentingan 

tertentu, maka berlakulah berbagai perlanggaran di segi moral dan etika yang sepatutnya 

menjadi sempadan kepada sebahagian daripada fenomena yang disebabkan oleh tangan 

manusia.  Sorotan beberapa kes di dalam suasana peperangan seperti berikut dapat 

menunjukan perubahan ini.      

 

Kes 1 

 

Wartawan British Broadcasting Corporation (BBC), John Simpson telah membuat 

liputan di Afghanistan pada awal tahun 2001 (BBC Special, 2001; Simpson, 2001).  

Kandungan tugasannya (assignment) adalah mengenai kesukaran hidup golongan petani 

luar bandar di bawah pemerintahan Kerajaan Taliban (dianggap fundamentalis dan 

militan Islam yang menyokong keganasan oleh Amerika dan sekutunya, termasuk 

Britain).  Latar belakang penggambaran dokumentari ini adalah struktur rumah-rumah 

penduduk Afghanistan di pergunungan, laluan-laluan tanpa turap di lereng bukit, dan 

tanaman pokok `poppy’ sebagai hasil pertanian utama di situ. 

 

Kes 2 

 

Wartawan International Television Network (ITV) United Kingdom,  Julian Manyon, 

didapati dua kali membuat liputan penting di Iraq antara tahun 2000 hingga 2001 (ITV, 

2001).  Kandungan liputan beliau adalah mengenai kesukaran hidup rakyat Iraq akibat 

dikenakan sekatan antarabangsa selepas kalah dalam Perang Teluk tahun 1990-1991 lalu.  

Latar belakang penggambaran dokumentari ini adalah rangkaian jalan-jalan perhubungan 
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di antara bandar-bandar di Iraq, bentuk-bentuk rumah kediaman dan sumber-sumber 

keperluan asas harian rakyat negara berkenaan. 

 

Kes 3 

 

Tentera Bersekutu yang diketuai oleh Amerika Syarikat dan Britain telah mula 

menyerang Iraq pada bulan Mac 2003.  Selama 33 hari peperangan sebenar berlaku, 

media cetak dan elektronik yang dikuasai Barat telah membuat liputan langsung (live 

coverage) peristiwa-peristiwa di medan perang.  Contohnya, wartawan-wartawan British 

Broadcasting Corporation (BBC), International Television Network (ITV),  dan Cable 

News Network (CNN) telah dibawa bersama menyertai di dalam kenderaan-kenderaan 

tentera (seperti kereta kebal (tank) dan kereta perisai (armoured vehicles)) sambil 

membuat liputan langsung serangan-serangan yang dilakukan.   

 

Satu lagi liputan langsung oleh rangkaian BBC, ITV dan CNN (semasa peperangan di 

Iraq) telah menunjukkan secara langsung penerbangan berlepas (take-off) pesawat-

pesawat pengebom B-52 Stratafotress Tentera Udara Amerika Syarikat daripada 

Lapangan Terbang Pengkalan Tentera Fairfield, United Kingdom (Antoon, 2003).  

Siaran-siaran TV yang sama kemudiannya telah menyiarkan secara langsung kawasan-

kawasan di Iraq yang sedang dibom oleh pesawat-pesawat berkenaan. 

 

Situasi 4 

 

Media-media Barat yang opportunis  telah menggunakan pendekatan eksploitasi untuk 

menghalalkan (justify) tindakan mereka melancarkan serangan ke atas negara-negara lain.  

Semasa peperangan di Afghanistan, Amerika dan sekutunya menggunakan alasan 

liberalisasi untuk mencapai motif memerangi keganasan yang diwar-warkan. Untuk 

tujuan itu, CNN telah menyiarkan dokumentari-dokumentari khas seperti yang bertajuk 

`Beneath the Veil’ (Di sebalik Purdah) kelolaan Saira Shah, yang merupakan antara 

penyokong pergerakan The Revolutionary Association of Women in Afghanistan (RAWA), 

iaitu Kumpulan Pendesak utama bagi kebebasan wanita di Afghanistan..  Pada bulan Jun 
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2001, Wartawan Jane Defense Weekly (JDW), majalah mingguan yang berpengkalan di 

Amerika Syarikat telah menemuramah Komander Barisan Bersatu (United Front) 

Afghanistan yang menjadi sebahagian tentera sekutu menentang kerajaan Taliban 

Afghanistan.   

 

Sementara itu di Britain pula,  media-media telah mengeksploitasi pandangan daripada 

pelarian-pelarian yang memohon suaka (asylum) di Britain untuk mengesahkan tindakan 

serangan yang mereka telah lakukan. Contohnya, Sama Hadad yang melarikan diri 

bersama ibunya selepas ayah beliau ditangkap oleh pengawal-pengawal keselamatan 

Saddam, dan juga Haitham al-Rasheed, bekas Ketua Protokol dalam Kerajaan Saddam 

yang melarikan diri kerana mendakwa tidak tahan dengan penindasan yang sering 

diterima semasa di dalam perkhidmatannya di Iraq. Kedua mereka ini sering menjadi 

tetamu undangan khas siaran-siaran televisyen di Britain untuk mengutarakan pandangan 

mereka terhadap pemerintahan Saddam di Iraq.  

 

Pengajaran Moral Kes-Kes yang Diutarakan 

 

Sebenarnya wujud korelasi dan konsekuensi bagi kes-kes situasi yang diutarakan tadi 

untuk kita membuat dakwaan bahawa media massa telah digunakan sebagai sebahagian 

daripada alat di dalam peperangan, bukan lagi sekadar propaganda untuk mengalihkan 

perspektif massa terhadap sesuatu konflik atau isu tertentu.   

 

Apabila kes-kes situasi yang diutarakan itu dikaji secara teliti, dapat dibuktikan 

bahawa asas-asas dakwaan berkenaan sebenarnya wujud.  Ianya telah dilakukan melalui 

perancangan yang halus dan teliti untuk memenuhi kepentingan tertentu.  Media massa 

telah dilibatkan secara langsung di dalam peperangan.  Pengajaran moral peperangan 

berdasarkan kes-kes situasi yang diutarakan.  dapat kita fahami seperti di bawah.  
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Pengajaran Moral Kes 1 

 

Hanya sebulan selepas kejadian serangan  oleh pesawat komersial ke atas menara 

berkembar World Trade Center di New York pada 11 September 2001, Amerika telah 

berjaya mempengaruhi sekutunya untuk menyerang Afghanistan dengan menggunakan 

alasan pembebasan (liberation) dan memerangi keganasan (War on Terrorism) melalui 

operasi yang dinamakan `Operation Enduring Freedom’. Justifikasi mereka,  

bahawasanya kerajaan Taliban adalah kejam, menganjurkan keganasan, tidak membawa 

pembangunan dan menjadi sumber bekalan dadah antarabangsa. Amat menakjubkan 

kerana mereka telah menggunakan alatan dan kelengkapan ketenteraan yang tepat 

mengikut perancangan mereka bagi mencapai sasaran musuh.  Contohnya, dalam 

peperangan di Afghanistan ini, Amerika dan sekutunya telah menggunakan `carpet 

bomb’ yang sesuai bagi memusnahkan petempatan-petempatan di kawasan pergunungan 

dan persembunyian di bawah tanah (CNN Today, 2001;  Hussein, 2001; Reuters, 2001). 

 

Dalam kes ini, laporan-laporan media massa menjadi penyumbang maklumat 

yang utama kepada keperluan ketenteraan.  Latar belakang footage seperti di dalam 

dokumentari oleh John Simpson (BBC) sebenarnya boleh memberi maklumat strategik 

perisikan kepada pihak tentera.  Melalui maklumat ini, pihak tentera akan dapat 

menentukan kekuatan pihak lawan dari segi teknologi, pengetahuan dan keupayaan untuk 

bertahan.  Sebab itulah di Afghanistan, carpet bombs telah digunakan kerana kebanyakan 

petempatan, termasuklah kem-kem tentera dibina di bawah tanah, teutamanya di lereng-

lereng bukit.  Pengalaman di dalam Perang Vietnam (1965-73) banyak membantu 

Amerika untuk memilih menggunakan bom jenis ini bagi memusnahkan tempat-tempat 

persembunyian bawah tanah tentera Vietcong. 

 

Kes ini menunjukan bahawa media massa bukan lagi menjadi alat propaganda, 

tetapi telah terlibat di dalam peperangan sebenar.  Ini berdasarkan kedudukan bahawa 

maklumat yang disediakan oleh media massa bukan lagi bertujuan memesongkan 

pandangan awam, sebaliknya digunakan untuk membuat keputusan tentang serangan 
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yang akan dilakukan.  Ia bukan lagi memainkan peranan di tahap conceptualization, 

tetapi sudah berada di tahap perlaksanaan (implementation) perang itu yang sebenar.  

 

Pengajaran Moral Kes 2 

 

Apabila Amerika dan sekutunya membuat keputusan untuk menyerang Iraq bagi 

menggulingkan kerajaan di bawah pemerintahan Presiden Saddam Hussein pada Mac 

2003, mereka dengan pantas dapat memilih strategi tentang laluan, peralatan dan 

keperluan untuk melumpuhkan kerajaan yang bakal dicerobohi. Contohnya, Tentera 

Bersekutu telah dapat mengenalpasti jalan-jalan perhubungan yang menjadi laluan 

strategik tentera Iraq untuk tujuan pengeboman dari udara melalui taktik yang dinamakan  

`shock and awe.’ Taktik ini mulanya diperkenalkan oleh pakar strategi ketenteraan, 

Harlan Ullman dalam tahun 1990an, dan menjadi pilihan kepada Setiausaha Pertahanan 

Amerika, Donald Rumsfeld dalam kempennya di Iraq (Petersen, 2003; CNN,2003; 

Philadelphia Daily News,2003).  Sementara itu, pengeboman yang dilakukan di Iraq 

adalah dengan menggunakan `cluster bombs’ yang boleh memberi kemusnahan dalam 

lingkungan perimeter yang luas dan memberi kesan berpanjangan secara rantaian 

(Ahmad, 2003; BBC News, 2003; Epstein, 2003; Wiseman, 2003, Chaomsky,  2004). 

 

Di dalam kes ini, maklumat strategik yang disediakan melalui laporan-laporan di 

dalam media massa telah dimanfaatkan oleh pihak tentera penceroboh Barat.  Latar 

belakang footage dokumentari sekali lagi memberikan maklumat yang membolehkan 

pihak tentera membuat keputusan tentang strategi serangan yang bakal digunakan.  Sebab 

itulah Setiausaha Pertahanan Amerika dengan angkuhnya membuat kenyataan bahawa 

melalui taktik `shock and awe’ itu boleh mengurangkan bilangan mereka yang menjadi 

korban (casualties), terutamanya di pihak yang menyerang, kerana semua sasaran dan 

keupayaan untuk melawan di pihak lawan sudah dikenalpasti.  Walau bagaimanapun, 

disebabkan kawasan peperangan terbuka yang begitu luas dan kedudukan tentera 

tempatan yang berselerak di Iraq itu agak berbeza dengan keadaan yang terdapat di 

Afghanistan sebelum ini, penggunaan cluster bombs didapati lebih sesuai kerana ia boleh 

memakan mangsa secara rantaian dalam jangka masa panjang.  Keadaan inilah yang 
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menyebabkan tingginya bilangan korban dan mangsa kecederaan di kalangan orang 

awam, terutamanya kanak-kanak, yang tidak tahu akan bahayanya mendekati medan 

peperangan walaupun selepas ditinggalkan.   

 

Pengajaran Moral Kes 3 

 

Kes ini memberi gambaran bahawa satu perancangan rapi telah diatur semata-mata 

bertujuan menunjukkan keangkuhan kuasa Barat yang mempunyai teknologi dan sumber 

modal yang begitu besar untuk membiayai peperangan.   

 

Suasana perang yang sebenar telah dijadikan satu penggambaran dokumentari 

untuk mencapai matlamat perlumbaan dan pengujian senjata-senjata terkini.  Peralatan 

audio video yang dihubungkan melalui satelit telah membolehkan stesen-stesen 

televisyen, radio dan surat khabar menyiarkan setiap detik perkembangan di medan 

pertempuran, samada melalui siaran langsung ataupun video interaktif.  Dalam 

peperangan di Iraq, senjata-senjata tembakan tepat (high precision) yang menggunakan 

panduan laser (laser guided) telah disiarkan dalam siaran langsung televisyen tanpa 

menunjukan rasa hormat dan simpati di pihak yang menjadi mangsa. Serangan-serangan 

yang memusnahkan manusia, rumah-rumah, bangunan-bangunan kedai, pejabat-pejabat 

dan kem-kem tentera dapat ditonton oleh jutaan manusia yang dapat menerima siaran 

stesen-stesen berkenaan. 

 

Bukti wujudnya perancangan Barat untuk melibatkan media massa dalam 

peperangan ini juga dapat dilihat di dalam kes pesawat B-52 Tentera Udara Amerika 

yang melaksanakan misinya daripada Lapangan Terbang Pengkalan Udara Fairfield, 

United Kingdom.  Keadaan ini menggambarkan bahawa Amerika Syarikat dan sekutunya 

begitu yakin dengan peperangan yang amat berat sebelah ini sehinggakan begitu berani 

untuk membuat liputan tentang kemusnahan yang `akan’ dilakukan.  Mereka seolah-olah 

sedang menunjukkan kepada dunia bahawa tidak ada satu kuasa pun yang akan 

menghalang segala rancangan yang telah mereka buat.  Situasi semasa perlepasan 

pesawat pengebom dan jangka masa pengeboman berlaku seolah-olah berada di dalam 
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satu skrip cerita filem, dan segala kemusnahan adalah seperti lakonan yang menjadi aksi 

tontonan dan hiburan bagi mereka.  Rourke (1999:324) memetik berita dalam majalah 

Time keluaran 28 Januari, 1991 bahawa sedekad awal,  Presiden Amerika Syarikat, 

George W Bush Sr. telah memantau live coverage Perang Iraq I di kaca tv dan `terhibur 

dengan aksi-aksi’ pengeboman di negara yang diceroboh itu. 

 

Kedua-dua kes ini menunjukkan bagaimana media masa telah dilibatkan dalam 

situasi perang yang sebenar, bukan lagi sebagai alat propaganda. Media massa menjadi 

skrip bagi `pelakon-pelakon yang sebenar menjalankan aksi-aksi sebenar’ mereka, di 

mana kemusnahan dan pembunuhan ke atas manusia menjadi aksi yang menghiburkan 

manusia lain.  Ini semata-mata bertujuan memenuhi kepentingan-kepentingan tertentu 

Barat yang sentiasa bersifat rakus dan dominance.     

 

 

Pengajaran Moral Kes 4 

 

Pengeksploitasian oleh Barat terhadap individu-individu tertentu melalui media massa 

merupakan satu langkah mewujudkan justifikasi ke atas serangan yang dilakukan, 

bukannya propaganda sebelum membuat serangan. 

 

Kes-kes pengeksplotasian individu seperti yang disebutkan, jelas menunjukan 

bahawa media massa telah dilibatkan secara langsung di dalam peperangan.  Ini kerana 

individu-individu berkenaan jelas mematuhi skrip yang telah disunting untuk mencapai 

kepentingan-kepentingan tertentu, khususnya di pihak yang sedang mengeksploitasi 

mereka untuk mendapat keuntungan daripada peperangan yang dimaksudkan. 

 

Semasa perang di Iraq, Sama Hadad dan Haitham al-Rasheed telah menjadi 

pelakon-pelakon utama yang sering muncul di kaca televisyen Britain.  Pandangan-

pandangan dan nada percakapan mereka adalah mengikut skrip yang boleh memberi 

justifikasi  serangan ke atas Iraq.  Sebenarnya, amat sukar untuk kita menyalahkan 

mereka ini berdasarkan dua sebab yang sentiasa menimbulkan tanda tanya,  iaitu: 
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1. Siapakah sebenarnya mereka ini?  Ini merujuk kepada persoalan samada mereka 

ini benar-benar rakyat Iraq yang mendapat suaka di Britain. 

2. Jika benar mereka ini rakyat Iraq yang mendapat suaka di Britain, apakah pilihan 

yang mereka ada untuk menolak watak lakonan yang ditentukan oleh sebuah 

kuasa yang sedang memberi perlindungan kepada mereka itu?  

 

Dua sebab ini menggambarkan situasi di mana pengeksploitasian boleh berlaku.  

Sebab (1) boleh mewujudkan eksploitasi dalam dua bentuk.  Pertama, jika benar mereka 

rakyat Iraq, pandangan dan nada percakapan mereka adalah mewakili suara golongan 

yang terperangkap oleh keadaan.  Kedua, sekiranya mereka bukan rakyat Iraq, 

pengeksploitasian boleh berlaku berdasarkan pemalsuan wajah (double) yang mirip 

kepada golongan yang boleh memberi kelebihan (advantage) kepada pihak yang 

berkepentingan.  Manakala sebab (2) menggambarkan pengeksploitasian ke atas 

golongan yang tidak mempunyai pilihan yang lebih baik untuk menolak keadaan ini 

daripada berlaku.  Kekeliruan kerana terperangkap dengan strategi pihak-pihak tertentu 

menyebabkan mereka melihat pilihan untuk melakukan lakonan mengikut telunjuk Barat 

adalah lebih baik daripada sebaliknya.  

 

Sementara itu, dokumentari oleh Saira Shah pula melibatkan media massa untuk 

mewujudkan justifikasi perang dalam konteks yang lebih luas.  Liputan dokumentari ini 

sebenarnya bermotifkan pembebasan wanita yang diikat oleh lanrangn-larangan agama,  

khususnya Islam.  Sesungguhnya, ini merupakan satu bentuk peperangan.  Islam 

melihatnya sebagai satu peperangan melawan kekufuran, manakala Barat melihatnya 

sebagai the clash of civilizations.  Contohnya, pembebasan wanita yang ingin 

diperjuangkan ialah dengan mendedahkan aurat, dan bebas melakukan aktiviti-aktiviti 

tanpa terikat dengan batas-batas mahram. Sememangnya, sukar untuk menentukan 

keikhlasan individu yang terlibat menerbitkan dokumentari seperti ini kerana, Saira 

sendiri (yang berdarah campuran British-Afghani), didapati mengamalkan cara hidup 

bebasnya di Kota London. 
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Pengajaran daripada kedua-dua kes di atas telah menunjukkan bagaimana media 

massa terlibat secara langsung di dalam peperangan yang sedang berlaku.  Individu-

individu yang sedang dieksploitasi samada secara sedar atau tidak, sebenarnya berada di 

atas satu pentas lakonan cerita sebenar tentang kemusnahan dan pembunuhan di muka 

bumi ini. 

 

 

Kepentingan dan Keuntungan Menguasai Media Massa 

 

Setiap negara mempunyai kepentingan nasionalnya (national interest) sendiri untuk 

dipelihara.  Terdapat berbagai jenis kepentingan yang perlu dipelihara tetapi kepentingan 

ekonomi dan politik merupakan antara kepentingan-kepentingan yang sering memandu 

sesebuah negara untuk menentukan dasar luarnya.   

 

Penguasaan terhadap media massa merupakan salah satu cara untuk mencapai 

matlamat memelihara kepentingan nasional sesebuah negara itu.  Ini sejajar dengan 

pendapat Gilpin (1987: 72) yang menyatakan bahawa `dunia yang lebih terbuka dan 

bebas akan dapat diwujudkan apabila wujudnya kuasa-kuasa yang dominan’. Sebab 

itulah, terdapat negara-negara yang sanggup membiayai operasi media massa sehingga 

melewati sempadan luar negara mereka, walaupun pada asasnya sesebuah institusi media 

itu ditubuhkan sebagai institusi peringkat nasional.  Contohnya, BBC dan CNN yang 

mempunyai sayap operasi antarabangsanya dengan menempatkan ribuan wartawan di 

serata dunia (BBC 24, BBC News, CNN World News). 

 

Sebagai sebuah organisasi, media massa mempunyai satu kelebihan iaitu dapat 

mengakses maklumat yang terdapat di mana sahaja, atas prinsip kebebasan media yang 

dipersetujui oleh kebanyakan negara di dunia.  Walau dalam apa situasi sekalipun, pihak 

media yang dianggap sebagai institusi neutral, akan dibenarkan untuk membuat liputan 

(BBC, Freedom of Information (FOI) Guidelines). 
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Walau bagaimanapun, faktor kepentingan `tertentu’ telah menyebabkan media 

massa tidak lagi menjadi institusi yang neutral.  Kebanyakannya telah melanggar 

berbagai code of ethics yang dijunjung oleh media, samada secara convention (seperti 

yang diterbitkan oleh National Union of Journalists (NUJ) dan the Society of 

Professional Journalism (SPJ)) ataupun yang khusus untuk organisasi berkenaan (BBC 

atau CNN).  

 

  Di dalam konteks peperangan, penglibatan media massa tidak kelihatan secara 

nyata kerana senjata utamanya ialah `maklumat’, samada secara langsung atau tidak 

langsung.  Oleh itu,  sukar untuk kita menyedarinya walaupun peranan media massa telah 

berubah, daripada peranan tradisionalnya sebagai `alat propaganda’ kepada peranan masa 

kini yang `terlibat secara langsung’ di dalam peperangan.  Rawnsley (2000: 137) pernah 

menulis bahawa pakar-pakar propaganda masa kini telah melibatkan diri dalam proses 

pembuatan keputusan peringkat tertinggi sesebuah negara.  Ini boleh dijadikan platform 

bagi media massa yang menurut Levy (1989: 45), boleh dilibatkan dalam peperangan 

sebagai satu strategi offensive, untuk mendapat kelebihan di pihak yang terlebih dahulu 

menyerang.  Semuanya ini berlaku hasil perancangan rapi dan halus oleh pihak-pihak 

yang mempunyai kepentingan dan berkemampuan untuk memelihara kepentingan 

nasional mereka. 

 

 

Kesimpulan 

 

Media massa merupakan satu medium penting yang menghubungkan manusia dengan 

berbagai peristiwa yang berlaku setiap detik di serata alam ini.  Ia memainkan berbagai 

peranan, bergantung kepada apa konteks sebenar peristiwa yang diliputi.   

 

Di dalam konteks peperangan, secara terbuka atau terselindung, kita lebih 

mengetahui peranan tradisional media massa adalah sebagai `alat propaganda’ yang 

bertujuan mengalih pendapat umum ke arah matlamat tertentu.  Bagaimanapun, 

peredaran tamadun dunia masa kini, terutamanya perkembangan teknologi dan 
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pengetahuan manusia telah menyebabkan sesebuah negara sanggup membiayai operasi 

media sehingga mengubah peranan tradisional itu.   

 

Kelebihan-kelebihan yang dimiliki oleh media massa untuk mengakses berbagai 

maklumat di pihak lain telah menyebabkan ia dijadikan alat untuk terlibat di dalam 

proses yang sebenar, bukan lagi sebagai alat yang hanya berperanan memutarbelitkan 

maklumat.  Media massa pada hari ini telah terlibat secara langsung di dalam peperangan 

sebenar, khususnya melalui tiga cara, iaitu dengan menyalurkan maklumat strategik 

ketenteraan, mengeksploitasi golongan yang tiada pilihan, dan melalui liputan-liputan 

langsung yang menggambarkan realiti di medan peperangan. 

 

Media massa kini juga didapati telah melanggar berbagai code of ethics 

kewartawanan semata-mata untuk memelihara kepentingan nasional, terutamanya 

kepentingan politik dan ekonomi sesebuah kuasa yang menaja atau sekurang-kurangnya, 

menaungi institusi media berkenaan.  Ini jelas terbukti dengan pengeksploitasian oleh 

kuasa Barat demi mencapai kepentingan-kepentingan mereka itu. 
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ABSTRAK 

 

Pengajaran Berasaskan Web dibangunkan untuk membantu pengajaran 

guru dalam meningkatkan pemahaman pelajar dalam mata pelajaran ICT 

Literacy. Dengan adanya laman web, para pelajar bukan sahaja boleh 

mendapatkan maklumat yang diperlukan malah ia juga boleh dijadikan 

sebagai bahan rujukan yang fleksibel. Dalam hal ini, Rapid Prototyping 

Model telah digunakan sebagai asas dalam mereka bentuk dan menilai 

laman web. Populasi kajian ini adalah pelajar-pelajar yang mengambil 

mata pelajaran ICT Literacy dan guru-guru yang mengajar mata pelajaran 

ICT Literacy di SMK Seri Mahawangsa. Sampel kajian bagi penilaian satu 

dengan satu ialah tiga orang pelajar Tingkatan 2 dan seorang guru. Data 

dikumpul dengan menggunakan borang soal selidik dan temu bual yang 

dijalankan. Secara keseluruhannya, reka bentuk informasi atau strategi 

pembelajaran yang digunakan di dalam sistem pembelajaran menggunakan 

laman web berjaya membantu para pelajar memperoleh dan 

mengorganisasikan pengetahuan pengguna. Hasil dapatan menunjukkan 

bahawa pelajar memahami isi pelajaran yang ingin disampaikan. Ini 

menjelaskan bahawa sistem pembelajaran menerusi web ini telah berjaya 

dibangunkan dan dinilai menerusi penilaian formatif. Proses mereka bentuk 

mailto:azlinda@uum.edu.my
mailto:surendran@uum.edu.my
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pembangunan laman web ICT Literacy yang berasaskan prinsip-prinsip 

pembelajaran teori konstruktivisme diharap dapat membantu pengguna 

dalam menambah pengetahuan dan membentuk satu proses pembelajaran 

yang bermakna. 

      

    Kata kunci - ICT, Web, Literasi, Prototaip Model, Penilaian 

 

 

1. PENGENALAN 

 

Program ICT Literacy Sekolah Menengah mula dilaksanakan pada Julai 2007 bermula 

dengan Tingkatan 1 dan Tingkatan 2. Objektif  program ini adalah untuk memberi  

pengetahuan dan kemahiran terhadap perkembangan ICT dari sudut Pengaturcaraan, 

Sistem Rangkaian dan Internet. Matlamat kurikulum ICT Literacy adalah untuk 

membentuk pelajar yang berpengetahuan secara menyeluruh tentang ICT, berkemahiran 

menangani maklumat dan menyelesaikan masalah dengan menggunakan teknik dan 

perkakasan ICT (Kementerian Pelajaran Malaysia, 2005). Kandungan pengajarannya 

ialah pengurusan makmal komputer, pengurusan perkakasan komputer, pengurusan 

perisian komputer, sistem rangkaian dan Internet.  

 

 Projek laman web ini difokuskan kepada golongan pelajar khasnya dan golongan 

awam yang berminat untuk mendapatkan pengetahuan lanjut tentang ICT Literacy. Hal 

ini kerana laman web ini memuatkan pelbagai maklumat yang berkaitan dengan ICT 

Literacy dengan lebih terperinci. Elemen-elemen multimedia digunakan dalam 

pembangunan laman web ini supaya memudahkan penyampaian isi pengajaran, kelihatan 

lebih menarik, mesra pengguna serta memudahkan pengguna untuk melayari laman web 

ini. Kajian oleh Anderson dan Joerg (1996) menunjukkan  bahawa laman web berperanan 

sebagai suatu alat yang berkesan dan sesuai bagi pelajar serta pengajar untuk 

meningkatkan pencapaian dan minat dalam pembelajaran. Justeru, Chang (2001) 

mendapati bahawa di samping melahirkan pelajar yang berfikiran kritis dan kreatif, 

laman web juga dapat mempertingkatkan tahap pembelajaran dalam kalangan pelajar.  
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 Oleh yang demikian, projek laman web ini dibangunkan untuk membantu pengajaran 

guru dalam meningkatkan pemahaman pelajar dalam ICT Literacy. Laman web ini amat 

sesuai bagi pelajar Tingkatan 1 dan 2 kerana isi kandungan yang dimuatkan adalah 

menepati sukatan yang dibenarkan. Dengan adanya laman web ini, para pelajar bukan 

sahaja boleh mendapatkan maklumat yang diperlukan malah ia juga boleh dijadikan 

sebagai bahan rujukan yang fleksibel. Khan (1999) menyatakan bahawa  laman web 

mempunyai kebolehan untuk menyediakan persekitaran yang membenarkan pelajar 

berinteraksi dengan guru, pelajar dan juga dengan laman web itu sendiri. 

 

 

1.2 Objektif kajian 

 

1. Mengenal pasti persepsi pelajar terhadap dimensi reka bentuk, dimensi kandungan 

dan dimensi kandungan laman web ICT Literacy. 

2. Mengenal pasti persepsi guru terhadap dimensi reka bentuk, dimensi kandungan 

dan dimensi kandungan laman web ICT Literacy. 

 

 

1.3 Persoalan kajian 

 

2. Apakah persepsi pelajar terhadap dimensi reka bentuk, dimensi kandungan dan 

dimensi kandungan laman web ICT Literacy? 

3. Apakah persepsi guru terhadap dimensi reka bentuk, dimensi kandungan dan 

dimensi kandungan laman web ICT Literacy? 

 

 

1.4 Batasan kajian 

 

Kajian ini dijalankan di SMK Seri Mahawangsa. Seorang guru dan tiga orang pelajar 

yang mengambil ICT Literacy dijadikan responden dalam kajian ini. Selain itu, 
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jumlah responden yang kecil juga merupakan salah satu batasan kajian. Kajian ini 

merupakan kajian kes dan hasil kajian ini tidak boleh dibuat generalisasi terhadap 

semua sekolah yang menawarkan mata pelajaran ICT Literacy. Kajian ini melibatkan 

pengumpulan data dengan menggunakan soal selidik dan temu bual.  

 

 

2. RAPID PROTOTYPING MODEL 

 

Rapid Prototyping Model digunakan untuk membangunkan prototaip laman web bagi 

menjelaskan keperluan pengguna. Model ini merupakan satu pendekatan yang 

berstruktur. Pembangunan sesebuah aplikasi multimedia yang berasaskan model ini 

diperincikan dalam setiap fasanya. Ia menekankan kepada pendekatan perancangan 

sebelum dilaksanakan (Stokes, 2000). Model ini dibahagikan kepada empat fasa yang 

perlu diikuti secara berturutan. 

 

 

2.1 Fasa Analisis Keperluan, Analisis Kandungan dan Objektif 

 

Berdasarkan Rapid Prototyping Model yang dirujuk dalam projek ICT Literacy, 

penyelidik memulakan projek dengan melakukan analisis keperluan untuk mentaksir 

masalah pengajaran seperti apa yang hendak diajar, sasaran pembelajaran dan konteks 

pembelajaran. Pada fasa ini, penyelidik menganalisis pelajar-pelajar Tingkatan 1 dan 2 

yang mengambil mata pelajaran ICT Literacy bagi memastikan keperluan mereka 

menepati tujuan pembangunan laman web ICT Literacy.  

 

Sebagai langkah pertama penyelidik mengenal pasti isi kandungan mata pelajaran 

ICT Literacy. Terdapat empat topik di bawah mata pelajaran ICT Literacy  iaitu 

pengurusan makmal komputer, pengurusan perkakasan komputer, pengurusan perisian 

komputer, sistem rangkaian dan internet. Hasil analisis menunjukkan topik-topik ini agak 

sukar dikuasai oleh pelajar kerana tidak terdapat buku teks dan kekurangan bahan 

rujukan. Oleh itu, penyelidik menetapkan objektif pembelajaran projek ICT Literacy  ini 
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untuk membantu para pelajar memahami tentang peranan dan fungsi Teknologi 

Maklumat dan Komunikasi (ICT) dalam meningkatkan produktiviti, kecekapan dan 

keberkesanan sistem pengurusan.  

 

  Langkah seterusnya, penyelidik memilih teori dan strategi pembelajaran bagi 

memudahkan proses reka bentuk laman web ICT Literacy  dilaksanakan. Pendekatan 

pembelajaran melalui teori konstruktivisme dipilih kerana ia menekankan pembinaan 

pengetahuan berasaskan pengalaman dan kolaborasi. Penyelidik berpendapat bahawa 

teori konstruktivisme berupaya mengubah sikap memindah maklumat secara pasif kepada 

yang lebih aktif dengan menyediakan suasana pengajaran dan pembelajaran yang dapat 

mempertingkatkan kemahiran berfikir pelajar. Melalui laman web yang dihasilkan ini, 

pembelajaran kendiri akan dapat dibentuk di mana pelajar akan belajar dengan sendiri 

dan akan berlaku interaksi antara pelajar dengan komputer. Justeru, penggunaan laman 

web yang mempunyai ciri-ciri hipermedia, hiperteks dan hiperlink amat sesuai dengan 

teori konstruktivisme ini (Sajap, 2006).  

 

Strategi pembelajaran yang digunakan ialah pembelajaran berasaskan web. Ini kerana 

proses Pengajaran Berasaskan Web melibatkan pelajar dengan masalah sebenar yang 

boleh digunakan dalam situasi dunia sebenar dan ianya menyokong pembelajaran aktif. 

Dengan adanya laman web ini, penyelidik berpendapat bahawa para pelajar bukan sahaja 

berupaya mendapatkan maklumat yang diperlukan malah ia juga boleh dijadikan sebagai 

bahan rujukan yang fleksibel. 

 

 Setelah selesai fasa analisis keperluan, analisis kandungan dan penentuan objektif, 

penyelidik menyediakan cadangan proposal laman web ICT Literacy dan 

menyerahkannya kepada stakeholder untuk mendapatkan kelulusan. Stakeholder telah 

meluluskan cadangan proposal tersebut dan membenarkan penyelidik untuk meneruskan 

fasa seterusnya. Maklum balas penilaian formatif juga menunjukkan analisis yang telah 

dilakukan adalah menepati keperluan pelajar dan keperluan pengajaran dan pembelajaran 

(P&P). Oleh itu, penyelidik tidak membuat sebarang perubahan ke atas analisis 

keperluan, analisis kandungan dan penentuan objektif yang dilakukan pada awal projek. 
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2.2 Fasa Reka Bentuk dan Pembangunan 

 

Pelaksanaan fasa kedua dalam Rapid Prototyping Model iaitu reka bentuk dan 

pembangunan membantu penyelidik untuk menentukan bagaimana laman web ICT 

Literacy  akan dibina dan dilaksanakan berdasarkan apa yang diperlukan dalam 

spesifikasi keperluan sistem (Piskurich, 2000). Fasa ini juga membolehkan penyelidik 

untuk merancang dan menyenaraikan apa yang difikirkan untuk membina laman web ICT 

Literacy .  

  

 Berdasarkan pada maklumat yang diperolehi dalam fasa analisis keperluan, 

penyelidik telah melaksanakan fasa mereka bentuk dan pembangunan prototaip bagi 

projek laman web ICT Literacy  berdasarkan perbincangan dan sumbangsaran daripada 

ahli-ahli kumpulan. Hasil daripada perbincangan tersebut, penyelidik menetapkan reka 

bentuk laman web ICT Literacy  meliputi reka bentuk informasi, interaksi dan antara 

muka. Ia dibina supaya dapat memberi peluang kepada pelajar melibatkan diri secara 

aktif dalam P&P. Pelajar boleh mengakses bahan dan nota ringkas berkaitan perkakasan 

komputer serta membenarkan pelajar membuat latihan.  

  

 Laman web ICT Literacy juga telah direka bentuk supaya para pelajar bebas 

menyusuri sistem pembelajaran untuk mencari maklumat melalui pautan-pautan yang 

disediakan dalam laman web. Hal ini selari dengan apa yang dicadangkan oleh teori 

pembelajaran konstruktivisme yang menggalakkan pelajar membina kefahaman sendiri 

menerusi proses pencarian maklumat. 

 

 Bagi reka bentuk antara muka pula, penyelidik telah menggunakan elemen-elemen 

multimedia untuk menarik perhatian pelajar menggunakan bahan pembelajaran ini.  Bagi 

konsep warna pula penyelidik memilih warna dengan tulisan yang terang daripada latar 

belakang untuk memudahkan dan meningkatkan keupayaan pembacaan pelajar. Dari segi 

reka bentuk keseluruhan, penyelidik menggunakan konsep reka bentuk yang 

menitikberatkan grafik dan animasi yang ringkas. Penggunaan teks daripada jenis Arial 
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yang bersaiz font 16 pixels telah digunakan bagi memudahkan penyampaian maklumat. 

Selain itu, hiperteks turut digunakan sebagai pautan ke halaman-halaman lain.  

 

 Pemantauan berterusan dan penilaian formatif membantu penyelidik untuk 

memastikan laman web ICT Literacy direka bentuk berdasarkan keperluan dan 

dilaksanakan seperti yang dikehendaki. Hasil penilaian satu dengan satu menunjukkan 

tidak banyak perubahan yang perlu penyelidik lakukan ke atas reka bentuk laman web 

ICT Literacy. Hal ini kerana guru dan para pelajar yang terlibat dalam penilaian 

menyatakan laman web ICT Literacy  memenuhi keperluan P&P serta mempunyai reka 

bentuk antara muka yang berkesan. Antara pendapat dan komen mereka adalah seperti 

laman web mudah diakses, tidak memerlukan kemahiran teknikal yang tinggi, bahan 

pengajaran berfungsi dengan baik dan penyampaian konsep atau idea adalah jelas. 

 

 Walau bagaimanapun, hasil penilaian satu dengan satu bersama guru mendapati 

terdapat ikon yang tidak berfungsi dengan sempurna dalam laman web ICT Literacy. 

Berdasarkan maklum balas tersebut, penyelidik telah memperbaiki kelemahan ikon yang 

dinyatakan sebelum muat naik ke dalam internet. 

 

 

2.3 Fasa Penilaian dan Penambahbaikan Prototaip 

 

Fasa ini bertujuan untuk membuat penilaian ke atas pencapaian matlamat yang telah 

ditetapkan serta faedah sama ada secara langsung atau tidak langsung kepada kumpulan 

sasaran (Jonassen, 1991). Analisis data dibuat berdasarkan borang soal selidik yang 

diterima daripada responden kajian dan temu bual yang dijalankan. 

 

2.3.1 Persampelan 

 

Populasi kajian ini adalah pelajar-pelajar yang mengambil mata pelajaran ICT Literacy  

dan guru-guru yang mengajar mata pelajaran ICT Literacy di SMK Seri Mahawangsa. 

Sampel kajian bagi penilaian satu dengan satu ialah tiga orang pelajar Tingkatan 2 dan 
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seorang guru. Pemilihan sampel pelajar adalah merujuk kepada kriteria iaitu pelajar-

pelajar yang dipilih mewakili populasi sasaran dan dari pelbagai kumpulan aras 

pencapaian. Pemilihan pelajar dibuat berdasarkan nasihat guru yang mengajar mata 

pelajaran ICT Literacy. 

 

 

2.3.2 Instrumen Kajian 

 

Penilaian Satu dengan Satu 

Dalam penilaian satu dengan satu, penyelidik telah menggunakan dua set soal selidik 

untuk diberikan kepada guru dan pelajar. Kedua-dua set soal selidik tersebut diadaptasi 

daripada Jamalludin, Baharuddin dan Zaidatun (2001) dan ia mengandungi dua bahagian 

iaitu Bahagian A dan Bahagian B. 

 

Bahagian A 

Latar belakang responden.  

 

Bahagian B 

Set soalan yang diberikan kepada guru mengandungi 12 soalan yang berkaitan dengan 

pemahaman isi kandungan oleh pelajar, reka bentuk skrin, latihan dan pemahaman 

mereka secara keseluruhannya. Manakala, set soalan yang diberikan kepada pelajar 

mengandungi 16 soalan yang memerlukan pelajar menilai laman web ICT Literacy  

berdasarkan isi kandungan laman web, reka bentuk laman web dan latihan pengukuhan 

yang disediakan dalam laman web. Soalan-soalan yang diberikan kepada pelajar 

mempunyai pilihan secara ‘Likert’ antara 1 hingga 5. Nilai 1 mewakili “Paling Rendah” 

dan nilai 5 mewakili “Paling Tinggi”. 

 

2.3.3 Kesahan dan Kebolehpercayaan 

Dalam kajian ini, penyelidik tidak membuat ujian kebolehpercayaan soal selidik kerana 

penyelidik menggunakan sumber soal selidik sedia ada tanpa melakukan perubahan 

kepada isi kandungannya. Bagi mengukur kesahan soal selidik, penyelidik memberikan 
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soal selidik kepada guru yang mengajar mata pelajaran ICT Literacy dan seorang 

pensyarah bidang Teknologi Pendidikan untuk menyemak dan mengesahkannya. 

 

 

2.3.4 Analisis Data 

Dalam kajian ini, penyelidik telah memilih pendekatan deskriptif untuk menganalisi data. 

Pendekatan deskriptif yang digunakan terdiri daripada min, peratusan dan frekuensi.  

 

 

 

3. DAPATAN DAN PERBINCANGAN KAJIAN 

 

 

3.1 Penilaian Satu dengan Satu dengan Pelajar 

 

i) Latar Belakang Responden 

 

Dalam penilaian satu dengan satu atau penilaian secara individu, kumpulan penyelidik 

telah memilih pelajar-pelajar Tingkatan 2 untuk menilai laman web ICT Literacy. 

Analisis kajian menunjukkan seorang pelajar lelaki (33.3%) yang berbangsa India dan 

dua orang pelajar perempuan berbangsa Melayu (66.7%) telah menjadi penilai laman web 

ICT Literacy  yang dibangunkan oleh kumpulan penyelidik.  
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ii) Penilaian Satu dengan Satu dengan Pelajar- Dimensi Kandungan 

 

Jadual 1:  

Dimensi Kandungan 

  Min SP 

1. Objektif Pengajaran dan Pembelajaran dinyatakan dengan 

jelas. 
5.00 .000 

2. Isi pengajaran disusun dengan baik. 5.00 .000 

3. Penyampaian isi pelajaran adalah senang diikuti. 5.00 .000 

4. Aktiviti pembelajaran dalam laman web ini menarik minat. 4.33 .577 

5. Akses kepada pelbagai sumber maklumat (link ke laman lain). 4.67 .577 

6. Penggunaan bahan multimedia (teks, grafik, audio, video dan 

animasi) membantu pemahaman. 
5.00 .000 

7. Bahasa yang digunakan adalah jelas dan tidak ada kesalahan 

ejaan, tanda baca dan tatabahasa. 
4.67 .577 

Min  4.81 .165 

 

Dapatan penilaian (Jadual 1) bagi Dimensi Kandungan laman web menunjukkan kesemua 

item dalam dimensi ini mempunyai min yang tinggi. Min keseluruhan 4.81 menjelaskan 

bahawa kandungan pengajaran dalam laman web ini adalah sesuai dengan keperluan 

pelajar serta penyampaian isi pelajaran adalah jelas. Walau bagaimanapun, item aktiviti 

pembelajaran dalam laman web menarik minat perlu diberi perhatian dan dibuat 

penambahbaikan kerana mempunyai min yang rendah berbanding item-item lain iaitu 

Min= 4.33. 
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iii) Penilaian Satu dengan Satu dengan Pelajar- Dimensi Reka Bentuk 

 

Jadual 2:  

Dimensi Reka Bentuk 

 Min SP 

8. Susunatur skrin menarik. 4.67 .577 

9. Warna latar sesuai dan menarik. 4.67 .577 

10. Penggunaan bahan multimedia (grafik, audio, video dan 

animasi) yang bersesuaian. 
5.00 .000 

11. Penggunaan teks yang bersesuaian (saiz, jenis font dan warna). 4.67 .577 

12. Pautan (Link) adalah mudah digunakan. 4.67 .577 

13. Setiap arahan jelas dan boleh diikuti. 5.00 .000 

14. Tiada gangguan teknikal. 5.00 .000 

Min  4.81 .218 

 

Jadual 2 menunjukkan penilaian pelajar bagi Dimensi Reka Bentuk laman web. Penilaian 

ini mendapati item-item dalam dimensi ini mempunyai min yang tinggi. Secara 

keseluruhannya, dapatan penilaian (Min= 4.81) menunjukkan laman web ICT Literacy  

yang dibangunkan mempunyai reka bentuk laman web yang menarik dan mudah 

digunakan. 

  

Namun demikian, terdapat pandangan daripada pelajar yang menyatakan warna 

hitam yang digunakan sebagai warna latar dalam laman web ICT Literacy  adalah kurang 

sesuai. Pelajar tersebut mencadangkan pemilihan warna lain yang lebih sesuai dengan 

konsep laman web untuk pengajaran. 
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iv) Penilaian Satu dengan Satu dengan Pelajar- Dimensi Penilaian 

 

Jadual 3:  

Dimensi Penilaian 

 Min SP 

15. Aspek penilaian dapat mengukur pemahaman. 5.00 .000 

16. Bahan penilaian menggalakkan kemahiran berfikir. 5.00 .000 

Min 5.00 .000 

 

Jadual 3 menunjukkan dapatan aspek penilaian yang disediakan dalam laman web ICT 

Literacy. Dapatan menunjukkan para pelajar sangat setuju dengan penyataan aspek 

penilaian dapat mengukur pemahaman dan bahan penilaian menggalakkan kemahiran 

berfikir kerana masing-masing mempunyai Min= 5.00. Min keseluruhan yang diperolehi 

iaitu 5.00 juga menjelaskan bahawa penilaian yang disediakan dalam laman web ICT 

Literacy  adalah sesuai dan memberi peluang kepada pelajar untuk berfikir. 
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v) Rumusan Penilaian Satu dengan Satu dengan Pelajar 

 

Jadual 4:  

Analisis Diskriptif Dimensi-dimensi Penilaian 

 Min SP 

1. Dimensi Kandungan 4.81 .165 

2. Dimensi Reka Bentuk 4.81 .218 

3. Dimensi Penilaian 5.00 .000 

Min 4.87 .119 

 

Jadual 4 menunjukkan nilai min dan sisihan piawai bagi tiga dimensi yang digunakan 

untuk menilai laman web ICT Literacy. Dalam keputusan yang telah ditunjukkan, 

Dimensi Penilaian telah mencatatkan nilai min yang paling tinggi iaitu 5.00 dan diikuti 

dengan Dimensi Kandungan dan Dimensi Reka Bentuk iaitu masing-masing mempunyai 

min yang sama iaitu 4.81. Min keseluruhan 4.87 menjelaskan bahawa laman web ICT 

Literacy  yang dibina oleh kumpulan penyelidik adalah sesuai untuk digunakan sebagai 

sumber pengajaran. Ia memenuhi keperluan pembelajaran pelajar dan keperluan reka 

bentuk laman web yang baik. 

 

 Secara keseluruhanya, penilaian satu dengan satu telah membantu penyelidik untuk 

mendapatkan pandangan awal secara sepintas lalu mengenai dimensi-dimensi serta 

kaitannya daripada perspektif pelajar. Penyelidik dapat mengenal pasti kesesuaian laman 

web dari aspek isi kandungan, format laman web dan susunatur laman web serta aspek-

aspek yang perlu dibuat penambahbaikan.  
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3.2 Penilaian Satu dengan Satu dengan Guru 

Kaedah semi struktur temubual melalui penilaian satu dengan satu telah dilaksanakan 

untuk mendapat pandangan guru yang mengajar mata pelajaran ICT Literacy  di dalam 

penilaian formatif ini. Soalan-soalan temubual adalah berdasarkan soalan daripada soal 

selidik yang disediakan. Dapatan daripada penilaian ini adalah seperti berikut: 

 

 

i)  Latar belakang guru 

 

Seorang guru Sekolah Menengah Kebangsaan Seri Mahawangsa, Jitra Kedah yang 

mengajar mata pelajaran ICT Literacy telah dipilih untuk melaksanakan penilaian 

formatif terhadap Pengajaran Berasaskan Web ini. Butiran maklumat tentang latar 

belakang guru ini adalah seperti berikut: 

i) Jantina : Lelaki 

ii) Bangsa : Melayu 

iii) Pengalaman mengajar : Lebih dari 10 tahun 

 

 

ii) Dimensi Kandungan 

 

Pandangan yang positif telah diberikan oleh guru berkaitan dengan aspek kandungan 

dalam Pengajaran Berasaskan Web yang dibangunkan. Guru tersebut berpendapat 

Pengajaran Berasaskan Web ini dapat memudahkan pemahaman pelajar, objektif P&P 

dinyatakan dengan jelas serta memenuhi kandungannya dan penyampaian isi pengajaran 

yang disampaikan sesuai dengan tahap pelajar. 

 

 Di samping itu, guru berkenaan juga berpendapat penggunaan elemen-elemen 

multimedia dalam Pengajaran Berasaskan Web dapat memberi gambaran tambahan yang 

lebih jelas bagi membantu penerangan kepada pelajar untuk memahami isi kandungan 

pengajaran. 
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iv) Dimensi Reka Bentuk 

 

Bagi aspek reka bentuk Pengajaran Berasaskan Web yang dibangunkan, guru terbabit 

menyatakan bahawa tiada apa-apa kekangan yang dihadapi semasa menggunakannya, 

susunatur  yang seragam untuk semua halaman yang digunakan dapat membantu pelajar 

menumpukan kepada isi kandungan, penggunaan warna latar dan warna teks serta bahan 

multimedia yang bersesuaian dapat memantapkan pengukuhan kepada penerangan yang 

diberikan selain terdapat satu ikon yang tidak berfungsi dengan sempurna. Guru tersebut 

juga menyatakan bahawa Pengajaran Berasaskan Web ini dapat meningkatkan lagi 

interaksi antara guru dan pelajar. 

 

v) Dimensi Penilaian 

 

Bagi aspek penilaian pengajaran yang terdapat di dalam Pengajaran Berasaskan Web ini, 

guru berkenaan berpendapat penilaian tersebut dapat mengukur pemahaman pelajar serta 

dapat menggalakkan kemahiran berfikir. Soalan-soalan di dalam menu latihan perlu 

ditambah dengan keupayaan untuk menyediakan bank soalan serta rekod pencapaian 

pelajar merupakan cadangan yang diberikan oleh guru. 

 

 

2.4 Fasa Pemasangan dan Penyelenggaraan Pengajaran Berasaskan Web 

 

Dalam fasa ini, proses pemasangan (installation) Pengajaran Berasaskan Web untuk 

disebarkan dilakukan dengan dua cara iaitu dengan menggunakan medium Internet dan 

medium Cakera Padat. Bagi penggunaan medium Internet, kandungan Pengajaran 

Berasaskan Web dimuat naik ke free web hosting iaitu www.freewebsitehosting.com 

yang menyediakan kemudahan untuk muat naik kandungan Pengajaran Berasaskan Web 

secara percuma. Kandungan Pengajaran Berasaskan Web yang telah dimuat naik boleh 

dicapai oleh pengguna yang mempunyai capaian Internet di alamat berikut 
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http://ictliteracy.freewebsitehosting.com atau http://www.ictliteracy. freewebsitehosting. 

com. Dengan menggunakan medium Internet ini, kandungan Pengajaran Berasaskan Web 

boleh dicapai pada bila-bila masa dan di mana jua asalkan mempunyai capaian Internet. 

Penggunaan medium ini juga memberi kemudahan kepada pembangun untuk sentiasa 

mengemaskini kandungan Pengajaran Berasaskan Web untuk kegunaan pelajar. 

Kandungan Pengajaran Berasaskan Web ini akan dikemaskini berdasarkan tempoh masa 

yang ditetapkan iaitu 2 minggu sekali. Walau bagaimanapun,  kelemahan utama medium 

ini adalah disebabkan penggunaan web hosting secara percuma maka banyak pop up 

window akan muncul semasa pengguna mencapai laman web ini. 

 

 Medium kedua yang digunakan untuk penyebaran kandungan Pengajaran Berasaskan 

Web ini ialah Cakera Padat. Penggunaan Cakera Padat untuk penyebaran kandungan 

Pengajaran Berasaskan Web ini adalah bagi memberi kemudahan kepada sekolah atau 

pengguna yang tidak mempunyai capaian Internet (stand alone). Kelemahan penyebaran 

Pengajaran Berasaskan Web menggunakan medium ini ialah kandungannya tidak dapat 

dikemaskini. 

 

3. KESIMPULAN 

 

Secara keseluruhannya, reka bentuk informasi atau strategi pembelajaran yang digunakan 

di dalam sistem pembelajaran ini berjaya membantu pelajar memperolehi dan 

mengorganisasikan pengetahuan pengguna kerana hasil dapatan menunjukkan bahawa 

pelajar memahami isi pelajaran yang ingin disampaikan. Keadaan ini juga menyokong 

pelajar dalam mewujudkan situasi pembelajaran aktif dalam proses P&P. Jonassen (1991) 

menyatakan bahawa masalah yang disediakan oleh guru perlulah sesuatu yang menarik, 

relevan, perlu melibatkan pelajar serta kurang berstruktur. 

 

 Menurut Kementerian Pendidikan Malaysia (1997), salah satu implikasi utama 

pendekatan konstruktivisme yang paling utama ialah P&P adalah berpusatkan pelajar. 

Pelajar sendiri yang akan mencari bahan untuk proses pembelajaran mereka. Keadaan ini 

akan membentuk satu kemahiran generik iaitu kemahiran mengurus, memilih dan 
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menganalisis maklumat yang merangkumi kebolehan untuk mengenal pasti dan memilih 

informasi, menilai informasi, sumber informasi dan cara mendapatkan informasi serta 

menggunakan informasi secara efektif. Keadaan ini menunjukkan bahawa sistem 

pembelajaran menerusi web yang dibangunkan ini tergolong dalam bahan pembelajaran 

yang interaktif. 

 

 Komen responden mengenai reka bentuk sistem pembelajaran dan interaksi yang 

dibangunkan mendapat komen yang positif seperti pengguna menyatakan bahawa sistem 

pembelajaran ini membantu pelajar, sistem pembelajaran web ini juga dikatakan tidak 

“complicated” dan mudah untuk bergerak dari satu “page” ke satu “page” yang lain. 

Pengguna juga berpendapat pembangunan sistem pembelajaran ini merupakan satu usaha 

yang baik dan patut diteruskan. Dapatan kajian Saharani, Norah dan Baharuddin (2010) 

menunjukkan responden cenderung menggunakan konsep pembelajaran yang interaktif. 

Ini menjelaskan sistem pembelajaran yang membenarkan pelajar untuk lebih berinteraksi 

dengan sistem adalah lebih mudah diterima dan dipersetujui oleh pelajar. 

 

 Guru juga berpendapat penggunaan Pengajaran Berasaskan Web ini dapat menarik 

minat pelajar untuk belajar kerana penggunaan elemen-elemen multimedia dan hyperlink 

akan dapat menggalakkan pelajar untuk meneroka ilmu dengan lebih mudah. Masalah 

tentang kawalan terhadap pelajar dalam menggunakan Pengajaran Berasaskan Web ini 

tidak dihadapi oleh guru kerana pembelajaran berpusatkan pelajar diterapkan dalam 

kaedah ini. Guru juga bersetuju untuk mencadangkan penggunaan Pengajaran Berasaskan 

Web ini kepada guru-guru lain yang mengajar mata pelajaran ICT Literacy. Dapatan 

kajian ini adalah selari dengan kajian oleh Norazah dan Ngau (2011) yang juga 

mendapati guru bersetuju bahwa Pengajaran Berasaskan Web membantu mereka dalam 

menguruskan bahan pengajaran serta menggalakkan penglibatan aktif pelajar dalam 

proses pengajaran dan pembelajaran dan adalah sangat sesuai Pengajaran Berasaskan 

Web digunakan sebagai kaedah alternatif dalam pengajaran ICT Literacy di sekolah. 

Penilaian formatif yang dijalankan oleh guru terhadap Pengajaran Berasaskan Web ini 

dapat memberi input yang berguna untuk proses penambahbaikan. Dapatan yang 
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diperolehi ini juga akan digunakan sebagai panduan dalam memastikan objektif 

pembangunan Pengajaran Berasaskan Web bagi ICT Literacy  tercapai. 

 

 Dengan itu, dapat dirumuskan bahawa sistem pembelajaran menerusi Pengajaran 

Berasaskan Web ini telah berjaya dibangunkan dan dinilai menerusi penilaian formatif. 

Pandangan dan komen yang diberikan oleh responden dan pakar telah digunakan untuk 

tujuan penambahbaikan. Proses mereka bentuk pembangunan laman web ICT Literacy 

yang berasaskan prinsip-prinsip pembelajaran teori konstruktivisme diharap dapat 

membantu pengguna di dalam menambah pengetahuan dan membentuk satu proses 

pembelajaran yang bermakna. 
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ABSTRAK  

 

Perkembangan Teknologi Maklumat dan Komunikasi telah membawa 

perubahan dalam pendekatan pengajaran dan pembelajaran di sekolah 

dengan wujudnya pembelajaran secara maya. Pembelajaran secara maya 

dengan menggunakan Web Based Instruction (WBI) dapat membantu 

mewujudkan persekitaran pembelajaran yang interaktif. Pembangunan 

dan penilaian laman web yang berasaskan Rapid Prototyping Model dan 

teori konstruktivisme bertujuan membantu pengajaran guru dan 

meningkatkan pemahaman pelajar dalam mata pelajaran ICT Literacy. 

Populasi kajian ini adalah pelajar-pelajar Tingkatan 2 yang mengambil 

mata pelajaran ICT Literacy di SMK Tanjung pauh. Sampel kajian bagi 

penilaian kumpulan kecil ialah 10 orang pelajar Tingkatan 2. Data 

dikumpul dengan menggunakan ujian pra dan ujian pos untuk mengkaji 

keberkesanan WBI bagi mata pelajaran ICT Literacy. Secara 

keseluruhannya, sistem pembelajaran menerusi WBI ini telah berjaya 

dibangunkan dan dinilai menerusi penilaian formatif. Pandangan dan 

komen yang diberikan oleh responden dan pakar telah digunakan untuk 

tujuan penambahbaikan. Proses mereka bentuk pembangunan WBI ICT 

mailto:surendran@uum.edu.my
mailto:azlinda@uum.edu.my
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Literacy yang berasaskan prinsip-prinsip pembelajaran teori 

konstruktivisme didapati membantu pelajar dalam menambah 

pengetahuan dan membentuk satu proses pembelajaran yang berkesan. 

  

     Kata kunci: WBI, ICT Literacy, Prototaip, Penilaian Produk  

 

 

PENGENALAN 

 

Sejak kebelakangan ini, kerajaan  telah  berusaha  menerapkan  teknologi  maklumat  dan  

komunikasi  (ICT)  dalam  pelbagai bidang seperti perniagaan,  industri, pendidikan  dan  

sebagainya  untuk  mengembang  dan  mengekalkan    kemajuan  negara  ke arah  sains   

dan  teknologi  berlandaskan  Wawasan  2020. Selaras dengan keperluan tersebut, wujud  

reformasi dalam sistem  pendidikan Malaysia  dan  lahirnya  pelbagai  usaha  untuk 

meningkatkan penggunan ICT untuk menggantikan  media  pengajaran yang  

konvensional (Chan, 2002).   

 

  Web Based Instruction (WBI) merupakan pendekatan pengajaran yang sangat 

sesuai dan dapat memenuhi keperluan ini. WBI memberi pengalaman kepada pengguna 

supaya turut serta dalam  pembelajaran secara terus dan pantas dengan dunia luar serta 

mewujudkan persekitaran pembelajaran yang lebih bermakna. Anderson dan Joerg (1996) 

menyatakan  bahawa WBI berperanan sebagai suatu alat yang berkesan dan sesuai bagi 

pelajar serta pengajar untuk meningkatkan pencapaian dan minat dalam pembelajaran. 

Pendapat ini disokong oleh Khan (1999) yang juga menegaskan  bahawa  WBI 

mempunyai kebolehan untuk menyediakan persekitaran yang membenarkan pelajar 

berinteraksi dengan guru, pelajar dan juga dengan laman web itu sendiri. Di sekolah 

menengah, program ICT Literacy mula dilaksanakan pada tahun 2007. Objektif  program 

ICT Literacy adalah untuk memberi  pengetahuan dan kemahiran terhadap perkembangan 

ICT dari sudut Pengaturcaraan, Sistem Rangkaian dan Internet. Matlamat kurikulum ICT 

Literacy adalah untuk membentuk pelajar yang berpengetahuan secara menyeluruh 
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tentang ICT, berkemahiran menangani maklumat dan menyelesaikan masalah dengan 

menggunakan teknik dan perkakasan ICT (Kementerian Pelajaran Malaysia, 2005).  

   

Projek laman web ini dibangunkan dengan tujuan untuk membantu pengajaran 

guru dalam meningkatkan pemahaman pelajar dalam mata pelajaran ICT Literacy. Laman 

web ini amat sesuai bagi pelajar-pelajar Tingkatan 2 kerana isi kandungan yang 

dimuatkan adalah menepati sukatan pelajaran yang telah ditetapkan. Dengan adanya 

laman web ini para pelajar bukan sahaja boleh mendapatkan maklumat yang diperlukan 

malah ia juga boleh dijadikan sebagai bahan rujukan yang fleksibel.  

 

 

Objektif kajian 

 

1. Mengenal pasti prestasi pelajar ICT Literacy dalam ujian pra dan ujian pos. 

2. Mengenal pasti prestasi pelajar ICT Literacy dalam ujian pra dan ujian pos mengikut 

soalan. 

3. Mengkaji perbezaan pencapaian pelajar ICT Literacy dalam ujian pra dan ujian pos. 

 

Persoalan kajian 

 

1. Apakah prestasi pelajar ICT Literacy dalam ujian pra dan ujian pos? 

2. Apakah prestasi pelajar ICT Literacy dalam ujian pra dan ujian pos mengikut soalan? 

3. Adakah terdapat perbezaan yang signifikan pencapaian pelajar ICT Literacy dalam 

ujian pra dan ujian pos? 

 

Batasan kajian 

 

Seramai 10 orang pelajar yang mengambil ICT Literacy dijadikan responden dalam 

kajian ini. Oleh itu, jumlah responden yang kecil juga merupakan salah satu batasan 

kajian. Kajian ini merupakan kajian kes dan hasil kajian ini hanya boleh 
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digeneralisasikan terhadap pelajar-pelajar ICT Literacy di SMK Tanjung Pauh sahaja. 

Kajian ini melibatkan pengumpulan data dengan menggunakan ujian pra dan pos sahaja.  

 

 

PEMBANGUNAN DAN PENILAIAN WEB BASED INSTRUCTION 

 

Laman web untuk mata pelajaran ICT Literacy dibangun dan dinilai dengan 

menggunakan Rapid Prototyping Model. Model ini telah membantu untuk 

membangunkan prototaip laman web yang dapat menjelaskan keperluan pengguna 

(Stokes, 2000). Pembangunan  aplikasi multimedia yang berasaskan model ini  

diperincikan dalam empat fasa utama. Fasa-fasa ini menekankan kepada pendekatan 

perancangan sebelum dilaksanakan.  

 

 

Fasa 1: Analisis Keperluan, Analisis Kandungan dan Objektif 

 

Pada fasa ini, penyelidik memulakan projek dengan melakukan analisis keperluan untuk 

mentaksir masalah pengajaran seperti apa yang hendak diajar, sasaran pembelajaran dan 

konteks pembelajaran. Pada fasa ini, penyelidik menganalisis pelajar-pelajar Tingkatan 1 

dan 2 yang mengambil mata pelajaran ICT Literacy bagi memastikan keperluan mereka 

menepati tujuan pembangunan laman web ICT Literacy.  

 

Analsis isi kandungan mata pelajaran ICT Literacy menunjukkan terdapat empat 

topik iaitu pengurusan makmal komputer, pengurusan perkakasan komputer, pengurusan 

perisian komputer, sistem rangkaian dan internet. Hasil analisis juga menunjukkan topik-

topik ini agak sukar dikuasai oleh pelajar kerana tidak terdapat buku teks dan kekurangan 

bahan rujukan. Objektif utama projek laman web ini adalah untuk membantu para pelajar 

memahami tentang peranan dan fungsi Teknologi Maklumat dan Komunikasi (ICT) 

dalam meningkatkan produktiviti, kecekapan dan keberkesanan sistem pengurusan.   
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Setelah selesai analisis kandungan dan penetapan objektif projek, penyelidik memilih 

teori dan strategi pembelajaran bagi memudahkan proses reka bentuk laman web ICT 

Literacy  dilaksanakan. Pendekatan pembelajaran melalui teori konstruktivisme dipilih 

kerana ia menekankan pembinaan pengetahuan berasaskan pengalaman dan kolaborasi. 

Pendekatan pembelajaran melalui teori konstruktivisme dipilih kerana ia menekankan 

pembinaan pengetahuan berasaskan pengalaman dan kolaboras serta menggalakkan 

pembelajaran aktif dalam kalangan pelajar. Melalui laman web yang dihasilkan ini, 

pembelajaran kendiri akan dapat dibentuk dan akan berlaku interaksi antara pelajar 

dengan komputer. Di samping itu, penggunaan laman web yang mempunyai ciri-ciri 

hipermedia, hiperteks dan hiperlink amat sesuai dengan teori konstruktivisme ini (Sajap, 

2006). Manakala pemilihan strategi pembelajaran yang digunakan ialah pembelajaran 

berasaskan web. Ini kerana proses WBI melibatkan pelajar dengan masalah sebenar yang 

boleh digunakan dalam situasi dunia sebenar dan ianya menyokong pembelajaran aktif 

dalam bilik darjah.  

   

 

Fasa 2: Reka Bentuk dan Pembangunan 

 

Fasa kedua telah membantu penyelidik untuk menentukan bagaimana laman web ICT 

Literacy telah dibina dan dilaksanakan berdasarkan apa yang diperlukan dalam 

spesifikasi keperluan sistem (Piskurich, 2000). Fasa ini juga membolehkan penyelidik 

untuk merancang dan menyenaraikan apa yang difikirkan untuk membina laman web ICT 

Literacy .  

  

 Berdasarkan pada maklumat yang diperolehi dalam fasa analisis keperluan, 

penyelidik telah melaksanakan fasa mereka bentuk dan pembangunan prototaip bagi 

projek laman web ICT Literacy. Penyelidik menetapkan reka bentuk laman web ICT 

Literacy  meliputi reka bentuk informasi, interaksi dan antara muka. Ia dibina supaya 

dapat memberi peluang kepada pelajar melibatkan diri secara aktif dalam P&P. Di 

samping pelajar juga boleh mengakses bahan dan nota ringkas berkaitan perkakasan 

komputer serta membenarkan pelajar membuat latihan. Laman web ICT Literacy juga 
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telah direka bentuk supaya para pelajar bebas menyusuri sistem pembelajaran untuk 

mencari maklumat melalui pautan-pautan yang disediakan dalam laman web. Ini selari 

dengan apa yang dicadangkan oleh teori pembelajaran konstruktivisme yang 

menggalakkan pelajar membina kefahaman sendiri menerusi proses pencarian maklumat. 

 

 Bagi reka bentuk antara muka, penyelidik telah menggunakan elemen-elemen 

multimedia untuk menarik perhatian pelajar menggunakan bahan pembelajaran ini.  Bagi 

konsep warna pula penyelidik memilih warna dengan tulisan yang terang daripada latar 

belakang untuk memudahkan dan meningkatkan keupayaan pembacaan pelajar. Dari segi 

reka bentuk keseluruhan, penyelidik menggunakan konsep reka bentuk yang 

menitikberatkan grafik dan animasi yang ringkas. Penggunaan teks daripada jenis Arial 

yang bersaiz font 16 pixels telah digunakan bagi memudahkan penyampaian maklumat. 

Selain itu, hiperteks turut digunakan sebagai pautan ke halaman-halaman lain.  

 

 

Fasa 3: Penilaian dan Penambahbaikan Prototaip 

 

Fasa ini bertujuan untuk membuat penilaian ke atas pencapaian matlamat yang telah 

ditetapkan serta faedah sama ada secara langsung atau tidak langsung kepada kumpulan 

sasaran (Jonassen, 2001). Analisis data dibuat berdasarkan ujian pra dan pos yang 

diterima daripada responden kajian yang dijalankan. 

 

 

i) Populasi dan Sampel Kajian 

 

Populasi kajian ini adalah pelajar-pelajar yang mengambil mata pelajaran ICT Literacy di 

SMK Tanjung Pauh. Sampel kajian bagi penilaian kumpulan kecil melibatkan 10 orang 

pelajar Tingkatan 2. Pemilihan sampel pelajar adalah merujuk kepada kriteria iaitu 

pelajar-pelajar yang dipilih mewakili populasi sasaran dan daripada pelbagai kumpulan 

aras pencapaian. Pemilihan pelajar dibuat berdasarkan nasihat guru yang mengajar mata 

pelajaran ICT Literacy. 
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ii) Instrumen Kajian 

 

Dalam penilaian kumpulan kecil, penyelidik menggunakan ujian yang mengandungi 10 

soalan sebagai instrumen untuk menguji keberkesanan laman web ICT Literacy melalui 

ujian pra dan ujian pos. Soalan-soalan dibina berdasarkan Modul ICT Literacy yang 

disediakan oleh Kementerian Pelajaran Malaysia.  

 

iii) Kebolehpercayaan dan Kesahan Instrumen kajian 

 

Dalam kajian ini, penyelidik tidak membuat ujian kebolehpercayaan item ujian kerana 

penyelidik menggunakan sumber item dari Modul ICT Literacy yang disediakan oleh 

Kementerian Pelajaran Malaysia tanpa melakukan perubahan kepada isi kandungannya. 

Bagi mengukur kesahan item ujian, penyelidik memberikan item ujian kepada guru yang 

mengajar mata pelajaran ICT Literacy dan seorang pensyarah bidang Teknologi 

Pendidikan untuk menyemak dan mengesahkannya. 

 

 

iv) Analisis Data 

 

Dalam kajian ini, penyelidik telah memilih pendekatan deskriptif dan inferensi untuk 

menganalisis data. Pendekatan deskriptif yang digunakan terdiri daripada min, peratusan 

dan frekuensi. Sementara bagi pendekatan inferensi, ujian-t digunakan untuk melihat 

pencapaian pelajar dalam ujian pra dan pos. 

 

 

v) Proses Penilaian Kumpulan Kecil 

 

Seramai 10 orang pelajar Tingkatan 2 terlibat dalam ujian pra dan ujian pos untuk 

mengkaji keberkesanan WBI bagi mata pelajaran ICT Literacy. Pelajar diberi tempoh 

masa selama 15 minit untuk menjawab soalan bagi sesi ujian pra sebelum berpeluang 

menggunakan laman web ICT Literacy yang dibangunkan selama 45 minit. Selepas tamat 
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menggunakan laman web ICT Literacy, pelajar telah menjawab soalan ujian pos selama 

15 minit. 

 

DAPATAN & PERBINCANGAN KAJIAN 

 

Prestasi Pelajar dalam Ujian Pra  

 

Jadual 1:  

Prestasi Pelajar dalam Ujian Pra  

Soalan 1 2 3 4 5 6 7 8 9 10 Jumlah 

Pelajar 1 - -  -       7 

Pelajar 2  -  -  -  -   6 

Pelajar 3 - - - - - - - -   2 

Pelajar 4 - -   -  - - -  4 

Pelajar 5 - -  - - -     5 

Pelajar 6    - -    -  7 

Pelajar 7   - - - -   -  5 

Pelajar 8 - -  - - -  - -  3 

Pelajar 9 - -  - -      6 

Pelajar 10 -   - -      7 

Purata 30 30 80 10 20 50 80 60 60 100 52 

 

Jadual 1 menunjukkan analisis prestasi pelajar dalam ujian pra. Penilaian kumpulan kecil 

ini melibatkan 10 orang pelajar dari kumpulan yang dipilih secara rawak. Pelajar-pelajar 

dikehendaki menjawab 10 soalan yang diberikan kepada mereka sebelum melayari laman 

Web ICT Literacy. Tujuannya adalah untuk mendapatkan maklumat dan gambaran 

pencapaian pelajar dalam aspek ICT Literacy.  

 

 Dalam ujian ini, keputusan menunjukkan tidak ada seorang pelajar pun yang dapat 

menjawab kesemua 10 soalan yang diberikan. Seramai tiga orang pelajar telah berjaya 

menjawab tujuh daripada sepuluh soalan yang diberikan. Namun terdapat juga pelajar-

pelajar yang hanya dapat menjawab 2 hingga 3 soalan dengan betul. Ini mungkin 

disebabkan oleh pelajar-pelajar tersebut tidak mempunyai pengetahuan sedia ada tentang 

tajuk yang diuji iaitu Perkakasan Komputer. 
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 Ujian pra juga menunjukkan kesemua pelajar berjaya menjawab soalan 10 dengan 

betul. Kemungkinan soalan 10 merupakan soalan yang mudah untuk dijawab oleh pelajar 

dengan menggunakan pengetahuan am. Dalam keadaan ini, penyelidik sepatutnya 

mengkaji semula kesesuaian soalan 10 dalam ujian pra dan ujian pos supaya ia dapat 

membantu dalam menilai keberkesanan laman web ICT Literacy. 

 

 Selain itu, analisis ujian pra juga menunjukkan terdapat empat soalan yang 

kebanyakan pelajar tidak dapat menjawab dengan betul. Antaranya soalan 1, soalan 2, 

soalan 4 dan soalan 5. Ini kerana hanya terdapat 1 hingga 3 orang pelajar yang dapat 

menjawab soalan-soalan tersebut dengan betul. Ini mungkin disebabkan oleh soalan-

soalan tersebut mempunyai aras kesukaran yang tinggi dan pelajar memerlukan 

pengetahuan tentang perkakasan komputer untuk menjawab soalan-soalan tersebut. 

 

 

Prestasi Pelajar dalam Ujian Pos 

 

Jadual 2:  

Prestasi Pelajar dalam Ujian Pos 

Soalan 1 2 3 4 5 6 7 8 9 10 Jumlah 

Pelajar 1    -       9 

Pelajar 2 -    -   -   7 

Pelajar 3     -   -   8 

Pelajar 4  - -  -  - -  - 4 

Pelajar 5  -  -       8 

Pelajar 6  - - - -    -  5 

Pelajar 7  -  - -    -  6 

Pelajar 8     - -  -   7 

Pelajar 9           10 

Pelajar 10     -      9 

Purata 90 60 80 60 30 90 90 60 80 90 73 
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Jadual 2 menunjukkan prestasi pelajar dalam ujian pos yang dijalankan. Berbanding 

dengan ujian pra, keputusan yang diperolehi dalam ujian pos adalah jauh lebih baik. 

Kebanyakan pelajar dapat menjawab hampir kesemua soalan, yang mana ada seorang 

pelajar telah berjaya menjawab semua soalan dengan betul. Walau bagaimanapun, bagi 

soalan sepuluh, peratusan markah yang diperolehi dalam ujian pos adalah lebih rendah 

berbanding ujian pra. Ini kerana bagi ujian pos, seorang pelajar telah gagal menjawab 

soalan ini dengan tepat.  

 

 Hasil ujian pos menunjukkan hanya tiga orang pelajar yang menjawab soalan 5 

dengan betul. Memandangkan analisis ujian pra juga menunjukkan bilangan pelajar yang 

menjawab soalan 5 dengan betul adalah rendah, pengkaji seharusnya meneliti semula 

soalan tersebut untuk mengenal pasti kesukaran yang dihadapi oleh pelajar-pelajar untuk 

menjawab soalan tersebut. Dari aspek pelajar pula didapati pelajar 4 mempunyai 

pencapaian yang paling rendah berbanding pelajar-pelajar lain. Dalam hal ini, penyelidik 

boleh menemubual pelajar tersebut untuk mengetahui sebabnya. 

  

Secara keseluruhannya, hasil ujian pos menunjukkan bahawa penggunaan laman web 

ICT Literacy telah membantu pelajar-pelajar untuk memahami tentang Perkakasan 

Komputer. Peratusan soalan-soalan yang dijawab dengan betul menunjukkan peningkatan 

dan bilangan soalan yang dijawab betul oleh pelajar-pelajar juga telah meningkat.  
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Prestasi Pelajar dalam Ujian Pra dan Pos Mengikut Soalan 

 

Jadual 3:  

Prestasi Pelajar dalam Ujian Pra dan Pos 

Soalan 1 2 3 4 5 6 7 8 9 10 

Ujian A B A B A B A B A B A B A B A B A B A B 

Pelajar 1  x  x x x   x x x x x x x x x x x x 

Pelajar 2 x   x x x  x x   x x x   x x x x 

Pelajar 3  x  x  x  x    x  x   x x x x 

Pelajar 4  x   x  x x   x x      x x  

Pelajar 5  x   x x    x  x x x x x x x x x 

Pelajar 6 x x x  x      x x x x x x   x x 

Pelajar 7 x x x   x      x x x x x   x x 

Pelajar 8  x  x x x  x     x x    x x x 

Pelajar 9  x  x x x  x  x x x x x x x x x x x 

Pelajar 10  x x x x x  x   x x x x x x x x x x 

Pencapaian 

(%) 
30 90 30 60 80 80 10 60 20 30 50 90 80 90 60 60 60 80 100 90 

Perbezaan 60 30 0 50 10 40 10 30 20 -10 

 

Ujian A - Ujian Pra 

Ujian B - Ujian Pos 

 

Jadual 3 menunjukkan prestasi pelajar dalam ujian pra dan pos mengikut soalan. Secara 

keseluruhan, dapat disimpulkan bahawa prestasi pencapaian pelajar meningkat antara 10 

hingga 60%. Walau bagaimanapun, dapatan menunjukkan terdapat sedikit kelainan bagi 

soalan 3 dan soalan 10. Bagi soalan 3, tiada sebarang perbezaan markah yang wujud 

antara ujian pra dan ujian pos. Bagi soalan 10 pula, jadual menunjukkan keputusan 

perbezaan markah yang negatif. Ini kerana semua pelajar telah berjaya menjawab soalan 

ini dengan betul dalam ujian pra tetapi senario ini tidak berulang dalam ujian pos. 

Dapatan dari skor ujian pra dan pos menunjukkan wujud peningkatan positif hasil kaedah 

pengajaran WBI dalam mata pelajaran ICT Literacy. 
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Perbandingan Prestasi Pelajar dalam Ujian Pra dan Pos 

 

Jadual 4:  

Data Ujian Pra dan Pos 

Ujian Ujian Pra Ujian Pos 

Soalan Betul 

(%) 

Salah 

(%) 

Betul 

(%) 

Salah 

(%) 

Soalan 1 30 70 90 10 

Soalan 2 30 70 60 40 

Soalan 3 80 20 80 20 

Soalan 4 10 90 60 40 

Soalan 5 20 80 30 70 

Soalan 6 50 50 90 10 

Soalan 7 80 20 90 10 

Soalan 8 60 40 60 40 

Soalan 9 60 40 80 20 

Soalan 10 100 0 90 10 

 

Jadual 4 menunjukkan data bagi ujian pra dan ujian pos. Untuk ujian pra, sebanyak lima 

orang pelajar yang memperolehi markah lebih dari 50% manakala empat orang mendapat 

keputusan 50% dan ke bawah. Bagi ujian pos pula, keputusan menunjukkan sembilan 

orang pelajar telah mendapat markah 60% dan ke atas. Hanya seorang pelajar mendapat 

markah yang agak rendah, iaitu sebanyak 30%. 
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Pencapaian Pelajar dalam Ujian Pra dan Ujian Pos 

 

 

 

 

 

 

 

 

 

 

 

Rajah 1 menunjukkan pencapaian pelajar dalam ujian pra dan ujian pos. Daripada rajah 

ini, dapat dilihat bahawa prestasi pelajar meningkat, yang mana mereka menunjukkan 

kemajuan dalam ujian pos selepas melayari laman web ICT Literacy.  

 

 Namun begitu, terdapat perbezaan bagi pelajar 4 dan 6 dengan pelajar-pelajar lain 

dari segi skor markah mereka. Pelajar 4 tidak mencatatkan sebarang perubahan markah 

sebelum dan selepas melayari laman web ICT Literacy. Manakala pelajar 6 pula 

menunjukkan perubahan markah yang negatif. Keputusan ujian pelajar 6 sebelum 

melayari laman web ICT Literacy adalah lebih tinggi berbanding dengan keputusan ujian 

selepas melayari laman web tersebut.  

 

 Keadaan ini mungkin disebabkan oleh pelajar 4 dan pelajar 6 tersebut merupakan 

pelajar-pelajar yang lemah atau disebabkan oleh kecuaian mereka semasa menjawab 

soalan yang sama dalam ujian pra dan ujian pos. Ini kerana terdapat soalan-soalan yang 

dijawab dengan betul dalam ujian pra tetapi pelajar memberi jawapan yang salah dalam 

ujian pos. 
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Analisis Data Pencapaian Pelajar menggunakan Paired Samples t-test 

 

Jadual 5: 

Analisis Deskriptif Ujian Pra dan Ujian Pos 

Ujian Min SP. 

Pair 1 Pra 52.00 17.51 

  Pos 73.00 18.89 

 

Jadual 5 menunjukkan min markah yang diperolehi oleh pelajar-pelajar yang terlibat 

dalam kajian ini. Dapatan menunjukkan bahawa markah pelajar dalam ujian pos adalah 

lebih tinggi (Min=73) berbanding markah pelajar dalam ujian pra.  

 

Jadual 6:  

Analisis Paired Samples t-test 

*N=10 orang 

 

Analisis Paired Samples t-test (Jadual 6) menunjukkan wujud perbezaan signifikan dalam 

pencapaian pelajar selepas mengikuti WBI bagi mata pelajaran ICT Literacy, t (9) = -

2.91, p < .02. Di mana nilai min telah bertambah dari 52 dalam ujian pra ke 73 dalam 

ujian pos. Ini menjelaskan bahawa penggunaan WBI bagi mata pelajaran ICT Literacy ini 

telah membantu dalam meningkatkan pemahaman pelajar.  

 

 

 

 

 

 

 

 

 

Min 

 

SP t df p 

Pair 1 Pra - Pos -21.00 22.83 -2.91 9 .02 
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Fasa 4: Pemasangan dan Penyelenggaraan WBI 

 

Proses pemasangan WBI untuk mata pelajaran ICT Literacy dilakukan dengan dua cara 

iaitu dengan menggunakan medium Internet dan medium Cakera Padat. Bagi penggunaan 

medium Internet, kandungan WBI dimuat naik ke free web hosting. Dengan 

menggunakan medium Internet ini, kandungan WBI boleh dicapai pada bila-bila masa 

dan di mana jua asalkan mempunyai capaian Internet. Penggunaan medium ini juga 

memberi kemudahan kepada pembangun untuk sentiasa mengemaskini kandungan WBI 

untuk kegunaan pelajar. Medium kedua yang digunakan untuk penyebaran kandungan 

WBI ini ialah Cakera Padat. Penggunaan Cakera Padat untuk penyebaran laman web ICT 

Literacy adalah bagi memberi kemudahan kepada sekolah atau pengguna yang tidak 

mempunyai kemudahan akses kepada Internet. 

 

 

KESIMPULAN  

 

Secara keseluruhannya, sistem pembelajaran menerusi WBI ini telah berjaya 

dibangunkan dan dinilai menerusi penilaian formatif. Pandangan dan komen yang 

diberikan oleh responden dan pakar telah digunakan untuk tujuan penambahbaikan. 

Proses mereka bentuk pembangunan laman web ICT Literacy yang berasaskan prinsip-

prinsip pembelajaran teori konstruktivisme didapati membantu pelajar dalam menambah 

pengetahuan dan membentuk satu proses pembelajaran yang bermakna. Law et al. (2002) 

dalam kajian mereka mendapati pelajar bersikap lebih positif dan berupaya mempelajari 

kemahiran literasi maklumat dengan lebih mudah melalui penggunaan WBI dalam 

pengajaran. Di samping itu, mereka juga mendapati bahawa penggunaan WBI 

membolehkan pelajar berfikir secara kritis, belajar dari pelbagai sumber dan 

menggalakkan pembelajaran kendiri 

 

  Dapatan kajian menjelaskan bahawa reka bentuk informasi atau strategi 

pembelajaran yang digunakan di dalam sistem pembelajaran ini berjaya membantu 

pelajar memperolehi dan mengorganisasikan pengetahuan kerana dapatan kajian 
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menunjukkan bahawa pelajar memahami isi pelajaran yang ingin disampaikan. Keadaan 

ini juga menyokong pelajar dalam mewujudkan situasi pembelajaran aktif dalam proses 

P&P. Dapatan kajian ini adalah selaras dengan kajian oleh Saunders (2003). Saunders 

dalam kajiannya mendapati pendekatan pengajaran dan pembelajaran yang berbantukan 

WBI mesra pengguna dan mampu menarik minat pelajar kerana WBI memenuhi 

keperluan sumber pembelajaran pelajar di sekolah. 

 

Di samping itu, penggunaan pendekatan konstruktivisme telah membantu ke arah 

proses P&P yang berpusatkan pelajar. Keadaan ini akan membentuk satu kemahiran 

generik dalam kalangan pelajar. Di mana, pelajar dapat menguasai kemahiran mengurus, 

memilih dan menganalisis maklumat yang merangkumi kebolehan untuk mengenal pasti 

dan memilih informasi, menilai informasi, sumber informasi dan cara mendapatkan 

informasi serta menggunakan informasi secara efektif.  
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Abstract 

 

One of the most significant current debates regarding not-for-profit organisations in accounting 

surrounds the area of Non-Governmental Organisation (henceforth, NGO) accountability. With 

this in mind, the paper examines the role of social disclosures in articulating NGO accountability 

relations in ABIM.  The social accountability framework is motivated by Munro (1996), who 

reminds us that accountability can be extended beyond traditional reporting into other actions, 

including conversation, behavioural explanations and reasonable conduct when answering social 

disclosure framework in discharging NGO accountability. 

 

Rawls (1971) concept of “closeness” delineates the condition, which brings individuals 

together and leads to mutual commitments through shared moral values. Within this angle, it is 

argued that the moral positioning of “self”, can be translated through language and articulation 

that has the capacity to formulate a cooperative community (Taylor, 1989) through the collective 

action of individuals acting together within the “communitarian” position (Lehman, 1999). In 

aligning with this argument, the theoretical framework of the paper is developed from an initial 

exploration framing moral positioning within NGO accountability relations through a social 

context in accounting. The empirical contribution achieved is based on a case study of the ABIM 

employing interpretive methodology, through a series of in-depth interviews, documentary 

review and observations. 

 

mailto:azita@uum.edu.my
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Together, the theoretical and empirical contributions of the paper provide an understanding of 

representation ‘closeness’ of accountability relations which fall outside of the traditional 

corporate social disclosure framework.  Within the ABIM, the articulation of social reporting is 

recognised as a mechanism for establishing new boundaries for the community within which the 

NGO operates.  For the ABIM, this involves using accounting mechanisms to highlight the 

values of a well-defined Islamic community in any public policy debate.  For this case, NGO’s 

actions include accounting disclosures which highlight the moral foundation underpinning plural 

rationalities for humanitarian assistance and social movements provided by the ABIM.  

 

 

1.0 Introduction  

 

As the number and role of NGOs expands globally, NGO accountability is increasingly 

becoming an area of multi-disciplinary debate.  Arguably, the specific contribution of accounting 

research within this broader debate has been to examine conceptual and empirical evidence 

relating to the (dis)association between the discharge of social accountability and accounting 

‘disclosure’. For example, it has been argued that the functional role of accounting in discharging 

financial accountability also has a role to play in social responsibility disclosure, thus providing a 

mechanism, which can contribute towards the discharge of social accountability (Lehman, 1999; 

O'Dwyer & Unerman, 2008; Unerman & O'Dwyer, 2006). Interestingly, Parker (2011) suggests 

that the social, environmental and accountability research should reveal the issues relating to a 

wider range of stakeholders and focus on policy and practice. This will open a discussion on 

defining the community boundaries within a ‘new accounting’ arena including NGOs and trade 

unions.  

 

Taking this suggestion on board pertaining to social reporting research, the paper 

introduces Rawls position on ‘closeness’ of the community to objectify the accountability 

boundaries within the mutual commitment through shared moral imperatives. The aim of this 

paper is to question the appropriateness of adopting social disclosures and its mechanisms in 

discharging social accountability of NGOs, with no profit motive. Examining the relationship 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 

 

695 
 

between functional and social accountability provides a platform for this paper to scrutinise the 

concept of ‘accountability’ related to ‘social’ life, and the boundaries of ‘accounting’.  The 

empirical work of the paper focuses on a single case study research, which questioning 

accountability relations in the ABIM, an NGO providing social movement, advocacy and 

humanitarian assistance.  

 

In general term, accountability is associated with the process of being called ‘to account’ 

by some authority for one’s actions (Roberts, 1991). According to Buhr (2001), the concept of an 

account-giver relates to those whose tasks are represented by means of their actions and being 

called to give an account of these; and where it is the recipient who determines ‘what actions are 

to be accounted for’.  In this accountability relationship the recipient has the right to receive 

information, and the account-giver has the responsibility to provide the details. The importance 

of power and control is recognised by Sinclair (1995) who defines accountability as being when 

‘people are required to explain and take responsibility for their actions’ through ‘the giving and 

demanding of reasons for conduct’ (Roberts & Scapens, 1985). Furthermore, accountability can 

be seen as “a vital mechanism of control” (Mulgan, 2000) by providing stakeholders, potentially 

affected by an individual’s or organisation’s actions, with information needed to challenge and 

react to advocacy actions. In a similar vein, Williams (1987) describes accountability as “an 

obligation relationship created via a transaction in which one party is expected to give an account 

of its actions to other parties” (p. 170). 

 

Questions about NGO accountability naturally involve the nature of the social context 

which visibly exists within the ‘closeness’ community. Munro (1996c) reminds us that this 

accountability can be extended outside the traditional form of reporting, to include the 

conventional separation of thoughts and actions. He expands the accountability approach of 

account-giving by including conversation, behavioural explanations and reasons for conduct, 

which can be translated into one’s actions.  Thus, applying Munro’s theoretical position, an 

NGO, accountable to its ‘stakeholders’ (mainly their beneficiaries and donors), discharges it’s 

accountability through its actions and accounts.  Munro’s (1996) recognition of the range of 

‘accounts’ reflected by all forms of actions, and their socially symbolic association with 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah 20-22 June 2013    

 

 

696 
 

accountability, provides us with a challenge to be more careful when defining the role of 

‘disclosure’, as distinct from other actions embedding accountability.  Consequently, this paper 

is motivated by the work done Abdul Rahman and Goddard (1998), which accountability arises 

from shared moral imperatives in the religious, not for profit, organisation. With this in mind, the 

paper considers the aspects of accountability to be a symbolic action when interpreting the 

‘giving-for-accounts’ of a close community (Fry, 1995; Munro, 1996a, 1996b; Willmott, 1996).   

As a starting point, the paper begins with an explanation about constructing accountability 

relations in NGOs, in particular within the ABIM.  The next section outlines findings from the 

case study that questions whether a corporate social accountability framework is appropriate 

within NGO’s. The paper then proceeds to the case study of the ABIM, highlighting the research 

methodology and methods, and analysis. The final section of the paper summarises the findings 

and offers some brief discussion and conclusions.  
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2.0 Background of the ABIM 

 

In recent years, several types of civil organisations have actively involved within the community 

engagement in Malaysia. With mixed-races and multi-cultural society, the contemporary 

Malaysian NGOs have their roots in a range of organisations, including Chinese secret societies, 

Indian nationalist associations and Malay-Muslim progress organisations (Meredith, 2003, pp., 

p.265). In Malaysia, there are very few studies on NGO accountability, which focuses on social 

engagement and disclosure, despite the burgeoning interest in these topics in the developing and 

non-developing countries (Meredith, 2003). The paper reviews the Muslim Youth Movement of 

Malaysia (ABIM), the social movement NGO, specifically concerned with Islamic society as a 

single case study. As an active religious NGO, the ABIM is prevalent in promoting non-partisan 

concepts within the mixed-political environment and avoiding any sensitive issues that may 

create tension within the Malaysian community. Thus, it provides a platform for Malaysian 

society to express their voices, prompted by shared moral imperatives within the communal 

society.   

 

The historical background of “The Muslim Youth Movement of Malaysia” or known as the 

Angkatan Belia Islam Malaysia (ABIM) was established on the August 6, 1971 and officially 

registered in 1972.  The ABIM’s First Inaugural General Assembly was held in 1972 in Kuala 

Lumpur, who Razali Nawawi was appointed as the first President of the ABIM with ten Central 

Committee Members. The legacy of leadership continued, when in 1974 Anwar Ibrahim was 

elected as the second ABIM President until 1984 and he later stepped down to involve in 

politics. On his resignation, Siddiq Fadzil became the acting President, who later was appointed 

as the third President of the ABIM.  In 1991, Muhammad Nur Manuty became the fourth 

President for a period of six years, later replaced by Ahmad Azam Abdul Rahman, continued by 

Muhammad Yusri and at present, the President of the ABIM is Muhammad Razak Idris. 
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The differences of thoughts and leadership can be seen from diverse approaches undertake by the 

ABIM’s leaders.  Through the ABIM’s historical background
1
, in the 1970s, they adopted a 

confrontational approach, which was demanded by the people during the era. The ABIM was 

vocal in articulating their stances regarding Government’s policy and decision making. In the 

following decade, throughout the leadership of Siddiq Fadzil, the ABIM employed problem-

solving approach in dealing with imperative issues. Under his leadership, the ABIM has 

established its agencies to organise and monitor specific matters. Take for example, the Islamic 

Outreach ABIM focuses on providing information to people seeking knowledge and 

understanding about Islam and acts as referral agencies for newly-convert Muslims. In the 1990s, 

under the leadership of Muhammad Nur Manuty, the ABIM focused on partnership in national 

building capacity.  An idealistic approach was introduced by Ahmad Azam Abdul Rahman to 

move according to the mission and unite the multi-racial society (both Muslim and non-Muslim). 

The changes in the leadership approach has made the ABIM as an “intermediaries” for the plural 

society that seeks to preserve people’s faith, life, dignity, freedom, rights, and safety.   

 

The ABIM’s mission relates to the propagation of Islamic doctrines and principles (based on Al-

Quran and Sunnah)
2
, and mobilisation of Muslim youth. Besides this, it involves to promote 

fairness and legitimacy; address issues relating to acts of corruption and abuse of power; secure 

special privileges to Malays (namely Bumiputera); oppose liberalism and westernisation 

thoughts that contradict with Islamic principles and resolve issues related to Islamic foundations 

or Islamic community. For this reason, I believe the ABIM is a suitable religious case study in 

answering the ‘close’ religious community for discharging their social accountability to the 

public. 

 

 

 

                                                

1
 Accessed from ABIM article on ‘History’ from their website, http://www.abim.org.my/profil-abim/sejarah.html, 

retrieved on 1 October 2010.  
2
 To clarify, Al-Quran is the religious book of Islam, whilst Sunnah is the sayings and living habits of Prophet 

Muhammad.   

http://www.abim.org.my/profil-abim/sejarah.html
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3.0 NGO scope 

 

Vakil (1997) acknowledges three major terms are sometimes used interchangeably in the 

literature: non-governmental organisation (NGO), private voluntary organisation (PVO) and non-

profit organisation (NPO), and concludes that NGO represents the subset of NPO where NGO is 

engaged in economic and social development in the public domain. Salamon and Anheier (1997, 

p. 38) provide alternative bases for defining the non-profit sector through legal, economic, 

functional and structural-operation definitions (the context of a different basis operating in  third 

sector organisations).  They conclude the structural-operation will be able to define various 

levels of organisation that are relatively based on economics, covering a wider angle of 

characteristics and features by organising power. On the other hand, Edward (2000, p. p. 7) 

delineates an NGO in the civil society spectrum as  “the arena in which people come together to 

advance the interests they hold in common, not for profit or political power, but because they 

care enough about something in collective action” and elaborates further by stating “civil 

society includes all associations and networks between the family and the state except the 

firm”.  On the other hand, Bendell (2000, p. p. 16) describes it as “whose stated purpose is the 

promotion of environmental and/or social goal rather than the achievement or protection of 

economic power in the market place or political power to the electoral process” while Kamat 

(2003) argues that NGOs become a body that attract funding rather than a society.  

 

From the perspectives given above, regarding the definition of NGO within the not-for-profit 

bodies or civil society, the paper employs the NGO definition based on Edward (2000). I believe 

that the ABIM is an NGO that not only involved securing the salient public voices into engaging 

their social movement but they involve in the development of the ‘close’ community i.e. Islamic 

community.  
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4.0   NGO accountability and theoretical building  

Edward (2000) states accountability of NGOs has risen from the corporate, state and civil 

society, which raises an intriguing issues about the nature of accountability, the rights of the 

social and unresolved issues that are subjected to accountability discharges.  Additionally, NGO 

accountability responsibilities address a wider spectrum involving issues of size, closeness and 

epistemic community (Jordan & Van Tuijl, 2000).  NGO accountability issues are complex, 

primarily because of the ambiguous situation in which NGOs exist, i.e. they engage with 

multiple stakeholders with diverse demands (Jordan & Van Tuijl, 2007). Thus, the need for 

greater NGO accountability is urgent and there has been less emphasis on the accounting 

literature relating to NGO issues. The opportunity to focus on this provides an ideal foundation 

for examining the essence of accountability and perhaps contributing to accountability 

knowledge and the way it operates within NGOs. 

 

From a broader perspective, it is apparent from the NGO accountability is a complex and 

dynamic concept. Describing NGO accountability through the stem of civil society is still 

indistinct and dependent on the sector size and demand for accountability (Gray, Bebbington, & 

Collison, 2006). For NGO accountability in international collaboration, the bodies are regulated 

through the treaty process, where any  changes in substance, participants and process may alter 

the balance of power in such a  setting (Raustiala, 1997).  The existence of political influence 

(globally, locally and within NGOs) will open up opportunities for “political bargaining”  

concerning legitimacy, transparency and transnationalism (Princen & Finger, 1994, pp., p. 34-

38).  A coalition between an NGO and international partners represents its engagement in the 

societal group, thus they will have to develop a mutual understanding and consensus when 

delivering humanitarian assistance to the vulnerable community that they are engaged in (i.e. 

their involvement will have to be based on the accountability rules and regulations as stipulated 

by the international members).  Generally, NGOs engaging in international networking will 

submit documents and information verifying membership, purpose and location and the 

applicants ( i.e. the NGOs) have to comply with the exact rules or processes in order to obtain an 

accreditation, being the first phase for NGO participation (Raustiala, 1997).  
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In particular, Ebrahim (2003a) analyses three dimensions of accountability: upward-

downward, internal-external and functional-strategic. It is observed that accountability in 

practice emphasised “upward” and “external” accountability to donors, while “downward” and 

“internal” mechanisms remain comparatively underdeveloped. Moreover, NGOs and funders 

have focused primarily on short-term “functional” accountability responses at the expense of the 

long-term “strategic” processes necessary for lasting social and political change. The hierarchical 

accountability is functional in nature, has a short term orientation and is characterised by fairly 

rigid accounting and accountability procedures (Najam, 1996; O'Dwyer & Unerman, 2007, 

2008).  In contrast, the holistic accountability refers to accountability for the consequences that 

an NGO’s actions may or can have, on a very broad range of organisations, individuals and the 

wider environment (Najam, 1996; O'Dwyer & Unerman, 2006). 

 

There is a specific direction of NGO accountability, particularly based on the accountants 

position within the context of society (Lehman, 1999, 2001, 2005), which challenges the 

“accounting entity” as well as what constitutes appropriate reporting performance. Regarding to 

this matter, social disclosures, i.e. not restricted to annual or financial reports, is essential as a 

form of discharging accountability (Lehman, 1999, 2001, 2005, 2007). The reporting reveals the 

NGO distribution of funds to beneficiaries and be accountable to the donor. This is important, 

because by dissemination of information to the grassroots and the donors, NGOs are seen to be 

accountable (Ebrahim, 2003a, 2003b, 2005). Thus, an NGO is seen to be more accountable 

within a wide range of targeted groups, for example, Gray, Bebbington and Collison (2006) 

termed it as critical stakeholders including media, donors and beneficiaries. In a similar vein, the 

NGO accountability stakeholders comprises of beneficiaries, strategic coalitions and their 

patrons (Najam, 1996). 

 

The adoption of the communitarian theoretical foundation is based upon the case study 

research conducted at ABIM, which focuses on the social movement and social development. 

From this perspective, the NGO is narrowly defined through civil society where Rawls (cited in, 

Lehman, 1999) developed the notion of “closeness society”. Rawls (1971) concept of 

“closeness” delineates the condition, which brings individuals together and leads to mutual 
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commitments through shared moral values. Within this angle, it is argued that the moral 

positioning of “self”, can be translated through language and articulation that has the capacity to 

formulate a cooperative community (Taylor, 1989) through the collective action of individuals 

acting together within the “communitarian” position (Lehman, 1999). Moreover, Lehman’s 

position (1999, pp., p. 221)  extends accountability through the lens of communitarianism 

because (in retrospect) liberal democratic accountability fails to address the social causes of the 

environmental crisis. Since the establishment of an NGO is not-for-profit, engaging in social and 

moral obligations, values, and accountability based on community is deemed important. Thus, 

communitarian accountability is appropriate for explaining the accountability in the ABIM, 

where the changes represent the interest of all citizens within the  shared moral values 

community (Lehman, 1999, 2007).  

 

According to Ebrahim (2003a), NGO accountability mechanism is classified into five 

broad mechanisms: reports and disclosure statements, performance assessments and evaluations, 

participations, self-regulation and social audits. An empirical study has been conducted by 

Agyemang, Awumbila, Unerman and O’Dwyer (2009) adopting NGO accountability 

mechanisms based on Ebrahim (2003a). The table below indicates the key characteristics of 

NGO accountability mechanisms from his work. 

 

Table 1: NGO accountability mechanisms  

Accountability mechanism Accountability audience 

Disclosure statements and reports  Upwards to donors and oversight agencies. 

Performance assessment and evaluation Upwards to donors and oversight agencies. 

Participation Downwards from NGOs to NGO 

beneficiaries 

Social auditing  NGO themselves 

Self-regulations NGOs themselves as a sector 

Source adapted from Ebrahim (2003) 
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5.0   Research methodology  

The paper is motivated by Munro (1996b) that accountability can be explained beyond 

traditional form of reporting. In particular, this study aims to further highlight the social 

responsibility disclosure reported by NGOs and issues related to accountability relations that 

question the ‘how’ and ‘why’ features of the phenomenon, thereby providing richer 

contextualised insights (Lillis, 1999). With this understanding, the paper employs single case 

study in the ABIM to answer the research question: What role does social disclosures plays in 

discharging social accountability? And, How does close community essential in developing 

the shared moral values within the ABIM?  

 

 The ontological foundation for interpretive position considers social reality as the 

processes that human agency acts together to interpret the symbolic meaning within the social 

context (Chua, 1986; Crotty, 2009). Walsham (1995) refers to the interaction of human actors in 

the social contexts that provide the space for each person to construct their own social reality to 

represent that human interaction can be interpreted and articulated through language and texts.  

Following Chua (1986), it is important to consider the human potential where human beings are 

not restricted in a particular state and people can easily recognise the quality of human beings. 

That is, human beings can be directly distinct, based on the quality and character of the 

individual. However, the human character is dominated by their understanding of making sense 

of reality through a conscious mind. With regards to this, the paper reflected by the work done 

by Chua (1988) delineates interpretive position through the notion of Symbolic interactionism 

position. And, Denzin (1983) – states that social reality is conceptualised as an entity that is 

constructed through the interactions of self-reflective individuals. Thus, the paper adopted this 

methodological foundation to understand the phenomenon of social responsibility disclosure and 

accountability relations in the NGO. 

 

The interpretivist believes that the social is constructed based on human action and thus, 

the case study delineates the interpretation of symbolic meaning through the articulation of 

language and texts. Consequently, the social reality is constructed and interpreted based on 

dialectical approach derived by Taylor’s conception (1989, 1991, 1999). According to Munro 
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(1996), accountability in the social context can be derived from the forms of accounting 

disclosures and symbolic action of the reports. It represents how the reports are articulated in 

reflecting the social accounts and ‘giving-for-accounts’.  

 

By obtaining in-depth comprehension of the case study, the interpretive research design 

was adopted to understand the phenomenon of social responsibility disclosure and accountability 

relations in the NGO. A series of in-depth interviews were conducted between January 2009 and 

July 2011 with the representatives of the ABIM. The case was selected because of its influential 

position within the religious ‘closeness’ community, in particular relating to social movement, 

advocacy and humanitarian assistance.  The ABIM is the founder member of the cooperative 

Islamic NGOs, which represent the collaborative voices of the Islamic community and it has the 

potential to instigate the government in revising specific policies (especially those related to the 

social context of Islam).  

 

Prior to conducting the fieldwork, a network was established with the ABIM to gain 

access to information and get permission to undertake field study research. Emails were sent 

prior to sending a formal letter to inform the research background and followed up by formal 

letter in obtaining their consent. Three weeks after posting the letter, a follow up phone call was 

made to the organisation requesting interviews with the individuals responsible for preparing the 

organisation’s social disclosure. This phone call was made to ensure that the letter had safely 

reached the organisation’s Communication Officer, and that they were aware of the request and 

arranging the necessary cooperation for interviews. Access to individuals and ABIM was quite 

difficult, and hedged with restrictions for which the interviewer needed to be prepared (Bryman, 

1989; Burgess, 1984; Hammersley & Atkinson, 1983). This is because they had never before 

received a request from someone wishing to conduct case study research on their organisation, 

and they were very wary regarding issues of confidentiality. The researcher had to negotiate 

access which often took both skill and time, and  had to be accounted for in the research design 

(Powell & Lovelock, 1991, p. 133).  
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The level of detail involved has to be considered when scheduling the actual interviews. 

The researcher offered anonymity to the case study respondents’ in order to motivate them to 

express their true personal thoughts and experiences based on the posed inquiries. The multiple 

sources of data gathering were then scrutinised in order to gain richer and more in-depth 

information about the case study (Yin, 2003).  

 

Firstly, the case evidence is primarily constructed from (7) seven in-depth interviews for 

first round and (11) eleven for the second round of the interview. The 1 ½ year time frame 

allowed the researchers to stagger the data collection; interviews, documentation review and 

observation (conducting these over a longer duration allowed the researcher to discern the 

organisational changes in ABIM Malaysia). The interviews conducted involved executive 

committees, managers, and executives of the ABIM. In order to ensure the precision and clarity 

of the questions to be posed during the interview, the researcher emailed or gave an outline of the 

proposed discussion prior to each interview. Each interview (which lasted between 1 ½ and 2 

hours) was then tape-recorded. The interview explored a number of themes, although the main 

focus was to explore social disclosures practices and interpreting accountability relations towards 

social obligations and disclosures. With regards to social disclosure, interviewees were asked 

what are the key practices underlying their decision to report social responsibility disclosures and 

what are their social obligations towards these practices. For accountability relations, two 

questions were posed: firstly, describe any conflicts that they had come across related to 

accountability issues in the social responsibility disclosure; and secondly, interpretation on how 

ABIM discharge accountability concerns social responsibility disclosure.  

 

Secondly, the documentation review aims to examine the managerial insights; and 

preparation, planning and decision making process within the ABIM. These sources of evidence 

were methodically investigated to obtain comprehensive insights which can be categorised as 

follows: publicly available information on the ABIM; press releases; and articles disclosed 

through various mediums of communication.  Thirdly, observation was conducted at the ABIM 

Headquarters to gain an insight into staff engagement, managerial obligations, and organisational 
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change relating to their strategic planning and implementation in ABIM. This observational 

approach allowed the researcher to obtain fuller and richer insights about the data gathered.    

 

Analysis of the interview evidence involved three interconnected sub processes: data 

reduction; data display; and conclusion drawing/verification. First, the post-interview analysis of 

transcripts was conducted through initial transcribing. Second, a close reading of all transcripts, 

accompanying notes and tape recorded reflections in order to look for underlying themes in the 

evidence collected. The interviews were conducted in either English or Malay (some respondents 

responded entirely in English and a few used a mixture of languages). Despite this, the 

conceptual meanings of the themes were translated into English i.e. these were not a direct 

translation from Malay to English. This approach provides alleviation in the translation process 

by emphasising the emergence of the meaning of responses given by the interviewees.  

 

Third, a coding scheme was intuitively developed in order to scrutinise  identification of 

the themes originating from the analysis (O'Dwyer & Unerman, 2008). The extensive themes 

were obtained by using the Nvivo8 software and manually coding to obtain detailed insights of 

the texts. The texts were exported to Nvivo8 software to execute the coding schemes and to gain 

initial themes from the interviews. Nvivo8 facilitates the concepts of qualitative research 

techniques of open coding, writing memos, axial coding and creating models within the 

programs (Bringer, Johnston, & Brackenridge, 2006). At the same time the texts were analysed 

in detail to establish initial themes. The coding, using the Nvivo8 soft and manual coding, was a 

repetitive process which the researcher found to be beneficial in providing a deeper 

understanding of the data.  

 

Both approaches (i.e. Nvivo8 and manual coding) were conducted iteratively, thus 

allowing the researcher to identify any missing links and incoherent themes (Basit, 2003). The 

initial themes were then compared and grouped under the underpinning themes. The 

harmonisation of initial themes between Nvivo8 and manual coding were made in Nvivo8. Using 

the icon of “add” or “delete” coding, the researcher can manoeuvre the coding scheme to provide 

richer insights about the themes. The “tree nodes” icon, in Nvivo8, was practical in deriving sub-
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themes and core themes by grouping any initial themes developed previously. Nvivo8 organised 

the tree nodes in simple matrices which, when displayed, assisted in ascertaining the cross case 

patterns in the interview data (Lillis, 1999; Miles & Huberman, 1994).  The core themes were 

predominantly developed based on the relative codes. Nvivo8 supports code-based inquiry, 

searching and theorising combined with the ability to annotate and edit documents (Richards, 

1999). The matrices offered the identification of patterns, in-depth insights and irregularities of 

evidence gathered. In forming comprehensive interpretation of the data, the transcripts and field 

notes were repetitively referred to in obtaining constructive and robust themes. The second phase 

of the interview was conducted where two Heads of the Departments were re-interviewed in June 

2009 to obtain further clarification on particular issues and to observe any changes in their 

organisational strategies (including their missions, core values and strategic planning).   

 

6.0   Case study findings  

The findings endeavour to answers the following questions: What role does social disclosures 

plays in discharging social accountability? And, How does close community essential in 

developing the shared moral values within the ABIM?  

 

The accountability mechanisms, such as annual project reports and financial reports, are 

used not only by funders to monitor NGO spending but also by NGOs to leverage funds by 

publicising their projects and programmes (Ebrahim, 2003a). Various mediums of 

communication are used (Zeghal & Ahmed, 1990). The document review identified in this case 

study is given in the table below. 
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Table 2: Types of document observed in ABIM  

Types documentation reviewed 

 Press release at the website 

 Profile report ABIM 

 Islamic Outreach bulletins  

 Minda Madani online – the quarterly magazine 

 Muktamar – annual meeting reports 

 Pamphlets ABIM 

 Demi Masa magazine 

 Media statements 

 Brochures and programmes posters 

 Keynote speech 

 

To pinpoint the multi-directional dimension of the ABIM, their activities (concerning social 

activities and social obligation) are classified in Table 3. Through the extensive documentary 

review and response from the interviews, their activities can be classified as follows: 

Table 3: ABIM social engagement and activities 

Engagement Activities 

1. One-stop information 

centre 
 Archive and central documentation of ABIM. 

 Information technology centre for ABIM. 

 Research centre relating to Islamic civilisation, Islamic thinking 

and Islamic studies. 

 Exhibitions and sales of ABIM publications.  

 Elucidation of current issues.  

 Handling complaints and inquiries about complexity  Islamic 

matters.  

 Organising intensive courses for student internships.  

 Conducting organisational briefings to subdivisions, study visits 

and discussions.  

 Publications: 

- Book entitled ‘Demi Masa’, once every two months.  

- Quarterly newsletter entitled Risalah. 

2. Promoting and 

encouraging 

membership 

 Register and review of membership.  

3. Resolving social 

problem  
 Organise seminars. 

 Provide motivational programmes. 

 Conduct social activities to improve and inculcate moral values 

among younger generations. 

 Conduct Islamic classes to the ABIM members and public 
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community.  

4. Education  Provide education at primary, secondary and college level.  

5. Advocacy actions   Undertake peaceful demonstrations and marches to submit 

petitions to the Government. 

 Response to individual issue:  

e.g. Lina Joy Case; Maniam Moorthy Case 

 Response to the group/association: 

e.g. Hindraf; Teaching English for subject Maths and Science at 

schools 

6. Trust foundation   

(Yayasan Takmir 

Pelajaran) 

 Provide educational sponsorship for underprivileged students.  

7. Global Peace Mission   Social engagement and humanitarian assistance at global region.  

 Provide scholarship to the Palestinian youth.  

 Undertake Islamic classes to the people in Syria and other Middle-

Eastern countries. 

8. Cooperative  

(Koperasi Belia Islam) 
 Co-operative organisation. 

 

The ABIM’s vision is underpinned by its themes, “to develop and lead the Islamic 

Civilisation into the new Millennium”, and its mission “to be multi-dimensional Islamic 

movement with the objective to realise the Islamic aspirations”. These provide a basis for ABIM 

members when engaging in their da’wah
3
 activities.  In order to protect the group dynamics, the 

ABIM encourages its activists to conceptualise the ABIM’s culture through the practice of 

knowledge, internalisation of spiritual fulfilment, promoting consultation and teamwork, 

becoming involved in current issues, practicing scarification, and embarking on voluntary work.  

Indeed, the ABIM has set up several secretariats to assist in their engaging outreach (da’wah) 

activities.  These secretariats address Leadership Training, International Affairs, Youth 

Development, Social Development, Women Affairs, Educational Activities, Islamic Outreach 

ABIM, and Global Peace Mission. 

 

 

                                                

3
 Da’wah refers to the preaching of Islam, ‘issuing summon’ or ‘making invitation’ to other people to perform and 

understand the Islamic teachings. The action can be done through a dialogical process that invites people to the 

Islamic faith and adopt the Islamic life. 
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6.1   Partnership  

 

The ABIM develop strategic partnership with their local subdivisions, international NGOs or 

other Islamic NGOs in the world. The collaboration with the international Islamic NGOs can be 

seen through its various actions.  

 

For example, they collaborated with other Islamic NGOs in sending a memorandum to 

the United States of America, through American Ambassador in Malaysia, Mr. Robert G. 

Rapson. This memorandum concerned the invasion of the MV Mavi Marmara, the flotilla 

sending humanitarian aid to the people of the Gaza Strip on May 31, 2010. The incident resulted 

in the death of 19 volunteers taking part in this humanitarian mission.  The statement in the 

memorandum is relatively provocative in pressuring the United States government not to support 

any action from the Israeli government, and to fighting against any injustice of human rights. 

The excerpt of the memorandum, from paragraph 2-6 from the exact sources, is reflected in the 

Appendix 1. 

 

It is important to notice that the party behind this memorandum is the Islamic NGO based 

in Turkey. However, since the Malaysian NGOs have a strong relationship with the international 

NGOs, they share the pain of the other collaborated NGOs involved in this mission. They sent 

the memorandum to the Malaysian US Embassy to declare the action by the Israeli army to be 

unjust. There were, in fact other non-Muslim NGOs part of the flotilla who only wanted to 

provide humanitarian assistance and medical relief to the Palestinian people trapped in Gaza.  

 

 

6.2   Community 

 

The term “social” is very important for the NGOs as they believe that their social engagement 

and obligations are closely related to their core mission and vision. For the ABIM, their mission 

and vision represents their engagement with society, as demonstrated by the vision statement 

printed in their reports: “Developed and lead the civilization of khaiyra ummah”. The civilisation 
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referred to as khayra ummah in Arabic, is based on the Al-Quran of Surah 3, verse 110.  Allah 

s.w.t. states that a community of excellence is one that practises ‘amar ma’aruf nahi mungkar’ or 

‘bringing others to goodness and refraining from evil’.  Therefore, the meaning of khayra ummah 

is a community of excellence practising and encouraging amar ma’ruf, goodness (ie encouraging 

the community to do good deeds), and refraining from all evils by and at refraining from bad 

deeds (nahi mungkar), and discouraging others too from doing bad deeds.  

 

In general, a community of excellence is one which is not only concerned with what is 

currently happening but also takes intelligent steps to manage situations or problems. A 

concerned community is one that contributes to the goodness of all mankind. A concerned 

community is also one that is intelligent, has sound moral values and understands the religious 

requirements of its community by promoting the true Islamic teachings. Thus, the khayra ummah 

refers to the domestic sphere but also includes the Muslims and non-Muslims in the society. 

However, from the interview statements, it is clear that the social referred to by ABIM is not just 

the public community but specifically the Islamic community.  

 

The ABIM’s mission is based on an Islamic perspective encapsulated as ‘The 

comprehensive Islamic movement in realising the Islamic goals’. The fundamentals of ABIM’s 

mission relate to Islamic knowledge and faith wherever these can be represented among their 

social engagement and obligations to Islamic society. From the documented report of their 

Annual General Meeting, Muktamar 38, they state that: “ABIM is a social movement based on 

knowledge based, adopting moderate thinking to the public community and following Islamic 

principles of knowledge, faith and practice in human development. Even though ABIM reconcile 

with the political issues, they endeavour to be non-partisan; independent and impartial to the 

interest of any political parties”. Yet more evidence that the ABIM’s obligation is to emphasise 

the development and well-being of Islamic society in Malaysia (parallel to the Islamic 

civilisation objectives) can be found in their mission and vision.  
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When being interviewed, a few of the respondents defined the term khaiyra ummah as: 

“In their mission the term ‘khaiyra ummah’ is referred to the community specifically to 

the Islamic society. The outreach programmes in the Islamic community is important in 

bringing closer relationship among human. The ‘ummah’ is described as the 

relationship among human in the society and other races, where it is the main 

concerned in Islamic way of life “. (Respondent ABIM 6) 

 

“Social is referred to the community in Malaysia whether they are Muslim or non-

Muslim. The ‘khaiyra ummah´ is mentioned in ABIM’s vision and mission to achieve 

the Islamic community’s excellent in economic and social welfare”. (Respondent 

ABIM 7) 

 

“ABIM refer their social community as Islamic civilisation where it is referred as 

‘khaiyra ummah’ where it is the community of excellence to practice and encourage the 

Islamic teachings”. (Respondent ABIM 9) 

 

 It is apparent that the ABIM engage in social activities with the public (specifically the 

Islamic community) for the purposes of providing Islamic knowledge and insights. The ABIM, 

as a social movement, has to be aware of its engagement with respect to the multi-racial 

complexity which exists in Malaysia. They have to be cautious in deriving or clarifying sensitive 

issues concerned with racial, religious or political matters. In this multiracial community they 

have to avoid making any statements that may create sensitivity among different races and 

religions: 

“ABIM is the pertinent NGO to bring up the case to Malaysia government especially 

on sensitive issues related to Islam. With majority of Shariah Law background 

Executive Members’, they are in the position of providing understanding on the issues 

to the multi-racial community. Malaysia is a unique country consists of multi-racial 

community that are of different cultures, races and religions. The mutual 

understanding of each religion, cultures and races are essential to construct a 

harmonious with tolerance society. Through this advocacy response, many parties 

involve will evidently understand the issues and lessen racial tension in the society”. 

(Respondent ABIM 12) 

 

“ABIM did not really reveal their activities to the media and they released information 

that they feel will not create propagation and public controversy. This is because ABIM 

bring the concept of Islamic perspectives and values in the community. However, 

Malaysia is a multi-racial country comprises of various ethnics, racial group and 

religion. Therefore, to keep up the harmonious situation, the ethical conduct or 

statement that creates racial and emotional sentiment among different races has to be 

avoided”. (Respondent ABIM 13)  
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Therefore, the term social refers to the public community, specifically to the Islamic 

community, and is based on Islamic principles for developing a successful Islamic civilisation. In 

this regard, the society termed as khaiyra ummah is based on the Islamic principles that it 

engages with a community of excellence practise and encourages, amar ma’ruf, goodness, and 

nahi mungkar, refraining from all evils.  

 

The ABIM provide an outreach (da’wah) movement specially targeted at youtsh between the 

ages 18-40 years old, and they are the leading Islamic NGO in Malaysia. The ABIM anticipates 

changes in the Islamic spiritual and knowledge of the public society by undertaking Islamic 

outreach (da’wah) within the community. They have the ability to influence government on 

issues concerning Islam, Malay Muslims and Islamic social change. ABIM’s scholars can 

influence government policy, rules and regulations as they have strong networking with the 

political people in the government. They adhere to non-partisan principles, i.e. they are impartial 

when providing their opinion on certain issues. However, the public perceive the ABIM to be 

supportive of the opposition parties while disregarding the government. ABIM members have to 

resign if they want to be active in politics because this would deviate from the non-partisan 

concept.   

 

The ABIM concentrates on three main categories - social problems, social welfare and 

responses to current issues. Its programmes are aimed at young Muslims and include healthy 

lifestyle camps, free sex awareness workshops, and mosque-based programmes.  ABIM publicise 

their activities locally through their neighbourhood volunteers, local radio stations or printed 

flyers. They also sometimes they get support from mosque committees. It is within ABIM’s 

agenda to provide training and leadership skills to the local teenagers so that they are able to 

conduct their own discussion and advice group in the social community.  

 

ABIM endeavour to respond to issues concerning religious and moral values, organise specific 

programmes (e.g. Ramadhan month appreciation), and make a positive mark on the social 

community. They believe Muslim parents are responsible for teaching their children to follow 

Islamic values, and to strictly abide by the rules according to Shariah Law. This ideal situation 
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will lead to public good and a reduction in problems related to moral decline among teenagers.  

The ultimate goal is to bring harmony to the country. 

 

 

6.3   Understanding accountability 

 

The ABIM endeavours to impress upon its members and leaders the importance of each 

individual having culture values. They believe that through membership and close unity with 

their members, they can create a strong bonding relationship, so called ‘closeness’, within their 

own society. Indirectly, though moral values are developed from an individual perspective, in the 

ABIM they rely heavily upon the Islamic teachings and perspectives, which will result in the 

sharing of knowledge and understanding to the macro level perspective. However, having said 

this, the closeness in society can be achieved through the collective of individuals encompassing 

imperative shared moral values, and understanding in the community (Lehman, 2006). The 

ABIM educates its members by encouraging them to practice ABIM’s culture through 

individuals behaving as responsible individuals to other members, which ultimately can then be 

extended to people in the wider community.  

 

In order to encourage closer relations with the community and its members, the ABIM took a 

step forward by bringing them together to debate public matters. They provide a forum for 

feedback and discussion among the grassroots members and public spheres. There are many 

issues that they feel to be important, such as social problems among Muslim youth, advocacy 

issues involving education and the Islamic community. With this in mind, they believe that 

addressing these issues at the grassroots level might be the solution to the problem of moral 

values and discrepancy issues.  This statement from one interviewee (Respondent ABIM 12) 

reveals the importance of feedback from the grassroots.  

ABIM is responsible to public in enhancing Islamic spiritual elements and values. By 

having a small group discussion and sensitive to the grassroots’ issues, they manage to 

identify the problem in the public society and gain feedback from them. If they 

recognised the issues, it is easier for ABIM to plan and decide the best possible 

solution on the matter.  
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ABIM has outlined its cultural foundations among members and leaders in order to inculcate 

and create awareness for them to be responsible, tolerant and respectful Muslims. Their concerns 

about this, the creation of extensive boundaries and imperative communal values based on 

Islamic perspective. The communal values based on religion are parallel to the theoretical 

stances mentioned by Charles Taylor (1998), in his book “Sources of Self”. An ABIM pamphlet 

from 2009 outlined the five elements of culture to be: learning culture of knowledge; appreciate 

the spiritual practice, realise the good practise of discussion and Amal Jama’iy; understanding 

and involving oneself in current issues discussion; and acknowledge the values of ‘undertaking 

good deeds for the reward from the Oneness God, Allah’, in Islamic virtue.  

 

The ABIM define accountability as responsibility and transparency in conducting social 

obligation within public spheres. This can be observed from the responses gained from the 

interviewees. They accept that their consideration to the Islamic faith will shape their action in 

being accountable to society, particularly that of the Islamic community. One of the interviewees 

states that:   

“Accountability means their responsibilities to the public spheres and they endeavour 

to execute their contributions to the public society rightfully”. (Respondent ABIM 

10) 

 

In another aspect, ABIM is accountable to the society, clearly denoted by the Islamic 

community, in sharing Islamic knowledge and undertaking Islamic activities to the Islamic 

society:  

“ABIM is accountable to Islamic community by undertaking religious and human 

development activities to improve the eminence of the Islamic community with various 

approaches. ABIM is not only responsible to their beneficiaries but also to the donors. 

They have to be responsible and transparent in their action so that the public will have 

trust on ABIM’s activities” (Respondent ABIM 11).  

 

The ABIM attempt to show their transparency in conducting social activities to the public 

through disclosures reported via various channels of communication, including websites, 

financial reporting and progress reports. For example one of the respondents states that:  

“ABIM accentuate transparency in their fundamental accounting procedures and this 

can be evident in their information disclosed at the annual general meeting, Muktamar 

37, 2008 and Muktamar 38, 2009”. (Respondent ABIM 13) 
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As a religious-based social movement, ABIM cannot divert from their religious faith in their 

stances and actions. For the ABIM, their faith will lead them to act as a socially responsible 

organisation based on Islamic teachings. This is the statement from one respondent, clarifying 

their engagement to the Islamic faith.  

“Accountability means the responsibility of individual to their social surrounding. The 

individual has to be transparent in showing their accountability to a particular group. For 

Muslim, the individual is not only responsible to the other individual in the society but to the 

one God, Allah. In Islam, people have to be sincere and faith to their religion in showing 

their trust and loyalty to the God”. (Respondent ABIM 8)  

 

Therefore, for the ABIM, accountability is aligned with social engagement, obligations to 

public spheres and accountability to God.  This, therefore, will influence their moral position in 

the community.  

 

The findings show that the accountability practiced by the ABIM takes various forms 

including: dissemination of information through conventional modes such as annual reports, 

bulletins, audio visual, information technology; feedback and comments from the society; 

communication through dialogue; and lastly direct information from the grassroots. By referring 

to Ebrahim (2003a) five forms of accountability mechanisms may be outlined. However, in the 

work inspired by Munro (1996), accountability is extended to include other actions including 

behavioural conduct and articulation of text and language, thus any accountability mechanism 

has to take into accounts these matters. The accountability defined in this spectrum, is seen to be 

relevant in both case study and needs to be discussed further in order to establish how this social 

disclosure influences and impacts on communities. A listing of the accountability mechanisms 

utilised by the ABIM is illustrated in the table below. 

Table 4: NGO accountability mechanism 

Accountability mechanism Accountability audience 

Collaboration and meeting with 

grassroots 
 Grassroots members, beneficiaries, 

partners 

Dialogue   Grassroots members, beneficiaries, 

partners 

Discussion  Grassroots members, beneficiaries, 
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partners 

Feedback from the grassroots and 

public spheres 
 Grassroots members, beneficiaries, 

donors 

Financial management and 

budgetary process 
 Grassroots members, beneficiaries, 

partners, donors, banks,  

Meeting, Annual General Meeting 

(AGM) and consensus obtained 
 Executive members, general members, 

donors, grassroots beneficiaries.  

Reporting  Donors, public spheres 

Small discussion group  Grassroots members, beneficiaries 

Memorandum   Members, pressure parties, government, 

policy maker, civil society. 

 

 

6.4   Social context  

One of the main concerns within the ABIM relates to the moral deterioration of younger 

generation in Malaysia. The number of teenagers convicted of criminal behaviour and moral 

decline worries many government agencies, non-governmental organisations (NGOs) and the 

social welfare department. However the ABIM is one of the NGOs that have established social 

teams to overcome this matter. Feedback from their grassroots and volunteers leads ABIM to 

conclude that the moral decline in Muslim teenagers has occurred due to both internal and 

external factors. These include family problems, social abuse, violence at home, poverty, peer 

group influence, with the uppermost reason being a fundamental loss of Islamic spiritual faith 

and values. The ABIM is responsible for bringing about changes and improvements in Islamic 

society. They are trusted by the public and are therefore held accountable for the execution of 

these responsibilities.  

 

For the ABIM, understanding and applying Islamic principles to Muslim daily life will 

lead directly to a good social behaviour and ethics. The strong Islamic creed (‘aqidah’) that is the 

Islamic religious system, acts as a guide to good Islamic values which helps to shape socially 

integrated groups within societies with a strong base of Islam. The approach taken in order to 

apply this principle is important and can involve assistance from professionals and influential 

people, or a group from a certain area. A co-operative society can be developed by educating 

people with comprehensive social information and formidable social engagement in the public 
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sphere. Many of societies’ problems could be resolved if the brotherhood relationship (‘ukhwah’) 

in the society is strong which would encourage people to collaborate with each other in order to 

solve fundamental issues in the community.  

 

The ABIM supportive or concerned group opposes the teaching in English for Maths and 

Science subjects at schools. They believe that the Malay language can be a scientific language 

and ought to be taught at schools for every subject. They invite academia and highly respected 

individuals to deliver talks, and act as discussants panel in discussing about this matter in their 

workshops or seminars. The ABIM and a few other NGOs have sent memorandum to the 

Minister of Education opposing the use of English when teaching Maths and Science subjects at 

schools. Additionally, ABIM leads the collaboration of Islamic NGOs in Malaysia which support 

certain issues related to Shariah Law. In the case advocacy to the legal aspects, the ABIM 

collaborate with Pertubuhan-pertubuhan Pembela Islam (PEMBELA) to support current issues 

involving the legal aspects of Shariah Law. They also organised dialogue with a Minister in the 

Prime Minister’s Department to discuss government policy, and their standpoint on Shariah Law 

and other religious issues.   

  

In a similar vein, ABIM has undertaken a psychological approach, involving youth 

counselling to create awareness and restrain them from committing unlawful crimes. This is the 

character of the youth unwilling to follow command and prohibit them to commit with 

transgression that they attempted to do. ABIM had successful in conducting a reverse approach 

to create understanding among the public domain. For example, they had successfully organised 

programmes in exposing the true life of a prisoner. This is the eye-opener for the youth and 

creates awareness on difficulties to be in prison that indirectly prevent them from convicting 

crimes. They receive positive feedbacks from the problematic youth, parents, and social 

community on the conducted programmes. The activities are based on physical and spiritual 

input for the youth that will allow them to freely express themselves.  

 

Concerning their coalition with government, ABIM receives funding to conduct its youth 

programmes and activities. The spiritual Islamic programmes organised by the ABIM have been 
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successful in encouraging the young to instigate self-change and raise their level of Islamic 

faithfulness. They invite young members of the general public to join their programmes and 

receive an overwhelming response from the society. The ABIM also obtain cooperation from 

local mosque committees and schools in executing their activities. In broadening the scope of 

Islamic outreach, the ABIM has a voice with which it can influence the government and state 

authority in policy making. For example; ABIM has obtained the cooperation of the mosque 

committees to organise activities for the public youth.  

 

 

6.4    Response to individual pressure  

 

The religious matter especially related to Islamic religion is a sensitive issue in Malaysia. For 

example, the Muslim individual appeals to declare conversion and indirectly denying the special 

rights of Malay in Malaysia. The special rights cannot be argued by any parties as it clearly 

stated in accordance with the Parliament Act, Article 160. ABIM concerns with the moral 

inclination issues and apostasy among teenage groups. According to Shariah Law in Malaysia, 

the Muslim cannot convert to other religion because the Parliament Act had declared, according 

to Article 160, that all Malay is Muslims by default. This is the main explanation for Malay 

Muslim’s restriction to change their religion and if they want to continue, their case will be 

referred to Shariah Court for further execution.
4
  

 

Even though they advocacy and claimed that they engage with social movement NGO, 

they are able to influence public policy making with regards to the Islamic issues and religion. 

They pressure the government on the religious issues and the special rights of the Malays.  

 

 

                                                

4
 The highlighted is the confidential statement. 
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7.0   Conclusions  

The ABIM is responsible to its stakeholders, which include beneficiaries, donors, staff, 

volunteers, partners, governments, local authorities, other organisations as well as the general 

public who have placed faith in ABIM. Accountability and transparency are the core principles 

of the organisation. These encompass beneficiary accountability and financial management, as 

well as the utilisation/distribution of donation in kind/goods or services provided/received.  In 

ABIM, all staff and volunteers must abide by their accountability procedures and processes 

following their ethical code of conduct. In summary, social accountability appears in ABIM 

because they embrace narrow, short-term and upward accountability to powerful NGO patrons, 

and favour the use of quantitative measures designed to assess specific aspects of NGO 

performance (Agyemang, et al., 2009; Ebrahim, 2003a). The ABIM is inclined to be involved in 

short-term humanitarian disaster relief as part of their core values in providing social movement 

and social advocacy through shared moral values to the ‘closeness’ Islamic. Additionally,  

communitarian accountability is prevalent in the ABIM as evidenced by their community 

involvement and engagement from members in dealing with Islamic current issues for the benefit 

of the Islamic community (and indirectly special rights for the Malays), that is ‘closeness’ in the 

community (Rawls, 1971). 

 

The level of access to ABIM was the downside in conducting the case study. This is 

because they are really concerned with the level of confidentiality and question the level of 

accessibility of information disclosed to the researcher.  The insights provided from the study, 

suggest avenues for further research to be conducted related to the performance measurements 

and accounting setting in the NGO. It seems that NGOs receive donations from various sources, 

including international funds; the question is how they really manage the funds with respect to 

accounting measures and how they question accountability boundaries and their distinction, in 

different organisations including non-profit, non-government organisations and public 

organisations.  
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Appendix 1 

Friday, June 4, 2010 

...We are appalled at your government’s dubious condoning of Israel up to the point that you risk 

ashaming your very own President “live” over cable television when the animal Netanyahu scoffed, 

huffed and turned his nose away from Mr Obama’s overtures for discussions over the Mediterranean 

bloodbath by Israel aboard “MV Mavi Marmara”. Your citizens chose Obama to lead your America and 

now Israel sends you packing with your own tail between your feet.  

 

What has gone into your head, America? That you – the so-called Superpower – has no guts over that 

baby of yours called Israel, that now bites your hands and snarls?  

 

We, democratic Malaysians who have been standing alongside your ideals of a free civil society, cannot 

help but laugh at America’s stupidity and dubiousness. You no longer are the model of the free world 

that you would like us to believe;  

 

Your anaesthetised responses to the blatant murder of non-combatants - 19 of them of which Israel tries 

to reduce by 10 after dumping some bodies still alive into the international waters of the Mediterranean 

Sea - on board the “MV Mavi Marmara” on May 31
st
, signifies the day of reckoning for America and her 

equally misinformed society, as a large and once proud nation now crumbles to its knees to its own 

architectural defect, the rabid and insatiable monster called Israel.  

 

We, Malaysians of all religions and races are here today in solidarity to declare before you that we at all 

cost DO NOT and WILL NOT let this catastrophic tragedy of high seas piracy by Israel pass by without 

redemption. Mark our words!... 

 

Figure 1: Excerpt of Memorandum to United States of America  

Source: The excerpt is partial statement in the Memorandum to the United States of America from 

Malaysia NGOs
5
. 

 

                                                

5
 A Memorandum to the United States of America of Malaysians Against Israel, website 

http://www.lifeline4gaza.org/wp-content/uploads/2010/06/Manifesto-Embassy_English_4-June-10.pdf, retrieved on 

11 October 2010.  

http://www.lifeline4gaza.org/wp-content/uploads/2010/06/Manifesto-Embassy_English_4-June-10.pdf
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ABSTRAK 

 

Kajian ini bertujuan untuk mengkaji kepelbagaian gaya pembelajaran pelajar Program 

Diploma Keusahawanan di Kolej Pofesional MARA Bandar Melaka. Seramai 106 orang 

responden telah dipilih secara rawak. Kajian berbentuk deskriptif ini dan menggunakan 

instrumen soal selidik berskala likert lima mata bagi mengukur lima kategori model gaya 

pembelajaran oleh Dunn dan Dunn (1978) iaitu Persekitaran, Emosional, Sosiologikal, 

Fizikal dan Psikologikal. Dapatan kajian menunjukkan kategori Emosional (min 3.719, SP= 

0.461) adalah gaya pembelajaran yang paling dominan diamalkan oleh responden kajian. 

Kategori yang kedua adalah kategori Sosiologikal (min 3.589 SP= 0.573), diikuti ketiga ialah 

kategori Psikologikal (min 3.496 SP= 0.402), keempat ialah kategori Fizikal (min 3.47 SP= 

0.533) dan kelima adalah kategori Persekitaran (min 3.157 SP= 0.314). Hasil daripada 

dapatan kajian menunjukkan kepelbagaian gaya pembelajaran memberi impak yang berbeza 

pada prestasi akademik pelajar. Di samping itu, dikemukakan juga cadangan kajian untuk 

meningkatkan keberkesanan pengajaran dan pembelajaran. 

 

 

 

 

 

mailto:fauzi@kpmbm.edu.my
mailto:syaiful@kpmbm.edu.my
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PENGENALAN 

 

Sesebuah Institusi Pendidikan Tinggi memainkan peranan dalam mengeluarkan graduan yang 

berkualiti dan menjadi aset terhadap kemajuan negara. Pembelajaran di Institusi Pendidikan 

Tinggi lebih memerlukan komitmen kendiri pelajar. Menurut Sheal (1994) pembelajaran 

ialah proses mental dan fizikal yang membawa kepada perubahan kualitatif seseorang 

melihat, memahami dan menghayati sesuatu. Proses pembelajaran tidak hanya berkaitan 

penambahan pengetahuan dan mengingat semula apa yang telah dipelajari. Pembelajaran juga 

perlu memberi fokus kepada aktiviti menguasai konsep dan maklumat pengetahuan dan 

seterusnya mengaplikasikanya di dalam kehidupan di samping  pembentukan sikap 

(Hargreaves 1996).  

 

Setiap individu mempunyai sikap yang berbeza terhadap penerimaan sesuatu 

pengajaran dan pembelajaran.  Kaedah tersendiri yang digunakan oleh seseorang individu 

untuk mencari, menyimpan dan mengeluarkan semula maklumat dikenali sebagai gaya 

pembelajaran (Felder & Henriques 1995).  Gaya pembelajaran yang diamalkan oleh setiap 

individu adalah berbeza di antara satu sama lain. Setiap pelajar mula membentuk gaya 

pembelajaran sejak awal kanak-kanak dan akan terus menggunakan gaya pembelajaran 

tersebut. Gaya pembelajaran yang diamalkan oleh seseorang individu, mungkin dipengaruhi 

oleh faktor-faktor tertentu.  Menurut Dunn dan Dunn (1978), gaya pembelajaran seseorang 

individu dipengaruhi oleh elemen-elemen persekitaran, emosi, sosiologi, fizikal dan 

psikologi. 

 

Selain itu, gaya pembelajaran merupakan salah satu faktor yang penting dan akan 

memberi kesan terhadap pencapaian akademik (Doris, 1993; Liau, 2000). Menurut Abdul 

Ghani Awang (1996) antara punca berlaku kemerosotan pencapaian akademik para pelajar 

ialah mereka gagal menyesuaikan diri dengan cara pengajaran dan pembelajaran di universiti, 

di samping tidak mempunyai gaya pembelajaran yang betul.  Akibatnya, pelajar berhadapan 

dengan konflik belajar dan kurang berjaya mencapai keputusan cemerlang. 

  

Gaya pembelajaran juga perlu disesuaikan dengan gaya pengajaran pensyarah.  

Masalah akan berlaku apabila pengajaran pensyarah tidak dipelbagaikan bagi memenuhi 

kehendak pelajar-pelajar ini.  Pelajar akan merasa bosan, tidak menumpukan perhatian, 
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kurang berminat dengan subjek tertentu dan akan seterusnya, putus asa (Baharin Abu, 2000).  

Kajian telah membuktikan penglibatan pelajar secara aktif dalam proses pembelajaran 

membawa kepada kejayaan seseorang pelajar (Hartman 2001; Dewar 1995).  Asas penting 

untuk mendorong pelajar terlibat secara aktif dalam pembelajaran terletak pada pemahaman 

gaya pembelajaran untuk memenuhi kepelbagaian gaya pembelajaran (Birkey & Rodan 1995; 

Agogino & His 1995). 

 

Kajian kepelbagaian gaya pembelajaran pelajar ini dijalankan di Kolej Profesional 

MARA Bandar Melaka (KPMBM) dan tertumpu kepada pelajar yang mengikuti Program 

Diploma Keusahawanan (DEn). KPMBM adalah merupakan sebuah intitusi pendidikan yang 

beroperasi di bawah kelolaan Bahagian Pendidikan Tinggi, Majlis Amanah Rakyat (MARA). 

Selain daripada program DEn, Kolej ini juga menawarkan program peringkat diploma iaitu 

Diploma Perbankan dan Kewangan Islam (DBF). KPMBM telah beroperasi sejak  tahun 

2009 dan sehingga kini telah melahirkan seramai 249 orang graduan. Antara faktor utama 

yang menyumbang kepada pencapaian akademik graduan lepasan KPMBM adalah gaya 

pembelajaran individu pelajar yang dipraktikkan. Justeru, kajian mengenai gaya 

pembelajaran ini telah dibuat untuk mengetahui apakah gaya pembelajaran yang dimiliki oleh 

pelajar dan kesannya terhadap pencapaian akademik. 

 

 

PENYATAAN MASALAH 

 

Dunn dan Dunn (1978) menyatakan bahawa kajian yang dijalankan oleh mereka sejak 

se abad yang lalu mendapati bahawa strategi belajar bagi seseorang sangat berbeza antara 

satu sama lain.  Akibatnya, setiap individu pelajar mempunyai kepelbagaian dan 

kecenderungan gaya, strategi dan kadar pembelajaran yang berlainan.  Kepelbagaian ini perlu 

dikenal pasti oleh para pengajar. Selain itu, gaya pembelajaran mempunyai pengaruh yang 

kuat terhadap pencapaian akademik. Antara punca berlakunya kemerosotan pencapaian 

akademik pelajar ialah kegagalan mereka dalam menyesuaikan diri dengan pengajaran di 

institusi pendidikan, di samping mempunyai gaya pembelajaran yang tidak betul (Baharin 

Abu 2000; 2003; Abdul Ghani Awang, 1996). Model Dunn dan Dunn (1978) telah digunakan 

di dalam kajian ini bagi mengesan gaya pembelajaran pelajar program Diploma 

Keusahawanan, Kolej Profesional MARA Bandar Melaka. Antara persoalan yang ingin 
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dijawab adalah apakah gaya pembelajaran yang dominan yang diamalkan oleh pelajar?  

Selain itu, apakah gaya pembelajaran pelajar mengikut jantina, prestasi akademik, dan tempat 

tinggal? Justeru, kajian ini dijalankan bagi menjawab persoalan-persoalan tersebut. 

 

 

OBJEKTIF KAJIAN 

 

Terdapat dua objektif kajian: 

1. Mengenal pasti gaya pembelajaran yang diamalkan oleh pelajar Program Diploma 

Keusahawanan, Kolej Profesional MARA Bandar Melaka secara keseluruhan. 

2. Mengenal pasti gaya pembelajaran pelajar program Diploma Keusahawanan mengikut 

jantina, tempat tinggal dan prestasi akademik. 

 

 

KEPENTINGAN KAJIAN 

 

1. Pihak kolej dapat mengenal pasti serta mengatur strategi pengajaran dan 

pembelajaran. 

2. Pihak kolej boleh memperbaiki atau mengubahsuai sama ada peraturan atau 

infrastruktur di dalam usaha menyediakan suasana persekitaran yang kondusif. 

3. Hasil kajian ini akan menjadi nilai tambah dalam bidang ini. 

 

 

TINJAUAN LITERATUR 

 

Gaya pembelajaran perlu difahami kerana setiap individu memproses maklumat yang 

diperolehi dengan cara yang berbeza. Dari konteks psikologi, pembelajaran ditakrifkan 

sebagai perubahan tingkah laku individu yang dihasilkan oleh pengalaman dan alam 

sekitarnya (Carlson 1987). Mengetahui bagaimana seseorang individu belajar dan mengapa 

individu ini belajar dengan gaya yang tertentu membuka lebih banyak misteri dalam 

perkembangan pembelajaran. Pemeringkatan kognitif pelajar mungkin tidak berhubung 

dengan umur dan pencapaian mereka. Menurut Dunn dan Dunn (1978), gaya pembelajaran 

merujuk kepada cara bagaimana elemen dari lima rangsangan asas yang mempengaruhi 
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keupayaan seseorang untuk memahami dan berinteraksi serta bertindak balas kepada 

persekitaran pembelajaran.  

 

Teori kognitif menggariskan perkembangan tahap pembelajaran manusia berdasarkan 

umur. Walaupun ia bukan merupakan penentu yang muktamad namun secara umum umur 

banyak dikaitkan dengan kematangan dan kecenderungan seseorang itu memilih atau 

mengikuti sesuatu gaya pembelajaran yang tertentu.  Pelajar lelaki yang muda lebih 

menggemari dimensi pembelajaran melalui simulasi dan permainan pengajaran manakala 

pelajar yang lebih dewasa suka kepada cara kuliah, arahan berstruktur, latih tubi dan hafalan.  

 

Kajian yang dijalankan bagi melihat wujudnya hubungan antara jantina dan strategi 

pengajaran dan penilaian (Nelson 1996) menunjukkan bagaimana jantina memberi kesan 

kepada penyelesaian masalah. Tyson (1996) mendapati pelajar perempuan tidak 

menunjukkan tahap kognitif yang tinggi dalam pencapaian prestasi subjek Matematik sebaik 

pelajar lelaki tetapi perbezaan tidak menunjukkan perbezaan yang signifikan.   

 

Seterusnya, Harless (1996) pula mengatakan terdapat hubungan antara jantina dengan 

gaya pembelajaran dan perbezaan yang signifikan antara pelajar lelaki dan perempuan pula 

tidak begitu ketara. Dapatan ini disokong oleh kajian tinjauan yang dijalankan oleh Nik Mohd 

Rahimi (2000), menunjukkan tidak ada perbezaan yang signifikan antara kumpulan pelajar 

lelaki dan perempuan dalam keempat-empat gaya pembelajaran.    

  

Solomon dan Kerndall (1979) juga mengutarakan isu jantina kerana didapati bahawa 

pelajar perempuan lebih kerap memilih untuk terlibat dalam aktiviti yang sangat berstruktur 

manakala pelajar lelaki cenderung kepada struktur yang lebih rendah. Mior dan Jessel (1989) 

berpendapat bahawa pelajar perempuan lebih mudah dipengaruhi dengan pemikiran yang 

tidak adil terhadap situasi peribadi dan kolektif.  Mereka harus digalakkan untuk menyiasat 

struktur dan berfungsi dalam kumpulan. 

 

Kecenderungan gaya belajar individu dengan mudah dapat dikenal pasti dengan 

menggunakan inventori Gaya Pembelajaran Dunn, Dunn & Stevenson (1997). Dunn (1995) 

menyatakan bahawa kajian Mohd Najib dan Nor Shafrin (2008) tentang gaya pembelajaran 

mempunyai hubungan dengan pencapaian pelajar sama ada pencapaian tinggi atau rendah.  
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Walau bagaimanapun, kajian Megowan (1998) ke atas 68 orang pelajar Amerika dari Fakulti 

Teknologi Perindustrian di Universiti Mississipi menunjukkan tidak terdapat hubungan gaya 

pembelajaran dengan pencapaian akademik. Dapatan yang sama diperolehi oleh Cavanagh 

dan Stephen (1995) dalam kajiannya ke atas 192 orang pelajar jururawat menggunakan 

inventori gaya pembelajaran Kolb. Mereka mendapati tiada perhubungan yang signifikan 

antara gaya pembelajaran dengan pencapaian. Kajian Norihan Abu Hassan (2001) juga 

mendapati tidak wujud perbezaan gaya pembelajaran antara pelajar pandai, sederhana dan 

lemah dalam mempelajari matapelajaran matematik.  Dapatan ini memberi implikasi bahawa 

kesan positif gaya pembelajaran adalah sama ke atas semua pelajar walaupun mereka 

mempunyai keupayaan yang berbeza.  

 

 

REKA BENTUK KAJIAN 

 

Reka bentuk kajian yang digunakan adalah kajian tinjauan berbentuk deskriptif iaitu dengan 

mengumpul data menggunakan soal selidik.  Kajian berbentuk deskriptif akan dapat 

memberikan gambaran atau maklumat mengenai sesuatu pada masa tertentu, di samping 

membantu untuk membuat perancangan pada masa akan datang (Wiersma 1995; Mohd Majid 

Konting 1999). 

 

POPULASI DAN SAMPEL KAJIAN 

 

Populasi kajian terdiri daripada pelajar Program Diploma Keusahawanan yang menuntut di 

Kolej Profesional MARA Bandar Melaka. Dalam kajian ini, pemilihan sampel dibuat secara 

rawak (Babbie 2001; Mertens 1998; Mohd Majid 2005). Populasi kajian dibahagikan 

mengikut jantina, semester dan tempat tinggal pelajar. Saiz sampel kajian dipilih berdasarkan 

formula penentuan saiz sampel yang dikemukakan oleh Bahagian Penyelidikan, National 

Education Association dan jadual menentukan saiz sampel yang dikemukakan oleh Krejcie 

dan Morgon (1970).  Sampel kajian ini terdiri daripada 106 orang pelajar.  
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INSTRUMEN KAJIAN 

 

Soal selidik ini terdiri daripada dua bahagian, iaitu Bahagian A mengandungi soalan yang 

merujuk kepada ciri-ciri demografi responden iaitu jantina, umur, kolej, program pengajian, 

nilaian TPNG dan tempat tinggal. Manakala Bahagian B mengandungi 45 item yang telah 

diterjemahkan dan diubahsuai daripada soal selidik gaya pembelajaran Model Dunn & Dunn 

(1978).  Lima aspek pola pembelajaran yang dikaji mengikut Model Dunn dan Dunn adalah 

persekitaran, emosional, sosiologikal, fizikal dan psikologikal.  Ringkasan bilangan item 

mengikut Model Dunn dan Dunn adalah seperti yang ditunjukkan dalam jadual 1. 

 

Jadual 1 : Taburan item bagi setiap kategori pola gaya pembelajaran 

Kategori Gaya Pembelajaran Bilangan Item 

Persekitaran 9 

Emosional 17 

Sosiologikal 5 

Fizikal 9 

Psikologikal 5 

Jumlah Item 45 

 

Bagi mendapatkan respons, skala likert 5 mata digunakan iaitu ‘1’ untuk sangat tidak 

setuju dan ‘5’ sangat setuju. Pengkaji menggunakan kaedah Alfa Cronbach untuk mendapat 

indeks kebolehpercayaan soal selidik.  Nilai pekali Alfa yang menghampiri 1.00 menandakan 

item-item dalam skala itu mengukur perkara yang sama dan menunjukkan item-item tersebut 

mempunyai kebolehpercayaan yang tinggi.  Menurut Mohd Majid Konting (2005), nilai 0.6 

adalah indeks kebolehpercayaan yang paling minimum bagi penggunaan instrumen ini.  

Namun, menurut George dan Mallery (2001) bagi sesuatu instrumen, paras pekali Alfa 

Cronbach mestilah sekurang-kurangnya 0.7. Dalam kajian ini, data soal selidik yang dipungut 

ialah jenis selanjar menggunakan skala sela dikenali ‘semantic differential technique’ . 

Dengan itu, kaedah Cronbach Alpha (Cronbach 1949; Norusis 2005) digunakan untuk 

mengukur kebolehpercayaan antara item.  Nilai Alfa kurang daripada 0.60 dianggap rendah 

dan tidak diterima, nilai Alfa antara 0.60 hingga 0.80 adalah diterima dan nilai Alfa melebihi 

0.80 menunjukkan item-item tersebut mempunyai kebolehpercayaan yang tinggi.  Nilai Alfa 

Cronbach melebihi 0.60 sering digunapakai sebagai indeks kebolehpercayaan dalam 
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penyelidikan.  Kajian rintis telah dijalankan dan kebolehpercayaan bagi komponen-

komponen gaya pembelajaran berada antara α = 0.86 hingga 0.91.  Implikasi daripada nilai 

yang didapati menunjukkan bahawa kesemua item yang digunakan bagi setiap komponen 

dalam soal selidik kajian ini mempunyai nilai kebolehpercayaan yang tinggi dan konsisten. 

 

 

DAPATAN KAJIAN 

 

Kajian yang dijalankan melibatkan responden yang terdiri daripada pelajar Program Diploma 

Keusahawanan yang menuntut di Kolej Profesional MARA Bandar Melaka. Interpretasi skor 

min seperti dalam jadual 2 telah digunakan untuk mentafsirkan purata min skor yang 

diperolehi daripada setiap item. 

 

Jadual 2 : Interpretasi Skor Min 

Skor Min Interpretasi Skor Min 

1.00 hingga 2.33 Rendah 

2.34 hingga 3.66 Sederhana 

3.67 hingga 5.00 Tinggi 

 

Sumber : Barnett 2000; Jamil 2002; Jainabee 2005 & Mumtaz 2008 

 

 

Profil Responden 

 

Kajian ini dijalankan di Kolej Profesional MARA Bandar Melaka. Responden kajian ini 

terdiri daripada 106 orang pelajar Program Diploma Keusahawanan yang mengikuti program 

sepenuh masa. Taburan bilangan pelajar mengikut jantina, tempat tinggal dan prestasi 

akademik adalah seperti dalam jadual 3 hingga 5. 
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Jadual 3 : Analisis Taburan Responden Mengikut Jantina 

Jantina Bilangan Peratus (%) 

Lelaki 39 36.8 

Perempuan 67 63.2 

Total 106 100.0 

 

Jumlah bilangan responden adalah 106 orang. Dari jumlah ini, 39 orang (36.8%) adalah lelaki 

manakala 67 orang (63.2%) adalah perempuan. 

 

Jadual 4 : Analisis Taburan Responden Mengikut Tempat Tinggal 

Tempat Tinggal Bilangan Peratus (%) 

Asrama 80 75.5 

Rumah Sewa 21 19.8 

Keluarga 5 4.7 

Total 106 100.0 

 

Seramai 80 (75.5%) reponden tinggal di asrama yang disediakan oleh pihak kolej. Manakala, 

21 (19.8%) tinggal di rumah sewa dan hanya 5 (4.7%) yang tinggal bersama keluarga. 

Jadual 5 : Taburan responden Mengikut Prestasi Akademik (TPNG) 

Prestasi Bilangan Peratus (%) 

1.66-1.99 1 0.9 

2.00-2.49 5 4.7 

2.50-2.99 53 50.0 

3.00-3.49 41 38.7 

3.50-4.00 6 5.7 

Total 106 100.0 

 

Majoriti responden berada dalam lingkungan kategori prestasi akademik tahap sederhana 

iaitu TPNG 2.50 hingga 2.99 (50.0%), diikuti dengan 38.7% pada tahap tinggi, TPNG 3.00 

hingga 3.49 dan 5.7% responden pada tahap prestasi tinggi iaitu TPNG 3.50 hingga 4.00 dan 

0.9% pada tahap prestasi yang sangat rendah TPNG 1.66 hingga 1.99. 

Analisis Dapatan Gaya Pembelajaran  
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Bahagian ini menjawab soalan bagi melihat kepelbagaian gaya pembelajaran yang 

diamalkan oleh pelajar program Diploma Keusahawanan Kolej Profesional MARA Bandar 

Melaka.  Analisis deskriptif menggunakan nilai min dibuat dengan menunjukkan gaya 

pembelajaran pelajar berdasarkan 5 kategori pembelajaran seperti dalam Model Dunn dan 

Dunn. 

Jadual 6 : Analisis Min Gaya Pembelajaran Keseluruhan 

Gaya Pembelajaran Min  Sisihan Piawaian Interpretasi 

Persekitaran 3.157 0.314 Sederhana 

Emosional 3.719 0.461 Tinggi 

Sosiologikal 3.589 0.573 Sederhana 

Fizikal 3.465 0.533 Sederhana 

Psikologikal 3.496 0.402 Sederhana 

 

Jadual 7 : Analisis Min Gaya Pembelajaran Mengikut Jantina 

Gaya 

Pembelajaran 
Jantina Min Sisihan Piawai Interpretasi 

Persekitaran 
Lelaki 3.2707 .67191 Sederhana 

Perempuan 2.9169 .42963 Sederhana 

Emosional 
Lelaki 3.8039 .54322 Tinggi 

Perempuan 3.6418 .40892 Sederhana 

Sosiologikal 
Lelaki 3.6103 .68048 Sederhana 

Perempuan 3.3940 .68044 Sederhana 

Fizikal 
Lelaki 3.4558 .68055 Sederhana 

Perempuan 3.3101 .55032 Sederhana 

Psikologikal 
Lelaki 3.3795 .71051 Sederhana 

Perempuan 3.3075 .59932 Sederhana 

 

Analisis Gaya Pembelajaran Mengikut Jantina menunjukkan pelajar lelaki mempunyai min 

yang tinggi pada gaya pembelajaran kategori Emosional (min 3.80 SP= 0.543) dan sederhana 

bagi semua gaya pembelajaran yang lain. Pelajar perempuan pula menunjukkan min 

sederhana bagi semua gaya pembelajaran. Walau bagaimanapun, min tertinggi bagi pelajar 

perempuan adalah pada kategori emosional iaitu min (min 3.64 SP=0.409). 
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Jadual 8: Analisis Min Gaya Pembelajaran Mengikut Tempat Tinggal 

 Tempat Tinggal Min 
Sisihan 

Piawaian 
Interpretasi 

Persekitaran 

Asrama 3.0595 .56439 Sederhana 

Rumah Sewa 3.0265 .59099 Sederhana 

Keluarga 2.9333 .21660 Sederhana 

Emosional 

Asrama 3.7368 .45381 Tinggi 

Rumah Sewa 3.6162 .52535 Sederhana 

Keluarga 3.4941 .40026 Sederhana 

Sosiologikal 

Asrama 3.5200 .68592 Sederhana 

Rumah Sewa 3.4476 .56535 Sederhana 

Keluarga 2.8400 .94234 Sederhana 

Fizikal 

Asrama 3.3931 .60289 Sederhana 

Rumah Sewa 3.3386 .59367 Sederhana 

Keluarga 3.0000 .63343 Sederhana 

Psikologikal 

Asrama 3.3700 .62691 Sederhana 

Rumah Sewa 3.2381 .16366 Sederhana 

Keluarga 3.1600 .26077 Sederhana 

 

Analisis Gaya Pembelajaran mengikut tempat tinggal hanya menunjukkan min tertinggi bagi 

pelajar yang tinggal di asrama pada kategori emosional. Kesemua kategori lain berada pada 

tahap sederhana mengikut tempat tinggal pelajar.  

 

Jadual 9: Analisis Min Gaya Pembelajaran Mengikut Prestasi Akademik 

 Prestasi Min 
Sisihan 

Piawaian 
Interpretasi 

Persekitaran 

2.00-2.49 2.9111 .38809 Sederhana 

2.50-2.99 3.2013 .60430 Sederhana 

3.00-3.49 2.8533 .44473 Sederhana 

3.50-4.00 3.0185 .57270 Sederhana 

Min 2.9961 .31450 Sederhana 

Emosional 2.00-2.49 3.6353 .21773 Sederhana 
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2.50-2.99 3.8135 .43590 Tinggi 

3.00-3.49 3.5366 .50946 Sederhana 

3.50-4.00 3.8431 .29451 Tinggi 

Min 3.7071 .45932 Tinggi 

Sosiologikal 

2.00-2.49 3.9200 .86718 Tinggi 

2.50-2.99 3.6679 .60884 Sederhana 

3.00-3.49 3.1561 .66860 Sederhana 

3.50-4.00 3.4667 .58878 Sederhana 

Min 3.5527 .57375 Sederhana 

Fizikal 

2.00-2.49 3.2222 .52705 Sederhana 

2.50-2.99 3.4990 .60373 Sederhana 

3.00-3.49 3.2358 .56557 Sederhana 

3.50-4.00 3.0000 .59628 Sederhana 

Min 3.2393 .52667 Sederhana 

Psikologikal 

2.00-2.49 3.5600 .32863 Sederhana 

2.50-2.99 3.4746 .60140 Sederhana 

3.00-3.49 3.0927 .66045 Sederhana 

3.50-4.00 3.4333 .61210 Sederhana 

Min 3.3894 .40132 Sederhana 

 

Prestasi Akademik pelajar telah dikategorikan mengikut pencapaian TPNG seperti berikut: 

 

Jadual 10 : Timbunan Purata Nilaian Gred (TPNG) dan interpretasi 

TPNG Interpretasi 

2.00-2.49 Rendah 

2.50-2.99 Sederhana 

3.00-3.49 Tinggi 

3.50-4.00 Sangat Tinggi 

 

Analisis Gaya Pembelajaran Mengikut Prestasi Akademik menunjukkan min pada tahap yang 

tinggi bagi kategori emosional untuk pelajar pencapaian sangat tinggi. Ini menunjukkan 

pelajar cemerlang memiliki gaya pembelajaran kategori emosional (min 3.843 SP=0.295 dan 
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gaya pembelajaran paling rendah adalah kategori fizikal (min 3.000 SP= 0.596). Pelajar 

prestasi sederhana juga mempunyai min tertinggi bagi gaya pembelajaran pada kategori 

emosional (min 3.8135 SP=0.4359) dan min terendah adalah pada kategori persekitaran (min 

3.201 SP=0.604). Pelajar berprestasi rendah mempunyai min tertinggi pada kategori 

sosiologikal (min 3.920 SP=0.867) dan min terendah bagi kategori persekitaran (min 2.911 

SP=0.388). 

 

 

PERBINCANGAN DAN IMPLIKASI 

 

Hasil dapatan kajian menunjukkan gaya pembelajaran kategori emosional adalah dominan 

antara lima kategori gaya pembelajaran yang dikaji.  Kategori gaya pembelajaran kedua yang 

diamalkan oleh pelajar adalah kategori gaya sosiologikal.  Kategori yang ketiga ialah kategori 

gaya fizikal dan diikuti dengan kategori gaya psikologikal dan akhir sekali persekitaran. 

Dapatan ini menunjukkan pelajar program keusahawanan mempunyai nilai motivasi yang 

tinggi. Amalan gaya pembelajaran pelajar program keusahawanan ini sangat dipengaruhi oleh 

unsur emosi.  Dapatan ini bertepatan dengan kajian Low (2003) dan Baharin (2003) yang 

mendapati kategori emosional merupakan paling dominan dalam gaya pembelajaran pelajar.   

 

Motivasi dalam kategori emosional ini merupakan elemen paling dominan dalam gaya 

pembelajaran.  Ini menunjukkan motivasi dan dorongan yang diberikan kepada pelajar dapat 

membantu meningkatkan pembelajaran mereka.  Pelajar akan berasa gembira mendapat 

markah atau gred yang baik.  Kesannya, emosi dan motivasi pelajar akan bertambah baik 

apabila pelajar memperoleh markah atau gred yang baik.  Selain itu, maklum balas dan 

teguran daripada rakan, ibu bapa serta pensyarah perlu untuk mendorong pelajar ke arah 

proses pembelajaran yang lebih baik. 

 

Motivasi dikategorikan kepada dua jenis iaitu motivasi intrinksik dan motivasi 

ekstrinsik.  Motivasi intrinsik adalah dorongan dalaman kepada pelajar untuk turut serta 

dalam proes pembelajaran. Dorongan ini adalah seperti keperluan, minat, sikap dan emosi 

yang semulajadi atau berpandu kepada kehendak persekitaran dan pengalaman. Manakala, 

motivasi ekstrinsik adalah desakan dan galakan supaya bertindak untuk mendapatkan 

ganjaran.  Dalam pembelajaran, ganjaran yang dimaksudkan adalah dalam bentuk markah, 
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gred, hadiah dan kedudukan dalam kelas. Dengan adanya kedua-dua motivasi ini, pelajar 

akan berusaha bersungguh-sungguh demi mencapai kejayaan dalam bidang pengajian 

mereka. Pensyarah juga perlu memberi arahan yang jelas dan berobjektif bagi meningkatkan 

kefahaman pelajar dan mendorong mereka supaya belajar dengan lebih berkesan.  

 

Kajian Nelson (1993) dan Zamri dan Mohamed Amin (2000) mendapati kesesuaian 

dan kepadanan gaya pembelajaran akan menghasilkan pencapaian akademik yang baik.  

Dapatan kajian Nelson (1993) terhadap impak faktor gaya pembelajaran ke atas kefahaman 

dan pencapaian pelajar kolej menunjukkan kesan positif gaya pembelajaran ke atas 

pencapaian akademik pelajar, di mana pelajar yang mendapat pendedahan gaya 

pembelajaran, memperolehi pencapaian akademik yang lebih tinggi berbanding pelajar yang 

tidak mendapat pendedahan tentang gaya pembelajaran.  

 

Hasil daripada dapatan kajian ini, para pengkaji mengemukakan beberapa cadangan 

kepada pihak kolej seperti di bawah: 

 

i. Pihak kolej perlu membantu pelajar untuk mengenal pasti dan mengamalkan gaya 

pembelajaran dengan mengadakan bengkel dan kursus bagi meningkatkan 

kesedaran pelajar tentang gaya pembelajaran mereka. 

ii. Pensyarah juga perlu diberi pendedahan bagi memahami gaya pembelajaran 

pelajar agar perancangan proses pengajaran yang lebih berkesan dapat 

dilaksanakan. Di samping itu, kepelbagaian dalam proses pengajaran dan 

pembelajaran perlu diterapkan agar pelajar lebih bermotivasi dari aspek emosi 

mereka. 

iii. Penstrukturan semula kurikulum Program Diploma Keusahawanan yang 

dilakukan oleh pihak kolej selaras dengan dapatan kajian ini.  Program 

keusahawanan yang dilaksanakan ini telah ditambah nilai dengan kurikulum 

‘hands on’.  Pelajar diberi peluang perniagaan atau simulasi perniagaan sebenar di 

kolej untuk mempraktikkan apa yang telah dipelajari.  Modal untuk membeli 

bahan bagi membuka perniagaan diberi oleh pihak Bahagian Pembangunan 

Usahawan MARA.  Hal ini selaras dengan gaya pembelajaran kategori ransangan 

sosiologi yang dimiliki oleh majoriti pelajar prestasi sederhana. Ransangan 

sosiologi yang melibatkan perhubungan dengan rakan sebaya dan orang dewasa 
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menunjukkan tret keusahawanan yang dimiliki oleh pelajar yang bakal menjadi 

usahawan. 

iv. Pihak kolej juga perlu mengadakan program motivasi dari semasa ke semasa bagi 

memberi suntikan kepada pelajar untuk terus berjaya.  Tanggungjawab yang 

diberikan oleh pihak kolej untuk pelajar melaksanakan sesuatu perniagaan atau 

karnival keusahawanan perlu diteruskan kerana dapatan kajian menunjukkan gaya 

pembelajaran kategori emosional juga dimiliki oleh pelajar keusahawanan ini. 

v. Pihak kolej dan pensyarah juga perlu memberi arahan yang jelas dan berstruktur 

kerana pelajar yang memiliki gaya pembelajaran kategori emosional ini 

memerlukan arahan yang jelas dan berstruktur bagi melaksanakan sesuatu tugasan 

yang diberikan kepada mereka dengan jayanya. 

 

 

CADANGAN KAJIAN LANJUTAN 

 

1. Faktor yang mempengaruhi gaya pembelajaran yang dimiliki oleh pelajar. 

2. Melihat perbezaan antara pelajar yang telah didedahkan kepada pengetahuan gaya 

pembelajaran dengan pelajar yang sebaliknya. 

3. Tahap penguasaan pensyarah tentang gaya pembelajaran pelajar untuk menyesuaikan 

proses pengajaran dan pembelajaran. 

4. Hubungan antara gaya pembelajaran dan pencapaian akademik pelajar. 

5. Kajian yang sama melalui kaedah kualitatif seperti kaedah temu bual atau 

menggabungkan kedua-dua kaedah ini untuk mendapatkan hasil penyelidikan yang 

lebih baik.  

 

KESIMPULAN 

 

Gaya pembelajaran para pelajar dipengaruhi oleh pelbagai faktor. Antaranya ialah 

pembelajaran lampau yang masih diamalkan oleh para pelajar atau disebabkan oleh gaya 

pengajaran dan pembelajaran yang diterapkan oleh sistem pendidikan. Gaya pembelajaran 

setiap pelajar adalah berbeza kerana manusia mempunyai kaedah yang tersendiri dalam 

memproses maklumat yang mereka perolehi. Dengan mengenalpasti kelebihan dan 

kekurangan setiap gaya pembelajaran yang diamalkan, ia akan dapat membantu para 
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pentadbir khususnya pensyarah merangka satu proses pengajaran dan pembelajaran yang 

seimbang sesuai dengan tahap pelajar. 
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Abstract 

 

Empowering others is one of the important elements in achieving successful and 

effective leadership.  To be able to successfully inspire, motivate and empower 

followers is a challenge by itself. This challenge accumulates when the people 

that need to be inspired, motivate or empowered came from the most marginalized 

communities that own very little rights nor power.  It is even more challenging 

when the organization that one is leading is restrictively a small organization or 

institution with limited resources, work force nor financial support.  How can this 

be done and what will it take are questions that needs to be understood and 

decided on towards achieving any noble vision. 

 

Introduction 

 

The term leadership has been defined in various ways according to different individual 

perspectives and different aspects of phenomenon (Yukl, 2002). Rauch & Behling (1984, 46) 

defined leadership as ‘the process of influencing the activities of an organized group toward 

accomplishing its goals’; Leadership is also about ‘articulating visions, embodying values, and 

mailto:ratnaria@uum.edu.my
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creating the environment within which things can be accomplished’ (Richards & Engle, 1986, 

206). ‘Leadership is exercised when persons … mobilize … institutional, political, psychological 

and other resources so as to arouse, engage and satisfy the motives of followers’ (Burns, 

1978:18).  

 

Within the many theories of leadership, transformational leadership (Burns, 1978) is one of the 

important leadership styles that appeals to the moral values of followers in an attempt to raise 

their consciousness about ethical issues and to mobilize their energy and resources to reform 

institutions. With transformational leadership, the followers ‘feel trust, admiration, loyalty and 

respect toward the leader, and they are motivated to do more than they originally expected to do’ 

(Yukl, 2002: 253).  The transformational leadership theories identified four types (Bass, 1985; 

Bass & Avalio, 1990) of transformational behavior namely 1) idealized influence, 2) intellectual 

stimulation; 3) individualized consideration and 4) inspirational motivation.  It is a challenge for 

one to become a transformational leader, the one who are able to successfully inspire, motivate 

and empower followers. This challenge is even more difficult if the people that needs to be 

inspired, motivate or empowered are those who came from the most marginalized communities 

that have very little rights nor power.  It is even more challenging if the organization that you are 

leading are just a small organization or institution with limited resources, work force or financial 

support.  How can this be done and what will it take to achieve such vision or desire? 

 

One person has shown us how she went from a relative obscurity to prominent player in her 

organization’s quest for helping the women, migrants and refugees.  Irene Fernandez is one of 

the distinguished women leaders in Malaysia and has undergone various hurdles in fighting 

injustice and oppression. This case will chronicle how this special leader found her vision, 

outplay the difficult situational context she is in, overcome the challenges and follow through in 

a way that positively empower others through her transformational leadership behavior namely 

inspirational motivation, individualized consideration, and intellectual stimulation as well as 

idealized influence for the betterment of others.     
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Developing a vision 

Irene Fernandez (a Malaysian citizen born in 1946) was an ex high school teacher and also a 

mother of three children. She started her life as an activist as early as 20 years old when she has 

been actively engaged in the Young Christian Workers Movement where she monitored the 

working conditions of Malaysia’s plantation and industrial workers (Asian Human Rights 

Commission, 2004).   

 

Irene Fernandez is a highly controversial person with very deep concern on the issues of migrant 

workers especially those that involve women.  Irene Fernandez compassion for the migrant 

workers and the poor may originate from her experience when her own father was a migrant 

worker from Kerala India, who worked in the rubber plantations during the British rule in 

Malaysia. This part of history gives her the first-hand experience and understanding of the pain, 

anxiety and discrimination when growing up in a migrant workers condition.  Fernandez long 

history of activism, constant effort and persistence is mostly based on compassionate ground, 

and was maintained through her sincere feeling of responsibility and need to help and empower 

others without expecting any personal gain. 

 

Fernandez vision was clearly expressed when she delivered her speech during her acceptance of t

he Right Livelihood Awards (2005b) when she stated that: 

‘we must change the rules of the global economy, for it is the logic of global 

capitalism that is the source of the disruption of society and of the environment. 

The challenge is that even as we deconstruct the old, we dare to imagine and win 

over people to our visions and programs for the new. We need to take this 

challenge for we can no longer see and watch people dying, women sold and 

forced into prostitution, families torn apart, racism and xenophobia pushing its 

ugly head through violence and children denied a future. We must protect life for 

life is creation. Let it be life in Mozambique or in Cambodia, in Malaysia or in 

Sweden, it is the same. And to Life we must give the highest value. It is only 

when we do this we can call ourselves human beings.’ 

 

In working towards achieving her vision, Fernandez has contributed a lot to the society.  She esta
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blished a consumer education programs which taught young children about basic needs, safety an

d environmental protection.  She also creatively worked with grassroots organizations which suc

cessfully led to laws against domestic violence, sexual harassment and improvements to rape law

s. Fernandez became the first women leader to organize the first textile workers union and develo

ped programs to create trade unions in free trade zones. Her contribution flows much wider when 

this special lady chaired the Coordination of Action Research on Aids and Mobility in Asia 

(CARAM-Asia), the Pesticide Action Network Asia and the Pacific (PAN AP) and board 

member of the International Council of Aids Service Organisations (ICASO). She was also the 

founding member of Asia Pacific Forum on Law and Development, former executive member of 

Committee on Asian Women (CAW) and a founding member of Suara Rakyat Malaysia 

(SUARAM), All Women’s Action Movement (AWAM) and Women’s Development Collective 

(WDC). (Asian Human Rights Commission, 2004). 

 

Situational contexts 

Fernandez true leadership qualities outshines even when she was in a difficult situational context.  

Many situational factors seems to be against her in her attempt to achieve her vision.  This 

include the characteristics of the followers or the people that she is leading, the type of 

organization she is in, and the nature of the external environment that does not seem to be 

strongly supporting what she wants to accomplish.  

a) Characteristics of the followers 

The followers or the people that Fernandez seeks to protect, motivate and empower presents a 

challenge to Fernandez leadership as they are the marginalized few that are easy to be exploited 

and taken advantage of.  Half of the total of migrant workers in Malaysia came from Indonesia 

and others from Bangladesh, Nepal, Burma, India, Vietnam, Cambodia and the Philippines who 

came to Malaysia to work without much knowledge about Malaysian language, laws nor culture. 

More and more immigrant workers coming to Malaysia are women mostly working as domestic 

maids and labourers (Fernandez, 2005a).  A research done in the Malaysian electronics industry 

revealed that, around 300,000 migrant workers employed, 70-80% are women (Bormann, 

Krishnan & Neuner, 2010). Studies showed that women, immigrants and ethnic minorities 

(which are the perfect combination of a woman immigrant) are more vulnerable to being exposed 
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to violations of their dignity and often experience greater negative consequences (Essed, 2010). 

Adding to the danger of being exploited, a big percentage of this workforce consists of women 

coming from remote villages with limited education, money and facing the problem of language 

barrier (Fernandez, 2005a).  

 

The immigrants chose to migrate to Malaysia which comparatively has thriving economy, 

various job opportunities and attractive remuneration in order to aim for self or family survival 

from their own country which has bad economy and political conditions as well as having the 

desire to experience greater freedoms (Kuppusamy, 2012). The desire to support their family’s 

basic needs such as medical costs or siblings’ education, or to save money to start a small 

business upon return became the principle motivation to face uncertainties and work in a new 

place and environment (Bormann, Krishnan & Neuner, 2010). Thus, the migrants are ready to 

take on the "3-D" jobs - dirty, dangerous and demeaning jobs that Malaysian themselves avoid 

doing due to its nature and low wages being offered.  The types of jobs normally done by the 

immigrants are the semi skilled and unskilled foreign workers category, namely manufacturing, 

plantation, agriculture, construction or services sectors (The Malaysia Government Official 

Portal, 2012).  These jobs remained largely unfilled and its high demand caused some migrant 

workers being recruited illegally to fill the gap (Abubakar, 2002).  Yet, more and more job 

sectors are open to migrant workers when MIDA, the Malaysian Investment and Development 

Authority, from 2011 open another 11 subsectors for foreign employment such as restaurant jobs, 

cleaning services, cargo handling and etc.   

 

Some women immigrants are blessed with happy working conditions, good treatment and some 

even feel that Malaysia is just like their own homeland, thankful for the opportunities for them to 

acquire important skills stating that comparatively working life is much easier in Kuala Lumpur 

than in other parts of the world (Zolkipli, 2012). In many accounts also, legal migrant workers 

absconded from their legal but lower paid jobs to work illegally in a higher paying jobs 

(Abubakar, 2002). For instance, a popular recourse for woman migrant workers was to become a 

part-time domestic helper in urban middle class homes where they can get as much as RM35 for 

three hours work of washing windows and ironing clothes.  The Information, Communications 

and Culture Minister Datuk Seri Rais Yatim also noted that thousands of migrant workers are still 
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pouring into the country either legally or illegally (Lim, 2012), Studies examining the working 

environment and living condition of foreign migrant workers in selected areas in Kuala Lumpur, 

also indicate that most of the foreign migrant workers feel comfortable working at their 

workplace and perceived a conducive living conditions (Hamid et al, 2010).   

 

Unfortunately, some unlucky ones do have a different story to tell as they have become the 

objects of exploitation, physical abuse, violence and rape (Fernandez, 2012). Some Indonesian 

maids for instance have been physically and sexually harassed, even leading to death (Moniaga, 

2008).  Some are forbidden to leave their workplace and caught in situations of trafficking and 

forced labor, deceived about the conditions and type of work, confined in the workplace and not 

paid at all (Nisha, 2009). Another research also revealed that most of female Burmese migrant 

working in Malaysia work under great pressure and stressful environment (Harima, 2012).   

 

Although the Malaysian Human Resources Minister had in 2008 questioned the legality of 

employers holding the foreign workers’ passport, majority of the women interviewed only had a 

photocopy of their passport as the originals were held by their employers (Harima, 2012). 

Without their original passports, migrant workers may be arrested, detained, whipped and 

deported back to their country (Fernandez, 2012). Although the Malaysian government does not 

impose levy upon foreign workers but employers, the women migrants salary was deducted for 

the levy, medical expenses, cleaning costs, accommodation and etc (Harima, 2012). Some 

migrant workers had to live in overcrowded and cramped conditions as their employers did not 

provide proper living facilities. In other instances, ‘illegal immigrants’ were detained in 

immigration detention camps which allegedly offers cruel, degrading and inhuman conditions 

(Loh, 2010). 

 

b) The type of organization 

Fernandez is dedicated to a very opiniated yet important Malaysian non-governmental 

organization dedicated to protecting the rights of women, migrants and refugees, an organization 

meant for the most marginalized community.  Fernandez took the role of being the Director and 

co-founder of Tenaganita, which means ‘Women’s Force’. Tenaganita founded in 1991 is an 
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organization born out of the struggles of women workers in the plantations and in the industrial 

sector with a mission to promote and protect the rights of women workers and migrant workers, 

to create an enabling environment and to empower workers to achieve their full potential in 

society and to facilitate an environment for migrant workers and women workers in order to 

reduce HIV/AIDS vulnerability (Tenaganita, 2012).  This non-profit organization believes in 

mobilizing and empowering communities to understand, uphold and defend their own rights. 

Tenaganita’s activities involve in the monitoring of arrest and detention of migrants, the violation 

of their labour rights, their health and HIV/AIDS, education and training about labour and 

immigration laws, occupational health and adapting to life in Malaysia. 

 

Despite the claim that non-governmental organizations in Malaysia and Singapore are heavily 

restricted from responding to economic and legal problems experienced by migrant workers 

(Piper, 2006), from 2004 to 2007, Tenaganita, with the help of the Malaysian police has been 

able to rescue 148 abused Indonesian maids who called their Domestic Workers Action Line; 

recorded 1,050 human rights violations such as non-payment of wages and sexual and physical 

abuse (Moniaga, 2008). Tenaganita has also worked with the Legal Aid centre and relevant 

Malaysian authorities such as the police, labour and Immigration Department and Inland 

Revenue in coordinating or negotiating with ex-employers.   

 

Over the years Tenaganita has also been able to provide shelter to many trafficked women and 

abused migrant women with the generous help and combined efforts of Malaysian citizen 

coming from all levels of society. In 2011, Tenaganita manage to handle 453 migrant cases who 

were victims of labour trafickking, including migrant workers, refugees and domestic workers. 

Most violations involve the problem of unpaid wages, arrest, detention & deportation, denial of 

days of rest, overtime wages not paid, and absence of employment contract (Fernandez, 2012).  

 

c) The nature of the external environment 

The circumstances that Fernandez have to face in order to accomplish her vision is that although 

Malaysia acknowledged the presence of migrant workers as contributing much to the 

development of Malaysia since the Asian financial crisis in 1997 (Abubakar, 2002) but the 



National Case Study Conference (NCSC) 2013, Kota Kinabalu, Sabah  20-22 June 2013    

 

 

751 
 

country also face several problems relating to migrant workers that generally revolves around 

their illegal entry across Malaysian borders, and also the human rights issues such as labour 

exploitation of both legal and illegal migrant workers by their agents or employers.  In August 

2011, a big number of 2.3 million migrant workers registered under the Malaysian government’s 

official registration programme while it was believed that many more migrant workers never 

came forward to register (Bernama, 2011). It was said that these migrant workers are needed but 

not wanted (Gurowitz, 2000).  

 

Nevertheless, studies posited that Malaysian firms will continue to demand migrant labours as 

long as it remained a cost-effective alternative (Solehah & Dicks, 1999). Malaysia has one of the 

highest percentage of foreign workers in the world (Gurowitz, 2000).  The excess demands for 

labour, rapid economic growth, cheaper cost of foreign workers and industrialization contributes 

to the growing number of migrant workers in Malaysia (Noor et al, 2011).  From the 

macroeconomic point of view, legally registered foreign workers constituting about 16% of the 

labour force in Malaysia produce a good impact to the receiving countries (Noor et al, 2011). 

Migrant labour was also said to be the cornerstone of Malaysia’s rapid high growth strategy.  For 

the migrant workers, migrating abroad as domestic workers and in the agricultural and industrial 

industry are much more lucrative than doing similar jobs in their own country (Moniaga, 2008).   

 

The public also have adverse views on the migrants. Some members of the Malaysian public 

tend to perceive migrant labour as the bearers of many economic and social ills, some render the 

migrant women’s presence in their household invisible (Chin, 2003), some Malaysians do view 

that they are just another human being who have substantially contributed to our well being and 

do not deserved to be exploited but instead needed support and protection against exploitation or 

oppression.  

 

Facing the challenge 

Empowering the most marginalized community certainly had its own challenges.  This can only 

be faced by one who have the sense of responsibility, with the sincere desire to help and 

empower others without expecting any personal gain.  Such personality was shown by Irene 
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behavior in being consistent with her aim to protect the poor and oppressed no matter who they 

are and notwithstanding what implication it will have for herself. The transformational 

leadership displayed by Fernandez force her to cope with contradictions and constant struggle to 

find the best solution possible.  The everyday life of a leader is characterized by inconsistencies, 

contradictions, dilemmas and conflicts that he or she must solve (Pinnow, 2011). Not every 

divergent conditions, interests and goals can be overcome and this always his forces leaders to 

perform balancing acts and enter difficult compromises. 

 

In August 1995, Fernandez used her role as the Director of Tenaganita to make a public report 

about abused immigrants held in centers pending deportation entitled, ‘Abuses, Torture and 

Dehumanised Treatment of Migrant Workers at Detention Centres’.  The report was based partly 

on the information passed to her by a team of reporters from The Sun,  (a local Malaysian 

newspaper) after it was blocked by the editors from printing. This report exposed the inhumane 

conditions in the detention centre which includes overcrowding, unhealthy conditions, 

insufficient food, water and medical treatment in the detention centres. It was alleged that at least 

42 detainees had died in Semeyih Detention Centre. Ten of the immigrants had died of beri-beri 

while twelve had died of gastric.  

 

This uncomfortable news has led to her arrest and she was put on trial for maliciously publishing 

"false news" chargeable under the Printing Presses and Publication Act on the alleged torture and 

deaths in detention centres for undocumented migrant workers. The police questioned her in 

relation to alleged criminal defamation charges regarding the organisation's research, and 

charged her with withholding evidence when she refused to hand over research documents. Her 

trial went on from 10 June 1996 until 2003, during which time Irene has been on bail and her 

passport impounded by the court. After a long 7 years wait (the longest criminal trial in the 

Malaysia's history), The Kuala Lumpur magistrate's court ruled Fernandez' report - the torture, de

nial of medical treatment, forced stripping, lack of proper food, unsanitary toilets and police corr

uption in detention centers toward migrant workers held for deportation from Malaysia - to be fal

se. Fernandez was found guilty and convicted of "maliciously publishing false news," under Sect

ion 8A(2) of the Printing Presses and Publications Act (1984).  This is despite the fact that the M

alaysian government did admit to 46 detention-center related deaths.  
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Facing a maximum sentence of three years, Fernandez was sentenced to one year of 

imprisonment. At her sentencing of one year imprisonment, Fernandez expressly wishes for a pe

aceful society where one do not have to fear state violence (Asian Human Rights Commission, 2

004). The Western media (Standring, 2008) praising Fernandez strength and endurance stated tha

t:  

“Irene Fernandez embodies the best of Malaysia - grace, strength, courage and en

durance - even as the worst elements of Malaysian power have long sought to sile

nce her. Few would have the determination to gut through the uncertainty of facin

g prison and all the horrors it might hold, but Fernandez has endured a 13-year leg

al ordeal. As an advocate of non-violence and legal means, Fernandez draws atten

tion to the plight of the undesirables with her personal struggles. ”  

 

She appealed against the decision at the Criminal High Court in Kuala Lumpur and was released 

pending appeal.  Despite this, she was never deterred but continued to persistently work on behal

f of women, children, migrant workers and the poor in Malaysia. As a convicted criminal, her fre

edom was restricted and she was barred as an election candidate. Finally, in November 2008, the 

Malaysian High Court Justice overturned Irene’s earlier conviction and acquitted her, thus ending 

the 13 year case.  

 

A few memorable cases keeps her going such as the victory gained after a six year battle against 

Chong Wah Plastics, where the Federal Court recognize migrant workers as equal to local worke

rs in terms of wages, benefits and treatment (Lee, 2012).  The courage, strength, passion, commit

ment and determination of this inspirational leader in serving the powerless since 1970s until pre

sent have been recognized by the world causing her to be awarded the Right Livelihood Award 

2005 for her "outstanding and courageous work to stop violence against women and abuses of 

migrant and poor workers". Established in 1980, the Right Livelihood Award honors and support

s those "offering practical and exemplary answers to the most urgent challenges facing us today." 

Fernandez is one of 133 Laureates from 57 countries. 
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Empowering others despite all odds 

A necessary condition for effective and authentic leadership is ‘the creation of empowered 

followers in pursuit of a moral purpose, leading to moral outcomes that are guided by moral 

means’ (Antonakis, Anna, & Sternberg, 2004: 5).  Empowering others is just what Fernandez has 

constantly been working towards despite all odds. Empowerment, according to the Oxford 

English Dictionary, refers to giving people authority or power – giving people the ability, or 

making them able, to do something or act in a particular way. The idea of empowerment has 

expanded to include sharing power, energizing employees, enhancing self-efficacy by reducing 

powerlessness ad increasing motivation at work (Menon, 2001).   

 

Such effort of empowerment is evident when Tenaganita, the organization under Fernandez lead 

manage to build and empower the oppressed communities, particularly women and migrant 

workers simply by providing the avenue for expression, sharing and taking actions to protect and 

claim their rights (Fernandez, 2005b). By using human rights law as a tool, women migrant 

workers may be empowered (Satterthwaite, 2005). Amongst Tenaganita activities, it provides 

migrant workers with clinics that offer free legal advice, representation and assistance to migrant 

workers who legally came to Malaysia. Tenaganita has successfully empower former domestic 

workers who had been abused in the Malaysian homes to officially launch the Domestic Worker 

Action Lines in 2004 which opens 24 hours a day for domestic workers and the public to call 

(Academy for Educational Development, 2006).  

 

Irene’s style of leadership portrays the four important elements of transformational leadership 

which are: a) inspirational motivation, b) individualized consideration; c) intellectual stimulation 

and d) idealized influence.  Inspirational motivation refers to behavior that includes 

communicating an appealing vision, using symbols to focus subordinate effort, and modeling 

appropriate behaviors. Individualized consideration refers to behavior that includes providing 

support, encouragement and coaching to followers.  Intellectual stimulation increases follower 

awareness of problems and influences followers to view problems from a new perspective. 

Idealized influence refers to behavior that arouses strong follower emotions and identification 

with the leader.  
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a) inspirational motivation 

Irene Fernandez is a prime example of intrinsic motivation and contagious passion. ‘The 

contagious passion of outstanding leaders is not just a flash in the pan.  It burns persistently and 

nothing can extinguish it. Such leaders are characterized by an extraordinary determination, 

which is not diminished by setbacks or obstacles’ (Pinnow, 2011:186). Fernandez displays the 

symbol of inspiration for her followers, when she courageously undertook to face the 13 year 

long of restrictions by the government and yet she is still brave in voicing what she considers 

unjust or unfair.  This conviction of the rightness will radiate to all others and inspire them. 

Outstanding leaders such as Fernandez spark something in other people.  She passes along the 

passion that burns in them and kindle it in others through their words, enthusiasm and 

commitment. Energy, perseverance, determination, self-confidence and the believe in a common 

goal inspires and motivates her followers which are key characteristics of good leaders.  Until 

today Fernandez is still bold in her voice against injustice.  

 

b) individualized consideration 

Fernandez also displays consideration for individuals, and more oriented to enhancing others’ 

self-worth which is arguably commonly found in women leadership style (Antonakis, Anna & 

Sternberg, 2004). Studies widely assumed that women are more ‘in touch’ with their feelings 

than men and that they react more emotionally and are better able to read emotions in others; 

women also show greater emotional expression than men, they experience emotions more 

intensely and they are better at reading nonverbal and paralinguistic  cues than men. (Robbins, 

2003: 109). Leadership must always has something to do with people requiring a leader to use 

both logic and emotions. Leading involves feeling, an insight and leading simply undertake the 

love of people (Pinnow, 2011).  Such love and compassion is also reflected in Fernandez 

leadership style as she always consider different individual problems, situations and capabilities 

in order to collaborate, build networking and gain the trust from the migrant workers so as to 

empower them to get out of their oppressive situation.  

c) intellectual stimulation 

Fernandez has consistently make an effort to stimulate the intellectual capabilities of the people 

that she lead by working at the grassroot level and increase people’s awareness of problems and 
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influences them to view problems from a new perspective. Her consistent quest to stimulate the 

intellectual of the oppressed group is evident as early as in 1972 when she became the national 

president of the Malaysian Young Christian Workers Movement (YCW), she managed to 

organize the first textile workers union and initiate programmes to create trade unions in the free 

trade zones.  She also developed women leaders in the labour movement. In 1976, she joined the 

Consumers Association of Penang (CAP) and worked on consumer education, launching the 

consumer clubs for secondary school children to teach them about basic needs, safety and 

protection of the environment. Apart from educating children she also focus on rural women 

establishing beneficial consumer programme related to breast-feeding campaign and the Nestlé 

boycott. In 1986, she led campaigns to stop violence against women resulting to the increasing 

number of women's groups in Malaysia. One of it was one of the strongest women's advocacy 

groups in Malaysia called All Women's Action Society (AWAS), in which Fernandez herself was 

president for five years. Fernandez also played an important role in changing the laws related to 

rape, in particular, the Domestic Violence Act and the Sexual Harassment Code.  Fernandez was 

also the founder member of Asia Pacific Women Law and Development (APWLD), a regional 

organization that was designed to bring together women lawyers and activists to look at women’s 

law across the Far East (Asian Human Rights Commission, 2004).  

 

d) idealized influence 

Fernandez also presents an idealized influence by portraying behaviors that arouses strong 

follower emotions and identification with the leader.   Fernandez always took the role of a strong 

dedicated lady leading an organization that protects women and the most marginalized 

community in Malaysia.  Her strength and determination to fight injustice and oppression 

continues despite being opposed even by the highest authority.  In her recent interview with 

Jakarta Post, April, 30 2012 Fernandez sparked another tension with the Malaysian government 

when she claimed that migrant workers in Malaysia were subjected to exploitation, unfair labor 

practices and often stopped and harassed by uniformed personnel, in a country that has no legal 

framework to protect, regulate or ensure the safety of immigrants.  Nevertheless, the Malaysian 

Deputy Human Resources Minister Datuk Maznah Mazlan slammed Fernandez's remarks as 

unethical, inaccurate and unpatriotic while another two different agencies dealing with foreign 
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labor described them as unfair and a gross generalization (Anis, Sipalan & Shagar, 2012).  

Maznah said that Malaysia has sufficient laws to protect all workers, including foreign workers 

although there are no specific laws for migrant workers.  Fernandez however made a press 

statement (2012) showing strong determination stating that she will not be cowed but will 

continue to speak up for voiceless migrants and the oppressed poor people of Malaysia 

(Kuppusamy, 2012). 

 

Conclusion 

Fernandez active participations in supporting and fighting for various noble causes throughout 

her lives has changed the lives of many disadvantaged people and able to set new precedents for 

many migrant workers.  To be able to achieve this, Fernandez is one of a kind, displaying 

leadership qualities that not many would be willing to stand to. Fernandez has displayed the 

elements of transformational leadership behavior by becoming a true inspirational motivator, 

practicing individualized consideration, embarking on intellectual stimulation as well as 

establishing idealized influence in the course of pursuing justice for the oppressed immigrant 

workers. The extra imagination, charisma, and supreme confidence displayed by Fernandez go 

side by side with her love for people which is needed in every good leader.  

 

Fernandez inspiring leadership story represents an exemplary story of the actual 

transformatioanal leadership.  Using the transformational leadership theory to analyze effective 

leadership, one can learn that leadership and empowerment is mostly based on the compassionate 

ground, responsibility, the need to help and empower others, not only aiming for personal gain.  

This case study presents the story of a women leader dedicated to help other disadvantaged 

women.  Using leadership approach based on the transformational leadership style, Fernandez 

case study may be used as an inspiration to train other leaders to do the same as well as 

becoming a tool to ignite examplary leadership in some organizations. 

 

It is human rights to treat all human well and fair notwithstanding their race, gender or 

background.  Such knowledge, understanding and practice are pertinent and often need to be 

established. But not all leaders especially women leaders from developing countries have the 
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courage to boldly fight for the minorities against the uncertainties.  A woman with three children 

somewhat pave her way against all odds to help other women who cannot promise her anything 

in return. Fernandez is the teller of uncomfortable truths, with a long activist history in protesting 

abuses and enacting reforms.  
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ABSTRAK 

 

Kajian ini dijalankan bertujuan bagi mengkaji kemahiran belajar pelajar Program Diploma 

Keusahawanan di Kolej Profesional MARA Bandar Melaka. Kajian ini melibatkan 106 orang 

responden yang diambil secara rawak berstruktur. Kajian ini berbentuk deskriptif dan 

menggunakan instrumen soal selidik berskala Likert lima mata bagi mengukur enam kategori 

kemahiran belajar oleh Dunn dan Dunn iaitu Kemahiran Membaca, Kemahiran Mengambil 

Nota, Kemahiran Mengurus Masa, Kemahiran Mendengar, Kemahiran Membuat Rujukan 

dan Kemahiran Menghadapi Peperiksaan. Dapatan kajian menunjukkan kategori  Kemahiran 

Mendengar (min 3.67) adalah kemahiran belajar yang paling dominan diamalkan oleh 

responden kajian. Kategori yang kedua adalah ketegori Kemahiran Membaca (min 3.61), 

diikuti ketiga ialah kategori Kemahiran Mengambil Nota (min 3.51), keempat ialah kategori 

Membuat Rujukan (min 3.49), kelima adalah kategori Menghadapi Peperiksaan  (min 3.26) 

dan yang keenam iaitu kategori Kemahiran Mengurus Masa (2.82). Tahap penguasaan 

kemahiran belajar yang paling rendah ialah Kemahiran Mengurus Masa. Hasil daripada 

dapatan kajian menunjukkan tahap penguasaan kemahiran belajar yang dimiliki oleh pelajar. 

Di samping itu, usaha perlu dijalankan bagi meningkatkan tahap kemahiran belajar yang 

berada pada tahap minima.untuk meningkatkan keberkesanan pengajaran dan pembelajaran. 
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PENGENALAN 

 

Pembelajaran merupakan kegiatan yang bergantung kepada kemahiran kognitif. Kita boleh 

membezakan mekanisme otak yang digunakan dalam pembelajaran dengan faktor yang 

menggerakkan mekanisme tersebut. Faktor yang menggerakkan mekanisme tersebut 

dipanggil dorongan dan sikap, sementara mekanisme pembelajaran dipanggil kemahiran 

pembelajaran Mace 1976. Adalah menjadi harapan pelajar yang berada di kolej untuk 

mencapai kejayaan samada dalam bidang akademik mahupun kokurikulum. Kejayaan dalam 

bidang akademik adalah sesuatu yang tidak mustahil jika pelajar memperoleh cara atau 

strategi belajar dengan berkesan. Pelbagai faktor penyumbang kepada kejayaan pelajar 

seperti kecerdasan intelek, daya usaha yang berlebihan, tumpuan yang lebih ketika proses 

pengajaran dan pembelajaran serta strategi belajar yang mantap (Khalid, 2005:3). 

 

Sesebuah institusi pendidikan tinggi memainkan peranan dalam mengeluarkan graduan yang 

berkualiti dan menjadi aset kemajuan Negara. Pembelajaran di Institusi Pendidikan Tinggi 

memerlukan komitmen kendiri pelajar.  Menurut Sheal (1994) pembelajaran ialah proses 

mental dan fizikal yang membawa kepada perubahan kualitatif seseorang melihat, memahami 

dan menghayati sesuatu. Proses pembelajaran tidak hanya berkaitan penambahan 

pengetahuan dan mengingat semula apa yang telah dipelajari. Pembelajaran perlu memberi 

fokus kepada aktiviti menguasai konsep dan maklumat  pengetahuan dan seterusnya 

mengaplikasikannya di dalam kehidupan di samping  pembentukan sikap (Hargreaves 1996).  

 

Kolej Profesional MARA Bandar Melaka (KPMBM) adalah sebuah institusi pendidikan yang 

beroperasi di bawah kelolaan Bahagian Pendidikan Tinggi, Majlis Amanah Rakyat (MARA). 

Kolej ini menawarkan dua kursus di peringkat diploma iaitu Kursus Diploma Keusahawanan 

(DEn) dan Diploma Perbankan Islam dan Kewangan (DBF). KPMBM telah beroperasi sejak  

tahun 2009 dan sehingga kini telah melahirkan seramai 249 orang graduan. Justeru, kajian 

mengenai kemahiran belajar ini telah dibuat untuk mengetahui apakah kemahiran belajar  

yang dominan dengan individu pelajar Program Keusahawanan KPM Bandar Melaka dan 

kesannya terhadap pencapaian akademik. 
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PERNYATAAN MASALAH 

 

Enam aspek kemahiran belajar yang dikaji iaitu kemahiran mengurus masa, kemahiran 

membaca, kemahiran mengambil nota, kemahiran membuat rujukan, kemahiran mendengar 

dan kemahiran menghadapi peperiksaan yang dijangka mempengaruhi prestasi akademik dan 

belajar seseorang (Yahya Othman, 2003; Mohd Nashuha Jamidin et al., 1995). 

Kemahiran mengurus masa adalah cara menggunakan masa dengan betul. Kemahiran 

membaca adalah proses berfikir yang melibatkan pemikiran berkaitan dengan perkara 

tersurat, tersirat dan mengaplikasikan maklumat yang diperoleh melalui kuliah, daripada 

buku ataupun daripada sumber lain. Kemahiran membuat rujukan adalah membaca atau 

mencari bahan rujukan tambahan untuk mendapatkan maklumat dan kemahiran mendengar 

adalah aktiviti mendengar dan menyimpan maklumat yang diterima dengan maklumat yang 

sedia ada dalam ingatan. Kemahiran menghadapi peperiksaan adalah mengetahui cara 

menghadapi dan bersedia untuk peperiksaan. 

 

Model Dunn dan Dunn (1978) telah digunakan di dalam kajian ini bagi mengesan kemahiran 

belajar pelajar Program Keusahawanan Kolej Profesional MARA Bandar Melaka.  Apakah 

kemahiran belajar yang dominan yang diamalkan oleh mereka? Di samping itu, apakah 

kemahiran belajar pelajar mengikut jantina dan prestasi akademik.  Justeru, kajian ini dibuat 

untuk menjawab persoalan-persoalan di atas. 

 

 

OBJEKTIF KAJIAN 

 

Terdapat dua objektif kajian : 

1. Mengenal pasti kemahiran belajar yang dominan bagi pelajar Program Keusahawanan 

Kolej Profesional MARA Bandar Melaka. 

2. Mengenal pasti kemahiran belajar yang dimiliki oleh  pelajar  Diploma 

Keusahawanan  dan mengikut jantina. 

3. Mengenal pasti kemahiran belajar yang dimiliki oleh pelajar mengikut pencapaian 

akademik. 
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KEPENTINGAN KAJIAN 

 

1. Pihak kolej dapat mengenal pasti kemahiran belajar yang dominan bagi pelajar di 

dalam pembelajaran mereka.  

2. Pihak kolej boleh memperbaiki atau mengubahsuai sama ada peraturan atau 

infrastruktur di dalam usaha menyediakan suasana persekitaran yang kondusif. 

3. Hasil kajian ini akan menjadi nilai tambah dalam bidang ini. 

 

 

TINJAUAN LITERATUR  

 

Shiqin (2003) dalam satu kajian kes yang berkaitan proses pembelajaran  bahasa Cina kepada 

pelajar berbangsa asing di Australia menjelaskan dengan lebih terperinci mengenai 

kemahiran belajar yang perlu dikuasai oleh pelajar-pelajar dalam memastikan mereka dapat 

menguasai bahasa tersebut. Sebilangan sampel yang diuji dengan menggunakan kaedah 

bergambar serta ‘flash card’ dapat membantu pelajar mengingati makna atau penggunaan 

perkataan Cina mengikut konteks yang dikehendaki dan mencatatkan markah yang tinggi 

dalam tiga ujian yang dikendalikan berbanding dengan kumpulan yang hanya mendengar dan 

melihat sahaja. Seterusnya,  kajian Ng et al. (2005) yang berkaitan jangkaan terhadap proses 

pembelajaran terarah kendiri dengan menggunakan teknologi maklumat, menunjukkan 

pelajar di sekolah bestari menyedari bahawa kemahiran pembelajaran terarah kendiri 

membantu kearah pencapaian akademik mereka. Pelajar turut menyedari bahawa pengaruh 

motivasi mempengaruhi pembelajaran dan seterusnya membantu pencapaian akademik. 

 

Kajian seterusnya berkaitan tajuk ini dilakukan oleh James, Chris dan Michael (2003). Kajian 

mereka membabitkan 88 respondan yang terdiri daripada  70 orang perempuan dan 18 orang 

lelaki. Dapatan kajian mereka menunjukkan terdapat perhubungan antara kejayaan pelajar 

dengan kemahiran belajar yang dimiliki oleh pelajar menuntut di peringkat ijazah serta 

cabaran pengajaran, strategi respons dan kemahiran belajar.  

 

Bagi mengukuhkan hujah, kita juga boleh merujuk kajian yang dibuat oleh Heidrun dan 

Albert (2005) berkaitan penilaian program pembelajaran kendiri untuk penguasaan  

matematik bagi pelajar berpencapaian rendah di sekolah rendah. Keputusan kajian 
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menunjukkan terdapat perubahan pencapaian akademik sekiranya pelajar bermasalah ini 

dibantu dengan pelbagai kaedah  kemahiran belajar seperti pengurusan masa. Justeru itu, 

berlaku perubahan terhadap kumpulan yang dikaji oleh pengkaji ini.  

 

Hal ini bertepatan dengan pendapat diutarakan oleh Dieter, Petra dan Maria (2005) dalam 

kajian yang bertajuk “Faktor-faktor yang Mempengaruhi Pencapaian Membaca di Jerman dan 

Sepanyol.” Kajian tersebut menggunakan data dari negara Jerman dan Sepanyol,  dan 

dibahagikan kepada dua bahagian iaitu pelajar dan sekolah. Tujuan kajian adalah untuk 

melihat faktor-faktor yang mempengaruhi aktiviti membaca dalam kalangan pelajar di 

Jerman dan Sepanyol. Keputusan kajian ini menunjukkan bahawa faktor positif seperti minat 

dan penumpuan dalam pembacaan akan mempengaruhi pembacaan, seterusnya membantu 

pelajar memahami bahan bacaan. Manakala faktor negatif seperti kegagalan pelajar untuk 

hadir ke sekolah, datang lewat ke sekolah dan tidak melakukan kerja rumah menunjukkan 

pencapaian yang rendah dalam bacaan dan pencapaian akademik. 

 

Kesinambungan daripada itu, kajian Yesim Somuncuoglu (2001) yang bertajuk hubungan 

antara pencapaian orientasi matlamat dan penggunaan pembelajaran boleh digunakan untuk 

melengkapkan maklumat yang dikaji. Hal ini kerana kajian ini mempunyai kaitan dengan 

kajian-kajian yang telah dibincangkan sebelumnya. Tujuan kajian ini ialah untuk mengenal 

pasti sama ada terdapat hubungan yang signifikan antara pencapaian pelajar dan penggunaan 

strategi pembelajaran. Keputusan kajian ini menunjukkan terdapat perhubungan yang positif 

walaupun tidak begitu tinggi antara pencapaian pelajar dengan kemahiran kognisi dalam 

pembelajaran. Kesimpulan kajian ini menunjukkan bahawa nilai pembelajaran dan 

pencapaian perlu seiiring dengan kemahiran belajar yang diperoleh secara bermakna.  

 

Kajian Keefe (1987) menjelaskan bahawa kemahiran belajar setiap pelajar berbeza antara 

satu sama lain. Perbezaan ini dapat dikesan dari pelbagai aspek  seperti jantina, bentuk 

fizikal, tingkah laku, cara berfikir, cara berinteraksi, kemahiran belajar dan gaya kognitif 

yang pelajar pilih untuk memperoleh maklumat baru. Sebagai seorang pelajar, seharusnya 

mereka memahami gaya kemahiran pembelajaran mereka. Hal ini boleh dilakukan oleh 

pelajar dengan mengambil langkah termasuk memahami dan menerima gaya pembelajaran 

yang boleh disesuaikan demi peningkatan dalam pencapaian akademik dan kreativiti (Griggs, 

1985).  
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Kajian-kajian yang di buat ini menunjukkan bahawa kemahiran belajar mempunyai 

perhubungan dengan pencapaian akademik pelajar. Justeru itu, pengkaji berpendapat kajian- 

kajian ini sesuai digunakan sebagai  sumber rujukan bagi menunjukkan adanya perhubungan 

antara kemahiran belajar dengan pencapaian akademik seseorang pelajar. 

 

Kesimpulannya, kemahiran belajar adalah sebagai satu kesedaran metakognisi yang ada 

dalam diri pelajar untuk belajar dengan cara yang terbaik bagi mendapatkan maklumat yang 

berguna bagi pembelajaran mereka. Dalam kajian ini, pengkaji berpendapat bahawa 

kemahiran belajar merupakan elemen yang sangat penting ditekankan seperti kemahiran 

membaca, kemahiran mengambil nota, kemahiran mengurus masa, kemahiran mendengar, 

kemahiran membuat rujukan dan kemahiran menghadapi peperiksaan akan memudahkan 

mereka memahami maklumat dan menyampaikan semula dalam bentuk yang berguna. 

Kaedah-kaedah kemahiran belajar ini digunakan oleh pelajar sepenuhnya ketika proses 

pengajaran dan pembelajaran. 

 

 

REKA BENTUK KAJIAN 

 

Reka bentuk kajian yang digunakan adalah kajian tinjauan berbentu deskriptif iaitu dengan 

mengumpul data menggunakan soal selidik.  Kajian berbentuk deskriptif akan dapat 

memberikan gambaran atau maklumat mengenai sesuatu pada masa tertentu, di samping 

membantu untuk membuat perancangan pada masa akan datang (Wiersma 1995; Mohd Majid 

Konting 1994). 

 

 

POPOLASI DAN SAMPEL KAJIAN 

 

Populasi kajian terdiri daripada pelajar program Diploma Keusahawanan yang menuntut di 

Kolej Profesional MARA Bandar Melaka. Bagi kajian ini pemilihan sampel dibuat secara 

rawak (Babbie 2001; Mertens 1998; Mohd Majid 2005). Populasi kajian dibahagikan 

mengikut jantina, semester dan tempat tinggal pelajar. Saiz sampel kajian dipilih berdasarkan 

formula penentuan saiz sampel yang dikemukakan oleh Bahagian Penyelidikan, National 

Education Association dan jadual menentukan saiz sampel yang dikemukakan oleh Krejcie 

dan Morgon (1970).  Sampel kajian ini terdiri daripada 106 orang pelajar.  
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INSTRUMEN KAJIAN 

 

Soal selidik ini terdiri daripada dua bahagian.  Bahagian A mengandungi soalan yang 

merujuk kepada ciri-ciri demografi responden iaitu jantina, umur, kolej, program pengajian, 

TPNG dan tempat tinggal.  Bahagian B mengandungi 54 item yang telah diterjemahkan dan 

diubahsuai dari soal selidik kemahiran belajar Model Dunn & Dunn (1978).  Enam aspek 

pola kemahiran belajar yang dikaji mengikut Model Dunn dan Dunn adalah kemahiran 

membaca, kemahiran mengambil nota, kemahiran mengurus masa, kemahiran mendengar, 

kemahiran membuat rujukan dan kemahiran menghadapi peperiksaan.   Ringkasan bilangan 

item mengikut Model Dunn dan Dunn adalah seperti yang ditunjukkan dalam jadual 1. 

 

Jadual 1 : taburan item bagi setiap kategori pola kemahiran belajar 

Kategori Gaya Pembelajaran Bilangan Item 

Kemahiran Membaca 10 

Kemahiran Mengambil Nota 11 

Kemahiran Mengurus Masa 10 

Kemahiran Mendengar 5 

Kemahiran Membuat Rujukan 8 

Kemahiran Menghadapi Peperiksaan 10 

Jumlah Item 54 

 

Bagi mendapatkan respons, skala likert 5 mata digunakan iaitu ‘1’ untuk sangat tidak 

setuju dan ‘5’ sangat setuju.  Pengkaji menggunakan kaedah Alfa Cronbach untuk mendapat 

indeks kebolehpercayaan soal selidik.  Nilai pekali Alfa yang menghampiri 1.00 menandakan 

item-item dalam skala itu mengukur perkara yang sama dan menunjukkan item-item tersebut 

mempunyai kebolehpercayaan yang tinggi.  Menurut Mohd Majid Konting (2005), nilai 0.6 

adalah indeks kebolehpercayaan yang paling minimum bagi penggunaan instrumen ini.  

Namun, menurut George dan Mallery (2001) bagi sesuatu instrumen, paras pekali Alfa 

Cronbach mestilah sekurang-kurangnya 0.7.  Dalam kajian ini, data soal selidik yang 

dipungut ialah jenis selanjar menggunakan skala sela dikenali ‘semantic differential 

technique’ .  Dengan itu, kaedah Cronbach Alpha (Cronbach 1949; Norusis 2005) digunakan 

untuk mengukur kebolehpercayaan antara item.  Nilai Alfa kurang daripada 0.60 dianggap 

rendah dan tidak diterima, nilai Alfa antara 0.60 hingga 0.80 adalah diterima dan nilai Alfa 
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melebihi 0.80 menunjukkan item-item tersebut mempunyai kebolehpercayaan yang tinggi.  

Nilai Alfa Cronbach melebihi 0.60 sering diguna pakai sebagai indeks kebolehpercayaan 

dalam penyelidikan.  Kajian rintis telah dijalankan dan kebolehpercayaan bagi komponen-

komponen gaya pembelajaran berada antara α = 0.86 hingga 0.91.  Implikasi daripada nilai 

yang didapati menunjukkan bahawa kesemua item yang digunakan bagi setiap komponen 

dalam soal selidik kajian ini mempunyai nilai kebolehpercayaan yang tinggi dan konsisten. 

 

 

DAPATAN KAJIAN 

 

Kajian yang dijalankan melibatkan responden yang terdiri dari pelajar Kolej Profesional 

MARA di Malaysia.  Interpretasi skor min seperti dalam jadual 2 telah digunakan untuk 

mentafsirkan purata min skor yang diperolehi daripada setiap item. 

 

Jadual 2 : Interpretasi Skor Min 

 

Skor Min Interpretasi Skor Min 

1.00 hingga 2.33 Rendah 

2.34 hingga 3.66 Sederhana 

3.67 hingga 5.00 Tinggi 

Sumber : Barnett 2000; Jamil 2002; Jainabee 2005 & Mumtaz 2008 

 

PROFIL RESPONDEN 

Kajian ini dijalankan di Kolej Profesional MARA Bandar Melaka. Responden kajian ini 

terdiri dari pelajar Program Diploma Keusahawanan yang mengikuti program sepenuh masa.  

Seramai 106 orang pelajar telah dijadikan responden bagi kajian ini.  Taburan bilangan 

pelajar mengikut jantina, tempat tinggal dan prestasi akademik adalah seperti dalam jadual 3 

dan  4. 

 

Jadual 3 : Analisis Taburan Responden Mengikut Jantina 

Jantina Bilangan Peratus (%) 

Lelaki 39 36.8 

Perempuan 67 63.2 
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Total 106 100.0 

 

Jumlah bilangan responden adalah 106 orang. Dari jumlah ini, 39 (36.8%) adalah lelaki 

manakala 67 (63.2%) perempuan. 

 

Jadual 4 : Taburan responden Mengikut Prestasi Akademik (TPNG) 

Prestasi Bilangan Peratus (%) 

1.66-1.99 1 0.9 

2.00-2.49 5 4.7 

2.50-2.99 53 50.0 

3.00-3.49 41 38.7 

3.50-4.00 6 5.7 

Total 106 100.0 

 

Majoriti responden berada dalam lingkungan kategori prestasi akademik tahap sederhana 

iaitu TPNG 2.50 hingga 2.99 (50.0%), diikuti dengan 38.7% pada tahap tinggi TPNG 3.00 

hingga 3.49 dan 5.7% responden pada tahap prestasi sangat tinggi TPNG 3.50 hingga 4.00 

dan 0.9% pada tahap prestasi yang sangat rendah TPNG 1.66 hingga 1.99. 

 

 

ANALISIS DAPATAN KEMAHIRAN BELAJAR 

 

Bahagian ini menjawab soalan bagi melihat kepelbagaian kemahiran belajar yang diamalkan 

oleh pelajar Program Diploma Keusahawanan Kolej Profesional MARA Bandar Melaka.  

Analisis deskriptif menggunakan nilai min dibuat dengan menunjukkan kemahiran belajar 

pelajar berdasarkan 6 kategori kemahiran seperti dalam Model Dunn dan Dunn. 

 

 Jadual 5 : Analisis Min Kemahiran Belajar 

Kemahiran Belajar Min Sisihan 

Piawai 

Interpretasi 

Kemahiran Membaca 3.6189 .54451 Sederhana 

Kemahiran Mengambil Nota 3.5106 .66526 Sederhana 

Kemahiran Mengurus Masa 2.8203 .92645 Sederhana 
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Kemahiran Mendengar 3.6785 .84588 Tinggi 

Kemahiran Membuat Rujukan 3.4910 .89229 Sederhana 

Kemahiran Menghadapi Peperiksaan 3.2653 .90762 Sederhana 

 

Analisis Kemahiran Belajar keseluruhan  bagi pelajar Program Keusahawanan KPM Bandar 

Melaka mencatatkan min tertinggi bagi kategori Kemahiran Mendengar (min 3.679 SP= 

0.846). Kategori Kemahiran Belajar yang kedua adalah ketegori Kemahiran Membaca (min 

3.619 SP= 0.545), diikuti pula ketegori yang ketiga ialah kategori Mengambil Nota (min 

3.511 SP= 0.666), keempat ialah kategori Kemahiran Membuat Rujukan (min 3.491 SP= 

0.892), kelima adalah kategori Menghadapi Peperiksaan (min 3.265 SP= 0.908) dan terakhir 

ialah kategori Kemahiran Mengurus Masa (min 2.820 SP = 0. 92645). 

 

 

Jadual 6 : Analisis Min Kemahiran Belajar Mengikut Jantina 

 

Kemahiran  Belajar 

 

Jantina Min Sisihan 

Piawai 

Interpretasi 

Kemahiran Membaca 
LELAKI 3.6333 .54451 Sederhana 

PEREMPUAN 3.6045 .61161 Sederhana 

Kemahiran Mengambil Nota 
LELAKI 3.5150 .66526 Sederhana 

PEREMPUAN 3.5062 .61328 Sederhana 

Kemahiran Mengurus Masa 
LELAKI 2.8436 .92645 Sederhana 

PEREMPUAN 2.7970 .65203 Sederhana 

Kemahiran Mendengar 
LELAKI 3.6974 .84588 Tinggi 

PEREMPUAN 3.6597 .76753 Sederhana 

Kemahiran Membuat 

Rujukan 

LELAKI 3.5865 .89229 Sederhana 

PEREMPUAN 3.3955 .77868 Sederhana 

Kemahiran Menghadapi 

Peperiksaan 

LELAKI 3.4128 .90762 Sederhana 

PEREMPUAN 3.1179 .61544 Sederhana 

 

Analisis kategori Kemahiran Belajar mengikut Jantina menunjukkan pelajar lelaki  

mempunyai min yang tinggi pada kemahiran belajar kategori Kemahiran mendengar iaitu  

(min 3.697 SP= 0.846). Pelajar perempuan pula menunjukkan min sederhana bagi semua 
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gaya pembelajaran. Walau bagaimanapun min tertinggi bagi pelajar perempuan adalah pada 

kategori Kemahiran Mendengar  iaitu (min 3.660 SP=0.768). Tahap penguasaan kemahiran 

belajar yang paling rendah bagi pelajar lelaki dan perempuan  ialah Kemahiran Mengurus 

Masa.  

 

Jadual 7 : Analisis Min Kemahiran Belajar Mengikut Prestasi Akademik 

Kemahiran  Belajar 

 

Prestasi Min Sisihan 

Piawai 

Interpretasi 

Kemahiran Membaca 

3.50-4.00 3.6400 .58566 Sederhana 

3.00 – 3.49 3.6755 .52143 Tinggi 

2.50-2.99 3.5415 .67933 Sederhana 

2.00 -2.49 3.4500 .43704 Sederhana 

Kemahiran Mengambil  Nota 

3.50-4.00 3.6000 .71054 Sederhana 

3.00 – 3.49 3.5094 .55989 Sederhana 

2.50-2.99 3.5244 .72319 Sederhana 

2.00 -2.49 3.1667 .36515 Sederhana 

Kemahiran Mengurus Masa 

3.50-4.00 3.2400 .58992 Sederhana 

3.00 – 3.49 3.0000 .79373 Sederhana 

2.50-2.99 2.5463 .60087 Sederhana 

2.00 -2.49 2.3833 .75211 Sederhana 

Kemahiran Mendengar 

3.50-4.00 3.9600 .43359 Tinggi 

3.00 – 3.49 3.6642 .80744 Sederhana 

2.50-2.99 3.6488 .84354 Sederhana 

2.00 -2.49 3.4667 .32660 Sederhana 

Kemahiran Membuat 

Rujukan 

3.50-4.00 4.1000 .62124 Tinggi 

3.00 – 3.49 3.5920 .75684 Sederhana 

2.50-2.99 3.2287 .88472 Sederhana 

2.00 -2.49 3.3542 .77628 Sederhana 

Kemahiran Menghadapi 

Peperiksaan 

3.50-4.00 3.4600 .49800 Sederhana 

3.00 – 3.49 3.3019 .78654 Sederhana 

2.50-2.99 3.0366 .66248 Sederhana 

2.00 -2.49 3.0333 .84063 Sederhana 
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Prestasi Akademik pelajar telah dikategorikan mengikut pencapaian TPNG seperti berikut: 

 

TPNG Interpretasi 

2.00-2.49 Rendah 

2.50-2.99 Sederhana 

3.00-3.49 Tinggi 

3.50-4.00 Sangat Tinggi 

 

Analisis kategori Kemahiran Belajar  mengikut prestasi akademik menunjukkan min pada 

tahap yang tinggi bagi kategori Kemahiran Membuat Rujukan untuk pelajar cemerlang 

(TPNG 3.50-4.00). Ini menunjukkan pelajar cemerlang memiliki  kategori Kemahiran 

Membuat Rujukan  (min 4.100 SP=0.621 dan kemahiran  paling rendah adalah kategori 

Kemahiran Mengurus Masa (min 3.240 SP= 0.589). Pelajar prestasi sederhana TPNG (2.50-

2.99) juga menunjukkan min yang tertinggi bagi kategori Kemahiran Mendengar (min 3.648 

SP= 0.843) dan min yang terendah bagi kategori Kemahiran Mengurus Masa (min 2.5463). 

Manakala pelajar prestasi rendah TPNG (2.00-2.49) menunjukkan min tertinggi pada kategori 

Kemahiran Membuat Rujukan (min 3.354 SP= 0.776 dan terendah pada Kemahiran 

Mengurus Masa (min 2.383).  

 

 

PERBINCANGAN DAN IMPLIKASI 

 

Dalam kajian ini, kemahiran belajar Program Diploma Keusahawanan Kolej Profesional 

MARA Bandar Melaka, diiukur berdasarkan enam kategori kemahiran iaitu membaca, 

menulis nota, mengurus masa, mendengar, membuat rujukan dan menghadapi peperiksaan. 

Rumusan dapatan kajian ini menunjukkan secara keseluruhan  kemahiran belajar yang  

dominan  bagi pelajar jurusan  Diploma Keusahawanan ialah  Kemahiran Mendengar (min 

3.67). Kategori yang kedua adalah ketegori Kemahiran Membaca (min 3.61), diikuti ketiga 

ialah kategori kemahiran Mengambil Nota (min 3.51), keempat ialah kategori Membuat 

Rujukan (min 3.49), kelima adalah kategori Menghadapi Peperiksaan  (min 3.26) dan yang 

keenam iaitu kategori Kemahiran Mengurus Masa (min 2.82). Tahap penguasaan kemahiran 

belajar yang paling rendah ialah Kemahiran Mengurus Masa.  
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Daripada enam aspek yang diukur, tiga kemahiran yang menunjukkan tahap min tinggi 

adalah Kemahiran Mendengar, Kemahiran Membaca dan Kemahiran Mengambil Nota dan 

seterusnya Kemahiran Membuat Rujukan, Kemahiran Menghadapi Peperiksaan dan 

Kemahiran Mengurus Masa mencapai nilai min sederhana. Kemahiran Mendengar mendapat 

nilai min tertinggi manakala Kemahiran Mengurus Masa mendapat nilai min terendah. 

 

Kajian ini mendapati daripada enam kategori kemahiran belajar yang dikaji, pelajar 

memberikan tahap tertinggi bagi kategori Kemahiran Mendengar.  Pelajar yang memiliki 

Kemahiran Mendengar akan memberi tumpuan yang sepenuhnya kepada pensyarah yang 

sedang menyampaikan kuliah. Pelajar perlu mengabaikan semua gangguan yang berlaku di 

sekeliling bilik kuliah. Namun demikian untuk mencapai proses mendengar yang paling 

berkesan, pelajar perlu mencatat isi, maklumat dan fakta penting yang dinyatakan oleh 

pensyarah semasa kuliah Abdul Rahim Selamat, (1989). Kajian yang dijalankan oleh Siti 

Hawa Munji (1989) mendapati semasa mendengar pengajaran pensyarah, pelajar perlu 

memberi tumpuan  kepada makna syarahan dengan teliti dan aktif. Pelajar-pelajar juga 

digalakkan berkongsi bahan atau nota dengan rakan yang lain. Pensyarah juga perlu 

memahami cara menyampaikan pengajaran dengan kaedah yang menarik supaya pelajar tidak 

berasa bosan dan dapat memberikan tumpuan terhadap isi penyampaian kuliah. 

 

Kemahiran Mengurus Masa merupakan kemahiran yang mendapat min terendah. Pelajar 

Program Keusahawanan KPM Bandar Melaka kurang mahir menguruskan masa dengan baik. 

Faktor utama kejayaan seseorang pelajar yang berpencapaian tinggi adalah mempunyai 

pengurusan masa yang cekap yang membolehkan mereka mengambil bahagian dalam 

pelbagai aktiviti dengan jayanya (Khalid Mohamed Noor, 2005). Padilah Ali (1994) 

menyatakan perancangan dan penyediaan jadual waktu dapat menunjukkan beban kerja 

sebenar yang dihadapi oleh pelajar. Aziz Shah (2009)  menyatakan pelajar cemerlang sentiasa 

membahagi dan menggunakan masa dengan berkesan. Ini kerana mereka sentiasa menghargai 

masa. Pelajar perlu menghargai kerana masa yang berlaku tidak boleh diulang semula. 

Namun terdapat juga sebilangan pelajar yang sengaja membazirkan masa melakukan perkara 

yang tidak bermanfaat atau merosakkan diri sendiri. Hal ini adalah berpunca daripada 

kurangnya pelajar memahami kemahiran belajar terutamanya Kemahiran Belajar Mengurus 

Masa.  
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Pelajar yang bijak dalam Kemahiran Mengurus Masa, akan merancang aktiviti yang ingin 

dilakukan. Masalah kekurangan masa atau terlebih masa tidak akan dialami oleh pelajar. Ini 

kerana dengan teknik, taktik, kebijaksanaan dan komitmen yang bersungguh-sungguh pelajar 

pasti sentiasa mempunyai aktiviti untuk dilakukan. Sejajar dengan itu juga aktiviti yang 

dijalankan akan lebih berkesan, berfaedah dan mendapat pulangan yang bermanfaat secara 

maksimum dan mampu menjadikan seseorang pelajar itu pelajar cemerlang. 

 

Hasil dari dapatan kajian ini, cadangan seperti diberikut dikemukan kepada pihak kolej: 

 1. Pihak kolej perlu membantu pelajar dengan memberi lebih banyak pendedahan kemahiran 

belajar dengan mengadakan bengkel atau kursus bagi meningkatkan kesedaran pelajar 

tentang kemahiran belajar mereka. Ini kerana kemahiran belajar  merupakan satu kemahiran 

yang gagal dikuasai oleh sebahagian besar pelajar di Malaysia. Tanggapan pelajar tentang 

penguasaan kemahiran belajar secara tidak langsung merupakan satu kesilapan persepsi. 

Khalid (2005) menjelaskan bagi pelajar berprestasi rendah, mereka mengganggap bahawa 

apabila menjadi seorang pelajar bermakna mereka telah menguasai kemahiran belajar. Setiap 

tahun kita didedahkan dengan cerita-cerita kejayaan pelajar cemerlang dalam peperiksaan  di 

negara kita. Namun demikian, hal ini berbeza dengan para  pelajar yang berada dalam 

kategori sederhana dan lemah dalam pencapaian akademik. Golongan pelajar kategori lemah 

dan sederhana perlu mendapat pendedahan lebih awal tentang kemahiran belajar agar mereka 

dapat mengaplikasikannya pada peringkat awal lagi.  Hal ini secara tidak langsung 

mendorong kepada peningkatan prestasi akademik para pelajar secara keseluruhannya . 

2.  Seminar dan kursus bukan sahaja diberikan kepada pelajar, malahan pensyarah juga perlu 

diberi pendedahan bagi memahami kemahiran belajar agar perancangan proses pengajaran 

yang lebih berkesan dapat dimasukkan ke dalam proses pengajaran dan pembelajaran. Ini 

adalah disebabkan, sebagai seorang pensyarah perlu memahami gaya dan kemahiran belajar. 

Dengan ini, perancangan proses pengajaran akan lebih berkesan dan lebih menarik perhatian 

terhadap sesuatu mata pelajaran. Pensyarah perlu mendedahkan pengamalan kemahiran 

belajar yang betul kepada pelajar. Penerapan kemahiran belajar tidak semestinya dilakukan 

secara langsung, tetapi boleh menyemaikan amalan ini kepada pelajar semasa proses 

pengajaran dan pembelajaran. 

3.  Pihak kolej terutamannya Unit Kaunseling dan Kerjaya perlu mengadakan program 

motivasi terutamanya yang melibatkan kemahiran belajar disamping  memainkan peranan 

yang lebih berkesan dengan menarik pelajar mengikuti sesi peningkatan pembinaan sikap dan 

tabiat supaya ianya dapat memupuk minat dan menyemarakkan semangat pelajar untuk 
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belajar. Kaunselor perlu memainkan peranan sebagai  sahabat, pembantu dan pembimbing 

pelajar dalam pelbagai permasalahan. Kaunselor juga mempunyai kemahiran khusus untuk 

membantu pelajar. Dengan ini, pelajar dapat mengenal pasti kekuatan dan kelemahan sendiri 

dalam pembelajaran.  

 

 

CADANGAN KAJIAN LANJUTAN 

1. Kajian lanjutan perlu dijalankan ke atas sampel yang lebih besar dan ditetapkan latar 

belakang sampel bagi mendapatkan kesahan yang lebih tinggi. 

2. Hubungan antara tahap kemahiran belajar dan pencapaian akademik pelajar 

berdasarkan faktor  demografi. 

3. Tahap pengetahuan pensyarah terhadap kemahiran belajar yang dimiliki oleh pelajar. 

 

 

KESIMPULAN 

Kemahiran Belajar adalah satu proses tindakan seseorang untuk mendapatkan perubahan 

tingkah laku yang baru secara keseluruhan. Kemahiran belajar juga merupakan salah satu 

kemahiran utama dalam pengajaran dan pembelajaran. Tambahan pula, Kemahiran belajar 

merupakan satu proses yang digunakan oleh seseorang untuk memproses maklumat yang 

diperoleh dan membawa kepada perubahan atau peningkatan tingkah laku. Dalam kemahiran 

belajar ini, hanya beberapa maklumat penting sahaja yang masuk ke dalam minda dan 

disimpan dalam memori. Hal ini dapat mengelakkan daripada seseorang itu terlupa akan 

maklumat yang penting. Dengan wujudnya ledakan maklumat, pelajar harus mahir dalam 

pemerolehan maklumat secara efektif dan efisen. Seterusnya bahan yang diperolehi perlu 

diproses supaya lebih mudah difahami dan diaplikasikan apabila diperlukan. 
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Abstract 

This study seeks to examine the adoption and use of e-Procurement (eP) by HM Sdn. Bhd., and 

its contribution to the Management Information System (MIS) strategic in the organization. HM 

involve in construction industry and registered in Penang.  The researcher highlights the 

perceived complexity and perceived compatibility among the key finding in the adoption and use 

of eP among employees in HM. Failure to maximize the eP advantages can reduce the 

competitiveness of the HM in the market. Furthermore, the management had spent a huge 

investment to make the eP system become reality.  

Keywords: e-Procurement, perceived complexity and perceived compatibility 

 

Introduction 

The advent of the personal computer can be seen as a starting point in economic transformation, 

that is, from the industrial era to the information era. This information revolution can be traced 

back to the 1950s when the transistor was invented and the first commercial computer was put to 

use (Elliot, 1992). The latest invented Information and Communication Technology (ICT) is the 

internet which has significantly changed the economic, market and industrial structures (Beulen; 

2009; Drucker, 2000; Kaliannian & Awang, 2010; Liu, Sun, Wang & Zhao, 2011).  

 

The global internet works every second, signifying that it can be exploited every time and 

everywhere in the world. This facilitates the growth of internet or electronic transactions. In 

other words, the ICT dramatically influences the way an organization undertakes its business 

mailto:marhaiza@uum.edu.my
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(Bertot, Jaeger, Grimes, 2010; Norzaidi, Chong, Murali & Intan Salwani, 2007). Small, medium 

and large firms cannot ignore the need to integrate information networks into their strategies, 

operations and performances (Liu et al., 2011; Saeed & Abdinnour-Helm, 2008). Companies that 

exploit ICT have the ability to get closer to their customers than their competitors (Bertot et al., 

2010; Liu et al., 2011). 

 

eP is the automation of the buying and selling process, providing an efficient and 

effective way for the firms to obtain goods and services to ensure the supply of purchased items 

is delivered in full, on time and to specification (Calipinar & Soysal, 2012; Ketikidis, 

Kontogeorgis, Stalidis & Kaggelides, 2010; Teo & Lai, 2009). The development and 

implementation of the eP system is complete in stages. 

 

This paper seeks to examine the eP adoption and used among the employees by a 

Malaysian company named HM Sdn. Bhd. The remainder of the paper is organized as follows. 

The HM case study is exploratory in nature due to the lack of knowledge in the field of eP 

system adoption. The following section illustrates the background of HM Sdn. Bhd. The third 

section presents research findings on eP adoption and used by HM. The final section provides 

conclusion of the paper.  

 

The Use of e-Procurement in HM Sdn. Bhd. 

 

HM Sdn. Bhd. is a private limited company registered in Penang, Malaysia and activates in 

construction industry. The HM business operations ranging from construction of infrastructure, 

building, procurement, engineering and consultation. The company being eP enabled since 2004. 

By subscribing eP in their daily transactions company’s readiness and capability to compete in 

the global market, particularly eP has been recognized as the significant component of e-business 

(Calipinar & Soysal, 2012; Kaliannian & Awang, 2010). The excellence is in the form of cost 

saving and operational efficiency (Calipinar & Soysal, 2012; Panda & Sahu, 2011). Failure to be 
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eP enabled can reduce the competitiveness of the HM in the market. The case methodology is 

practical when contemporary events are the focus of the research and the phenomena is not 

supported by a strong theoretical foundation. The case methodology is appropriate for the 

following motivations; the study of the adoption and use of eP cannot be easily investigated 

outside its natural eP system environment, the research questions directly address a 

contemporary event and the eP system does not have an established theoretical foundation (Yin, 

1994). 

 

Findings 

There are many positive impacts and advantages of eP to the company. Company benefit 

significantly from eP in terms of new market creation, additional revenue opportunities, 

competitive advantage, cost savings, customer satisfaction and operational efficiencies (Calipinar 

& Soysal, 2012; Ketikidis et al., 2010; Kaliannian & Awang, 2010; Mills-Senn; 2012; Panda & 

Sahu, 2011; Walker & Harland, 2008). The efficiency and effectiveness of buying and selling is 

realized through the automation of the entire procurement cycle.  

 

Other benefits of eP are that it removes repetitive manual tasks and reduces paperwork 

(Calipinar & Soysal, 2012; Colesca & Dobrica, 2008; Panda & Sahu, 2011; Soares-Aguiar & 

Palma-dos-Reis, 2008). This enables other resources to be used on high value task such as 

contract management and compliance between buyers and suppliers (Calipinar & Soysal, 2012). 

The use of web based eP also results in few transmission errors compared to paper based, 

enables electronic invoicing and payment, revolutionize the procurement process and leverages 

technological infrastructure (Calipinar & Soysal, 2012; Khalid, Ahmad & Irshad, 2011; Soares-

Aguiar & Palma-dos-Reis, 2008). In spite of huge of benefits, the employees in the company 

reluctant to adopt and use of eP in their daily business when dealing with customer because of 

perceived complexity with the eP system. The complexity of an innovation generates greater 

ambiguity for successful implementation and then increases the risk in the adoption and use of 

technology (Al-Hudhaif & Alkubeyyer, 2011; Malek & Nik Kamariah, 2011). In other words, 

when the level of perceived complexity is high, the employees may decide not to adopt eP 
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system. According to Premkumar and Roberts (1999), the difficulty in utilizing IT and training 

among users contributed to less probability to adopt IT.  

 

Perceived complexity has been found to be negatively associated with the adoption of 

customer-based inter organizational systems (Grover, 1993). Additionally, complexity is 

negatively correlated with the IT adoption and increases the possibility in the adoption decision 

(Malek & Nik Kamariah, 2011; Premkumar & Roberts, 1999). The eP adoption engages 

knowledge and understanding to apply the new system, which is highly, distinguish from the 

prior procurement traditional method of preparing transactions papers (Calipinar & Soysal, 

2012).  

 

Another important finding,  the lack of compatibility of IT with the employee’s needs 

give negative impact on employee’s IT usage (Al-Hudhaif & Alkubeyyer, 2011; Malek & Nik 

Kamariah, 2011).  If an innovation is compatible with the employee’s needs the uncertainty will 

decrease and the adoption rate will be increased (Malek & Nik Kamariah, 2011). An innovation 

which does not conform to the values and standards of the existing system will diffuse more 

slowly than a compatible one (Roger, 2003). Several studies have revealed significant 

relationship between compatibility and technology adoption and usage (Goodhue & Thompson, 

1995; Malek & Nik Kamariah, 2011; Moore & Benbasat, 1991; Grandon & Pearson, 2004). 

 

The finding supports the notion that the employees perceive eP as a technical innovation 

where adequate manpower resources and computer competency enable eP adoption more quickly 

(Panda & Sahu, 2011; Wei & Wang, 2010). Due to huge investments on eP and the need of eP 

system being compatible and accepted across several functions areas, the support and 

commitment from owner and manager is vital for successful implementation of eP (Wei & 

Wang, 2010). The employee’s ability to accept and learn about the innovation cans extent 

technological adoption (Ifinedo, 2011). 
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Conclusion 

This paper examines the adoption and use of eP by HM Sdn. Bhd. The paper concludes with a 

recommendation that most of the obstacles to the eP successful implementation can be resolved 

via inter department cooperation and inter department structure. The eP assist the HM to increase 

their strategies, operations and performances (Liu et al., 2011; Saeed & Abdinnour-Helm, 2008). 

The top management trusts that by exploit eP they have ability to get closer to their customers 

than their competitors (Bertot et al., 2010; Liu et al., 2011). The researcher believes that by 

providing extra training and eP workshop to the employees may increase the capability and eP 

literacy towards eP system in HM Sdn. Bhd. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



786 
 

References: 

Al-Hudhaif, S. & Alkubeyyer, A. (2011). E-commerce adoption factors in Saudi Arabia, 

International Journal of Business and Management, 6(9), 122-133, doi: 10.5539/ijbm.v6n9p122. 

 

Bertot, J.C., Jaeger, P.T., Grimes, J.M. (2010). Using ICTs to create a culture of transparency: E-

government and social media as openness and anti-corruption tools for societies, Government 

Information Quarterly, 27(2010), 264-271.doi: 10.1016/j.giq.2010.03.001 

 

Beulen, E. (2009). The contribution of the global service provider’s Human Resources 

Information System (HRIS) to staff retention in emerging markets Comparing Issues and 

implications in six developing countries, Information Technology & People, 22 (3), 270-288. 

doi:10.1108/09593840910981446   

 

Calipinar, H.,  & Soysal, M. ( 2012). E-procurement: A case study about the health sector in 

Turkey, International Journal of Business and Social Science, 3(7), 232-244.  

 

Elliot, R. K. (1992). Commentary on the Third Wave Breaks on the Shores of Accounting, 

Accounting Horizons, June, 61-85. 

 

Goodhue, D.L. & Thompson, R.L.(1995). Task-technology fit and individual performance, MIS 

Quarterly, 19(2), 213-236 

Grandon, E. E., & Pearson, J. M. (2004). Electronic commerce adoption: An empirical study of 

small and medium US businesses. Information & Management, 42(1), 197-216. 

Drucker, P. (2000). Knowledge work. Executive Excellence, 17(4), 11-12 

Grover, V. (1993), An empirically derived model for the adoption of customer-based 

interorganizational systems, Decision Sciences, 24( 3), 603-639. doi:10.1111/j.1540-

5915.1993.tb01295.x 



787 
 

Ifinedo, P. (2011). An empirical analysis of factors influencing internet/e-business technologies 

adoption by SMEs in Canada, International Journal of Information Technology & Decision 

Making, 10(4), 731–766 doi: 10.1142/S0219622011004543 

Kaliannian, M., & Awang, H. (2010). Adoption and Use of E-Government Services: A case 

study on E-Procurement in Malaysia. WSEAS Transactions on Business and Economic, 1 (7), 

January 2010 

Ketikidis, P.H., Kontogeorgis, A.,  Stalidis, G.,  & Kaggelides, K. (2010). Applying e-

Procurement system in the healthcare: the EPOS paradigm, International Journal of Systems 

Science, 41(3), 281-299. doi: 10.1080/00207720903326878. 

Khalid, S., Ahmad, S., & Irshad, M.Z. (2011). E-procurement in the organizational performance: 

Business case of export based textile industry, Interdisciplinary Journal of Contemporary 

Research In Business, 3(1),494-502. 

Liu, Q., Sun, S.X., Wang, H., & Zhao, J. (2011). A multi agent-based system for e-procurement 

exception management. Knowledge based systems, 24, 49-57.  

Malek, A., & Nik Kamariah, N.M. (2011). Modelling the entecedents of internet banking service 

adoption (IBSA) in Jordan: A Structural Equation Modelling (SEM) approach. Journal of 

Internet Banking and Commerce, 16(1), 1-15. 

 

Mills-Senn, P. (2012). e-Procurement: from buy in to buying the right strategies help ensure  

institutions and employees with purchasing power –realize all the benefits of e-Procurement 

solutions, University Business.com, April, 46-49. 

Moore, G. C., & Benbasat, I. (1991). Development of an instrument to measure the perceptions 

of adopting an information technology innovation. Information Systems Research, 2(3), 192-222. 

doi:10.1287/isre.2.3.192 

Norzaidi, M.D., Chong, S.C., Murali, R. & Intan Salwani, M. (2007), Intranet usage and 

manager’s performance in the port industry, Industrial Management & Data Systems, 107(8), 

1227-50. 



788 
 

 

Panda, P., & Sahu, G.P. (2011). eProcurement implementation: comparative study of 

governments of Andra Pradesh and Chhattisgarh, Journal of Supply Chain Managament, 6(2), 

2011, 3467. 

Premkumar, G., & Roberts, M. (1999). Adoption of new information technologies in rural small 

businesses. OMEGA, the International Journal of Management Science, 27(4), 467-484. 

doi:10.1016/S0305-0483(98)00071-1 

Rogers, E. M.(2003).  Diffusion of Innovations (Fifth edition) New York, New York: Free Press  

 

Saeed, K., & Abdinnour-Helm, S. (2008). Examining the effects of information system 

characteristics and perceived usefulness on post adoption usage of information systems. 

Information and Management, 45(6), 376-386. doi:10.1016/j.im.2008.06.002 

Soares-Aguiar, A., & Palma-dos-Reis, A. (2008). Why do firms adopt e-procurement systems? 

Using logistic regression to empirically test a conceptual model, IEEE Transactions on 

Engineering Management, 55(1), 120-133.   doi:10.1109/TEM.2007.912806 

 

Teo, T.S.H., Lin, S.L., & Lai, K.H. (2009). Adopters and Non adopters of e-Procurement in 

Singapore: An Empirical Study. Omega, 37, 972-987. doi:10.1016/j.omega.2008.11.001 

 

Walker, H., & Harland, C. (2008). E-procurement in the United Nations: influences, issues and 

impact International, Journal of Operations & Production Management, 28( 9), 831-857. 

doi:10.1108/01443570810895276 

Wei, H., & Wang, E.T.G. (2010). The strategic value of supply chain visibility: increasing the 

ability to reconfigure, European Journal of Information System, 19, 238-249. doi: 

doi:10.1057/ejis.2010.10 

 

Yin, R. (1994). Case study research: Design and methods (2nd ed.). Thousand Oaks, CA: Sage 

Publishing. 



789 
 

BRIDGING THE WEST AND THE MUSLIM WORLD:  

A CASE STUDY OF MALAYSIA-US RELATIONS 

 

 
1
Mas Juliana Bt. Mukhtaruddin  

2
Rusdi Omar 

3
Ratnaria Wahid 

 

 School of International Studies, College of Law, Government and International Studies 

Universiti Utara Malaysia, mas@uum.edu.my 

 

School of International Studies, College of Law, Government and International Studies 

Universiti Utara Malaysia, rusdiomar@uum.edu.my 

 

School of International Studies, College of Law, Government and International Studies 

Universiti Utara Malaysia, ratnaria@uum.edu.my 

 

 

 

 

Abstract 

The West and the Muslim world faces many challenges in their 

relationship. The aftermath of September 11, 2001 namely the 911 

incident, has significantly affected the relationship and producing a 

growing gap between the US with the Muslim world. Likewise, several 

American policies has also led to bad responses, not only to Muslims in 

America, but also to Muslims around the world. Nevertheless, despite 

the 911 incident, the Malaysia-US relations are seen as getting much 

closer ever since. Malaysia as a moderate Muslim country has given a 

positive and progressive image to the US that Islam is a peaceful and 

vibrant religion and not as what they perceive it to be. This paper will  

firstly examine possible challenges that impacted the relations between 

the Western and Muslim world. Secondly, this paper will analyze 

Malaysian capability to play an important role in bridging a mutual and 

friendly relations between the West and the Muslim world, particularly 

in developing and enhancing the relationship between Malaysia and the 

United States as a case study in point.  
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     “It is time to build bridges between the West and the Muslim world to achieve the   

                 common goal of humanity – peace and prosperity for all” (2011: p 41) 

 

- Brigadier Mohammed M. Zaki  

INTRODUCTION  

Ever since the emerging of the international relations system, interaction among actors has 

become imperative, whereby each of the state’s action has consequences that will affect the 

national interest to other states (Chan 1984). This situation occurs due to the competitive 

exercise of power and authority between actors, predominantly to gain their own national 

interests. Hence, this kind of interactions can possibly lead either to cooperation or conflict 

between the actors. However, significantly, the relationship among the actors in the international 

system was altered seriously in the aftermath of September 11
th

 2001 (911 hereafter). Although 

that unfortunate event happened more than ten years ago, nevertheless, it gives an intense impact 

to the whole world. Therefore, the most visible outcome is the hatred kinds of relationships 

between the West and Muslims world.  

 

Certainly, in discussing further on the challenges between these two important actors: the 

West and Muslim world, it is significant to define both entities.  Rabasa et al. (2004: p. xvii) 

describes the ‘Muslim world’ as ‘a vast and diverse region comprising the band of countries with 

significant Muslim populations that stretches from West Africa to the southern Philippines, as 

well as Muslim communities and diasporas scattered throughout the world’. Whereas, the term 

‘Western world’ represent “mainly to Europe and lands of significant European settlement, 

primarily North America, but also Australia and New Zealand” (DeGioia 2008: p.10). Moreover, 

DeGioia (2008: p10) in ‘Islam and the West: Annual Report on the State of Dialogue’, claims 

that many Muslims countries still regard the West as ‘the colonial and post-colonial European 

and American global preeminence’.  

 

There are various kinds of challenges faced by the Muslim and Western world. Crucially, 

the two worlds are divided into many facets, such as politically, economically, socially, 

technologically, educationally and other areas of life. Hence, the purpose of this paper is firstly, 

to examine possible challenges that impacted the relations between the Western and Muslim 

world. Secondly, the paper analyzes the way Malaysia, being a moderate Muslim country, serves 

its role as a gate between the West and the Muslim world, particularly in developing and 

enhancing the relationship between Malaysia and the United States as a case study in point.  
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Challenges between the West and the Muslim World  

 

Living in this world today is not as simple and easy as before as every kinds of relationships 

between the international actors are becoming more complex. Yet, all nations in this world are 

craving and striving to have a peaceful and harmonious way of life. Unfortunately, in reality, 

there are people killing, fighting and dying for the sake of attaining power and authority. This 

scenario can also be seen between the West and Muslim world. Indeed, both nations have 

different explanation and argument for each action that they have taken along their ambivalence 

relations. 

 

 The major challenge for the West and Muslim world relationship lies in the ‘perception’ 

of each other. Undeniably, there are much misperception and misunderstanding between the 

West and Muslims world. On one hand, Raja Nazrin (2010) asserted that, “the serious divide 

between the West and the Muslim world is also the consequence of a failure to communicate and 

dialogue effectively” (p. 12).  Following this, there are various reports in the media, especially 

those that described Muslims as “fanatic, irrational, primitive, belligerent and dangerous” and 

these types of misperception is due to ‘stereotypes and prejudice” between the Muslims and the 

West (Shadid and Koningsveld  2002: p. 174).  Thus, the issue of misperception and 

misunderstanding sometimes led to the spread of negative impressions and unfavorable 

viewpoints of the Muslim world by the Western media. Raja Nazrin asserted that the Western 

media has falsely associate Islam and Muslim with terrorism and not only that, Islam and 

Muslims has been portrayed as “backward, undemocratic, intolerant, wanting in respect for 

human rights, and discriminatory of women” (2010: p.12).  

 

Moreover, the lack of effective communication and discourse has further challenge and 

sour the relationship between the West and the Muslim world. The Western countries are very 

fortunate for having various advanced communication mechanisms such as the electronic and 

print media, as compared to the Muslims world. Most of the time, all sources of news and 

information relating to the international issues are disseminated to the world by the Western 

news agencies and media. This situation might create bias and imbalance reports or claims on the 

Muslims world.  

 

The Muslim world, on the other hand, also has a different views and opinions regarding 

the Western countries.  In the case of the United States action taken, for instance, in fighting 

global terrorism has created problems to the Muslim world. Peter Apps (2012), a Political Risk 

Correspondent suggested that there are many ‘drivers of confrontation’ between Western and 

Muslim world. The increasing sense of hatred and ambivalent on the part of Muslim world 

towards the United States, in particular, is due to, “the war on terrorism, U.S. drone strikes, wars 

in Iraq and Afghanistan and the Guantanamo Bay prison simply continue, in many Muslims' 

perceptions, centuries of Western meddling, hypocrisy and broken promises” (Apps 2012).  

 

Meanwhile, Goldstein and Pevehouse (2012) stated that there was an extensive response 

of anti-American according to world public opinion survey in 2003. The survey, conducted in 

Indonesia, Pakistan, Turkey and Nigeria indicated that “more than 70% worried that the United 

States could become a threat to their own countries, a worried shared by 71% of Russians” 

(Goldstein & Pevehouse 2012: p. 53). In addition, Osman Bakar states that the global war against 
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terror advocated by the United States can be considered as “a war against Islam and Muslim” (as 

cited in Kuik 2012) 

 

Undoubtedly, after 911, many people believe that the sentiment of anti-Muslim and anti-

American substantially grows. An observation and study by Frankie Martin, MPhil student in the 

Department of Social Anthropology, Cambridge University indicated that the recent bombing of 

the Boston Marathon in the United States was also one of the outcomes of 911 incident. 

Consequently, he claimed that, “these cases come amid continuing public skepticism about Islam 

and its place in western society” (University of Cambridge 2013). Pursuing this further, Martin 

asserted that almost half of the American surveyed in 2011, revealed that “Islamic and American 

values were incompatible” (University of Cambridge 2013).      

 

The negative attitude and perceptions between the west and the Muslim world continues 

to exist. The degree of negativity, however, is mixed. This is based on the conventional wisdom 

and the result of Gallup Poll in 2006 (Mogahed 2006). On one hand, the conventional wisdom 

highlighted the attitude of Muslims who envy Western superiority in technology and economy. 

On the other hand, the poll also showed that Muslims hate three elements that are familiar in the 

West namely democracy, freedom and human rights.  

 

Both West and Muslim world, despite their differences also encounter another 

outstanding challenge that they have in common; which is arrogant attitude. As written by Orr 

(2012) in her article entitled “The West and the Islamic world should leave one another to live 

and let live”, she argued that, “… we have one vast arrogance in common: we won't content 

ourselves with living and letting live. We each want our values to be universally adopted. We 

each want to be proved right. We each want to win.” This depicts another facet of the West and 

Muslim world. 

 

On the contrary, this perception has been refuted by the Gallup surveys both in 2005 and 

2006. Under those circumstances, the results by the Gallup Poll demonstrated an alarming signal 

that, “…while Muslims have negative attitudes toward Western foreign policies, their attitudes 

toward the West are more positive” (Mogahed 2006: 2). This is based on the Gallup surveys 

report which signifies that only a small percentage of  Muslims responded nothing when they 

were asked what they admired most about the West, while majority has something that they 

admired about the West.  Similarly, when the same question was asked to Americans regarding 

the Muslim world, majority responded that there are some things that they admired about the 

Muslims and only 32% responded that there is nothing that they admired about the Muslims 

(Mogahed 2006: 2).   

 

In addition, there are also many areas and ways that the Muslim interact direct and 

indirectly with the Western societies. As claimed by Martin (University of Cambridge 2013), as 

in accordance to a polls in 2011 for example, showed that; 

“…given the fact that around 1.5 billion people, or one-fourth of humanity, are Muslim, 

there are millions of Muslims living in western countries, there are 57 Muslim states, and 

western countries are involved in, and have close relations with, many of them. It is thus 

imperative that a more informed understanding of Islam and the complexity and reality of 

Muslim society is promoted.” 
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As such, coming back to the 911 incident, although, undoubtedly it created the feeling of hatred 

and animosity between the West and Muslim world, in other respect, it help both actors in 

understanding and knowing each other much better.  

 

Based on the above explanation, even though it is understood that the barriers and 

challenges that exist between the West and Muslim world are very complex. However, there are 

possible solutions and answers to handle this state of affairs. Thus, the following discussion will 

try to suggest some possible solution  that could be used in order to bridge the gap between the 

West and Muslim world particularly by Malaysia as an individual state to offer ways of 

connecting the West and Muslim world. 

 

 

Malaysia's Distinctive Character:  A Moderate Muslim Country 

Malaysia has been recognized as a moderate Muslim country among the Muslim world and 

significantly by the western countries. The Malaysian Constitution relatively signifies that 

Malaysia is a moderate Muslim country.  Article 3 (1) clearly stated that “Islam is the religion of 

the federation, and that only Islam can be preached to Muslims”. Article 11 of the Constitution 

further ‘guarantees freedom of religion for all’. By virtue of Article 3(1) and Article 11(4) of the 

Malaysian constitution, it can be understood that there is no discrimination (in fact, there is a 

tolerance) of practicing religion in the country though Islam is clearly stated as the religion of the 

federation (Majid 2012). 

 

The Former Malaysian Prime Minister, Mahathir Mohammad has explicitly denied that 

Malaysia is a moderate Muslim country and denote the word ‘moderate’ to Islam itself.  Yet, 

Mahathir has clearly seen a vital and intimate linkage between Islam and a country. Darwis 

(2012) in his article stated that, “Dr. M [Mahathir] says his ‘Islamic country’ declaration means 

he is not like DAP
1
” stresses Mahathir’s clear words which were uttered in 2001, “ I have 

declared Malaysia an Islamic country … foreign countries also recognize us as an Islamic 

country”.  

 

A year later, Mahathir identified the nature of Malaysia as a Muslim country, and he said 

“ …he did not consider Malaysia a moderate but a fundamentalist Muslim country” (Darwis 

2012). Mahathir claimed that Islam itself was moderate, concern about justice, equality and very 

considerate. Islam was not an extreme religion as long as the followers are on the right path of 

the Islamic teaching. Mahathir stressed that Muslims in Malaysia had been practicing Islam 

according to the truth of Islamic teaching that was based on Al-Quran and the hadith of the 

Prophet Muhammad (p.b.u.h) (Mahathir 2009). 

 

A visionary idea to develop and portray Malaysia as a moderate Muslim country was 

bolstered by the great idea of the fifth Prime Minister of Malaysia, Abdullah Ahmad Badawi. 

Abdullah introduced and pushed forward the idea of Islam Hadhari (Civilizational Islam) during 

his premiership. Islam Hadhari was “a model approach for development and progress” (Ahmad 

Badawi 2006) with a true purpose of bringing the Muslim community together to the authenticity 

                                                           
1
 DAP (Democratic Action Party) is an opposition party in Malaysia 
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of Islamic teaching. In Malaysia’s context, Islam Hadhari promoted a building of confidence and 

competitive Malays amidst of today’s global challenges.  Moreover, Gatsionis (2006) in his 

article, ‘Islam Hadhari in Malaysia’, stated that Islam Hadhari is  “…a political and ideological 

campaign introduced by Abdullah Badawi…that stresses technological and economic 

competitiveness, moderation, tolerance, and social justice” (p.78).  Abdullah voiced his hope that 

through the formation of Islam Hadhari, “…the glorious heritage of Islamic civilization in all its 

aspects must be used as a reference in order to become the source of inspiration for the Malay 

race to prosper” (Ahmad Badawi 2006: p.5). The vision and policy of Abdullah to develop 

Malaysia as a moderate Muslim country was inspired, carried forward and affected although 

Malaysia is populated by multiracial society comprising of different religious values.  

 

Mohammad Najib Abdul Razak, the sixth Prime Minister of Malaysia, has also actively 

and strongly promoted the idea of Malaysia as a moderate Muslim country. He has consistently 

endeavor to portray Malaysia as a moderate or “wasatiyyah” Muslim country that follows the 

teaching of the Al Quran and Prophet Muhammad (p.b.u.h). Najib further implies that, “…the 

Prophet was a role model who practiced moderation in his life and the concept had brought about 

unity and solidarity of Muslims throughout the world” (The Star Online, 23.01.2013). In 

addition, Greenberg (2010) similarly asserted that Malaysia is a moderate Muslim country for 

Najib is not only for the Muslim, nevertheless, there must be the essence of fair and just to the 

non-Muslim that is important to Islam. Further, Lee Poh Ping (2009) pointed out that Malaysia is 

not a radical Muslim country nor anti-western and is consistently against terrorism;  Malaysia is 

rather a moderate Muslim country intertwine with multi-ethnic society. Since Malaysia gain 

independence in 1957, it is inhabited by several races such as Malays, Chinese, Indians, the 

indigenous and others (Mukhtaruddin 2003). Despite living in the multiracial societies, 

Malaysians are always able to dwell peacefully and cooperatively ever since. 

 

Rejecting extremism is another essential element that constitutes a belief that Malaysia is 

a moderate country. The Johor Sultan’s Consort, Raja Zarith Sofiah Almarhum Sultan Idris 

Shah, clearly viewed that, “…Muslims in Malaysia could be the role models for Muslim in other 

Islamic nations as they were more moderate and did not believe in extremism” (The Star Online, 

25.06.2012). In short, the two former prime ministers of Malaysia have similar understanding 

with Najib regarding a classification of Malaysia as a Muslim country. There is no disagreement 

nor differences in this thought and all of these leaders believed and uphold the tenets of Islam. 

 

The status of Malaysia as a moderate Muslim country in the Southeast Asian Region has 

been acknowledged and well received by the Muslim world. Mr. Abdulla Mohamed Al-Montser, 

the Yemen ambassador to Malaysia has emphasized that, “We all consider Malaysia as a Model 

Progressive Islamic Country and greatly respect Mahathir for his contributions in bringing 

Malaysia to where it is today” (The Star Online, 07.06.2012). 

 

On another occasion, the Malaysian Deputy Prime Minister, Tan Sri Muhyiddin Yasin 

stressed that many foreign visitors from the Muslim countries have expressed their wish to 

follow and imitate the style of progress and growth that have taken place in Malaysia.  He clearly 

asserted in The Borneo Post online newspaper dated on August 16, 2012 that, 
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“…the foreign visitors he met, such as from Palestine, Somalia and Afghanistan were 

amazed at the Islamic leadership in Malaysia under the administration of Prime Minister 

Datuk Seri Najib Tun Razak, who was persistent in transforming the country.” 

 

By portraying Malaysia as a moderate Muslim country comprising of multiracial society, 

that concerns about justice, equality, considerate, non-extremist, competitive towards global 

challenges as well as utilizing glorious heritage of Islamic civilization in all its aspects; Malaysia 

may adequately become a role model of a Muslim country and acquire the necessary ability and 

power to act as a bridge connecting the West and the Muslim world. As mentioned by Sheikh 

Yusuf Al-Qaradawi the chairman of The Al-Quds International Institution (QII), “… Malaysia 

has been distinguished among Muslim countries with its impressive development strategy and 

openness, evolving as a referential center and model for the Muslim world” (The Star Online, 

21.10.2012).  

 

 

 

Malaysia-US relation: A Case Study of the West and Muslim world  

Malaysia has an important role in bridging Muslim and the non-Muslim world, both at regional 

and international level. Malaysia as a moderate Muslim country intends to become a model to the 

Muslim countries. Abdullah Ahmad Badawi, a former Prime Minister, believed that Malaysia’s 

tolerance, commitment to peace and moderation could serve as ‘…a positive example for the 

Muslim world (Ahmad Badawi 2008). Some has suggested Malaysia to initiate dialogue with the 

American to improve the ties between the Muslims and the US (Kaurmkaur 2009). In fact, 

according to the former Malaysian ambassador to the United States of America, Rajmah 

Hussain, Malaysia is trying to convince the Americans to have dialogues and so that Malaysia 

can portray the Muslim countries from different perspectives (Hussain 2009). 

 

Further, Najib stressed on the importance of Malaysia as a moderate Muslim country in 

the international level. Malaysia by holding the above said moderate Muslim country 

characteristics, Najib personally thinks that, “Muslims should promote moderate values so that 

they can counter Islamophobia worldwide” (Loh 2012). By this way, Malaysia would be able to 

enhance and help improve better relationship between the Muslim World and the West.  

 

A 20-minute telephone call conversation between Malaysia’s Prime Minister, Dato’ Sri 

Najib Razak and the United States’ President Barrack Obama implies an initiative of boosting 

Kuala Lumpur-Washington relationship. As reported to National News Agency of Malaysia 

(Bernama),  Dato’ Sri Najib disclosed  that  Mr. Barrack Obama expressed to him, we quoted,  

“You should be proud of Malaysia as it is a moderate Muslim country, (yet) there exists a 

harmonious multi-ethnic community” (The Star Online, 27.06.2009).  

 

Recently, on another occasion, Presiden Obama made a surprise call to Dato’ Sri Najib to 

praise Malaysia’s prime minister on winning the 13
th

 Malaysia’s general Election. This indicates 

a strong and full support from Malaysian on the capability and competency of Dato’ Sri Najib in 

his dynamic administration. Obama as according to the statement during the conversation with 
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Dato’ Sri Najib expressed the United States hope to further enhance this bilateral relation. The 

statement claims that, “Malaysia and the United States will continue to strengthen bilateral 

relations through regional and international cooperation” (Bernama, 14.05.2013). 

 

 Moreover, a statement of Malaysia’s Prime Minister is another example of enhancing 

bilateral relationship. In regards to the presidential election of Barack Obama in 2012, Prime 

Minister of Malaysia, Dato’ Sri Najib Tun Razak, clearly stated that Malaysia as a moderate 

Muslim country will continue to support Obama’s administrative effort to work closely with 

Muslim nation.  Dato’ Sri Najib Tun Razak said that, “as a moderate Muslim nation, Malaysia 

stands ready to help the United States as it seeks to better engage with those of the Islamic faith” 

(The Star Online, 08.11.2012). Prime Minister Najib further expressed his view on Malaysia’s 

role as a moderate Muslim country that is willing to offer as a bridge between the Muslim and 

Western world, 

 "Our moderate model of Islam is a force for good – and it is from having witnessed the 

benefits of this approach every day that I decided to call for a Global Movement of the 

Moderates in which all religions should come together in one voice to solve issues that 

plague the world today" (New Straits Times,10.07.2012). 

 

At the same time, on the American side, there is a statement given by a high-level official 

of American embassy in Kuala Lumpur which stressed President Obama’s classification of 

Malaysia as a moderate Muslim country. Malone as a former press and information officer of the 

American Embassy in Kuala Lumpur, further described Obama’s words regarding this 

classification. She expressed, “Malaysia has a tradition of diversity, ethnic, cultural and Islamic 

country. It has many much of it to share with the rest of the world in term of how people of 

different races, religion, cultural, live together live peaceful” (Malone, US Embassy 2010).   

 

As a moderate Muslim country, Malaysia also gains a good image and reputation at the 

international platform. Through a conversation with a representative from the US embassy, the 

authors found that the United States has seen an implication of Malaysia (as a moderate Muslim 

country) on its role in the international organization. For example, Malaysia has a strong voice in 

the OIC. 

 

By way of having a close interaction and communication or dialogue between Malaysia 

and the United States, Malaysia attempted to convince and change the West’s perception towards 

the Muslim world. Malaysia would like to offer the US with a new dimension of understanding 

and positive view of the Muslim countries. In respect of education, for example, the two 

countries build collaboration by exchanging some of their students and academics. Malaysian 

students who were sent to the US through this exchange program were able to explain Islam and 

the Muslim way of life in American churches, schools and community organizations (Coffman 

2009). For this reason, a better understanding of Islam was delivered to some Americans citizen.  

 

As a result of being a moderate Muslim country, the two countries were able to reach a 

warm, mutual and  friendly level of relationship. Malaysia is also one of the US partners in 

fighting against terrorism.  Malaysia has witnessed that the US is one its largest trading partners. 

It also benefits from a significant number of US companies inward investments. The statistical 

data shows that these companies’ reach more than 600. The Prime Minister, Dato’ Seri Najib 



797 
 

(2012) claims in his blog that “Our model of Islam is a force of good” and fortunately “Malaysia 

has benefited from this approach” of being a moderate Muslim country. 

 

 

Conclusions 

Various challenges may undermine the attempt to develop a close and mutual relationship 

between the Muslim and the West.  The factors such as misperceptions, lack of effective 

communications or dialogue, differences in view and opinion, bad sentiment between the parties 

as well as unhelpful attitude presents some of the challenges that both the Muslims and West 

needs to overcome in order to forge good relations between both.  Nevertheless, the Malaysia-US 

relations have witnessed a tremendous and close bilateral relationship and can be taken as a good 

example for other Muslims and Western countries to follow. In order to have a virtuous and 

effective relation between the Muslim and Western world, there should be a good understanding 

and perception by both nations between each other. As stated by Landscheidt and Wollny (2004), 

“It must be everybody’s responsibility to strive for a world where all people are treated alike.” 

 

By being a moderate Muslim country, Malaysia has shown the capability to play a vital 

role in bridging the gap between the West and the Muslim world. Malaysia’s leaders have 

continuously and consistently portray Malaysia as a prosperous Muslim state, and this has been 

well recognized by Washington and some of Muslim countries.  Malaysia, being a moderate 

Muslim country is a determining factor that could accelerates the development of Kuala Lumpur-

Washington relations. There is a great and increased expectation of American leadership about 

Malaysia’s involvement at the international level. The US has always seen Malaysia as one of 

their potential partners in multiple areas of interactions.  

 

Although the three Malaysia’s Prime Ministers have favored different and yet pragmatic 

approaches of portraying Malaysia as a Muslim country, there exists some similarities in the 

ways that the prime ministers have manifested their understanding of Islam in administering the 

country.  Resulting from the leaders’ serious and continued commitment to Islam, the US has 

recognized Malaysia as being capable to become an bridge which could allow them to access to 

the Muslim world. This is complemented by Malaysia role at the international and regional 

levels, where Malaysia is considered as a responsible player with a good leadership and a high 

profile state among the Muslim countries.  
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