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Did You Plant These Beautiful Flowers? 
 

Muzainah Mansor, Noraza Mat Udin 
 

Tunku Puteri Intan Safinaz School of Accountancy (TISSA-UUM) 

Universiti Utara Malaysia, Kedah, Malaysia 

___________________________________________________________________________ 

 

Teaching Case Synopsis 

This case focuses on Classic Japan (M) Sdn Bhd (CJSB), a company involved in the business of 

collecting, processing and selling fresh flowers to its holding company in Japan. CJSB considered 

itself as an agriculture company which was entitled to claim the Allowance for Increase Exports (AIE) 

and Industrial Building Allowance (IBA). These claims had raised doubt to the IRBM in terms of the 

eligibility of the company to claim such allowances under the Income Tax Act 1967. Furthermore, 

this involved the issue of non-compliance under the Income Tax Act 1967.  Overall, this case study 

reflected the importance of understanding the tax laws and regulations concerning the requirements 

for a company to be classified as an agriculture company under paragraph 3 PU (A) 128 Income Tax 

(Allowance for Increased Exports) Rules 1999 as amended by PU (A) 309 Income Tax Act 

(Allowance for Increased Exports) (Amendments) Rules 2003. It is also important for a company to 

know the eligibility to claim AIE for an agriculture company under PU (A) 309 of the Income Tax 

(Allowance for Increased Exports) (Amendments) Rules 2003 as well as the eligibility to claim IBA 

under paragraph 63 Schedule 3 and paragraph 37C of the Income Tax Act 1967. This case study also 

requires the knowlegde regarding the penalty structure under  Subsection 113(2) of the Income Tax 

Act 1967 and the knowledge regarding tax non-compliance.   

 

Keywords: Tax Compliance, Agriculture Business, Allowance for Increase Export, Industrial 

Building allowance, Penalty Structure 

___________________________________________________________________________ 

 

1. INTRODUCTION 

 

On a rainy day in July 2011, Siti, an audit officer at the Inland Revenue Board of Malaysia (IRBM) 

was in her office trying to analyse the findings from the tax audit that she recently conducted on a 

company. The company, Classic Japan (M) Sdn Bhd (CJSB), was involved in the business of 

collecting, processing and selling fresh flowers. Siti was not satisfied with the claims made by CJSB  

for export tax incentive and industrial building allowance. She doubt the company’s eligibility to 

claim the two (2) incentives.  

 

On the first day of office after the tax audit week, her Head of Department invited her for a chat over 

lunch. The Head of Department said, “Siti, what do you think about the incentives claimed by CJSB?. 

Figures do not lie and the company’s business activities are clear. Go and check what’s happening, I 
think something is not right somewhere. Your mission is to submit a thorough audit report to me 

within this week before it’s too late!.”   
 

Back at the office, Siti reviewed the financial statements (Exhibit 1) she obtained from CJSB and 

pondered the way forward to make the audit report to her Head of Department. 

 

 

 

 


 Corresponding author 
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2. BACKGROUND OF CLASSIC JAPAN (M) SDN BHD (CJSB) 

 

CJSB, located in Ipoh, Perak,  was established  since 2006. The company sold fresh flowers from the 

species of Hypericum and Chrysanthemum to its holding company in Japan. All the flowers were 

planted on the land of the contract flower growers who were the suppliers of the fresh flowers to 

CJSB. The contract growers were the freehold growers who had contracts binding with CJSB to 

supply the fresh flowers only to CJSB under certain specifications which had been determined by 

CJSB. During the year 2007 to 2010, CJSB had seven contract flower growers in Cameron Highlands 

which were Great Land Talent Sdn Bhd, Bertam Farm Sdn Bhd, C.H. Spring Flowers United Sdn 

Bhd, YL Flora, Mung Seng Nursery, Kayangan Flora and Ng Farm.  

 

CJSB stated that the four seasons in Japan were not suitable to  plant flowers. Thus, the company used 

the services from the contract flower growers for three (3) main reasons: (i) Cameron Highlands had 

the suitable climate for planting flowers. Due to the limited land, CJSB had established relationships 

with the contract growers who were the proprietors of the land in Cameron Highland that planted a 

particular crop. In this way, CJSB did not have to go through the process of getting the authorisation 

from the local authorities to get the Temporary Occupation License and this could save the costs of 

CJSB. (ii) The use of contract growers prevented CJSB from employing foreign workers to do plant 

work as these foreign workers worked with contract growers, therefore CJSB did not have to manage 

foreign workers in relation to immigration, and other matters related to foreign workers. (iii) In this 

way, the contract growers, not CJSB, recruit and train the foreign workers. This was cost-effective 

and CJSB could focus on providing the necessary assistance and consultancy services to contract 

growers.  

 

3. CJSB’S BUSINESS OPERATION  

 

CJSB had built its factory in 2006 on a land which was rented from Seng Heng Horticulture Sdn Bhd 

and was situated in Cameron Highlands, Pahang. Based on CJSB’s audited account, CJSB’s business 
activities involved trading of fresh flowers. CJSB used its factory  to perform its exporting business 

activities. The factory was for processing and keeping the fresh flowers to fulfill the standard and 

quality for  exporting purposes. Upon  receiving the flowers from the contract growers, the company’s 

processing activities involved seven (7) levels which were inspection, trimming, grading, bunching 

and cutting, hydration, packing and shipping. All these processing activities were carried out at 

CJSB’s factory.  
 

The company’s factory has two (2) levels that were used for office, warehouse, toilet, cool room, 

processing area, dissolving tank area, canteen and guest reception area. CJSB’s factory received the 
flowers that were planted by the contract growers and all the flowers went through the  same 

processes of inspection, grading and cutting the flowers’ branches to ensure that the size, weight and 
quality of the flowers were similar to the export requirements. All the flowers were treated with 

specific chemical substances from Japan, which were known as ‘pulse solution’ and ‘hydration 
solution’ to ensure that the flowers remained fresh on the way to Japan. Ninety-nine percent of 

CJSB’s fresh flowers were exported to Japan and the balance of one percent usually were the 

damaged flowers that were not suitable for export.  

 

The following table shows the number of fresh flowers processed and income generated from the 

export activities: 

 

Year of 

Assessment 

Total of Flowers Processed Income 

2007 6,714,544 units RM 6,678,573.00 

2008 9,706,869 units RM 9,587,233.00 

2009 9,461,686 units RM 11,818,785.00 
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2010 13,170,071 units RM 16,289,743.00 

 

 

4. TAX INCENTIVES CLAIMED 

 

Each year, CJSB claimed the Allowance for Increase Exports (AIE) and Industrial Building 

Allowance (IBA) related to its business activities in its annual tax return. The company provided the 

following information regarding the claims made for the incentives: 

 

Allowance for Increase Exports 

 

Year of Assessment Inrease of Export AIE (10%) 

2007 RM 4,753,570.00 RM 475,357.00 

2008 RM 2,908,660.00 RM 290,866.00 

2009 RM 2,231,552.00 RM 223,155.00 

2010 RM 4,470,958.00 RM 447,096.00 

 

 

 

Industrial Building Allowances 

 

Year of Assessment Capital Expenses IBA  

2007 RM 812,400.00 RM 105,612.00 

2008 RM 329, 604.00 RM 67,221.00 

2009 - RM 34,260.00 

2010 RM 18,314.00 RM 36,641.00 

 

 

5. MEETING THE DEADLINE 

 

Siti realised that she had to thoroughly review all documents provided by CJSB in order to certify 

whether the company had correctly claimed for the relevant tax incentives. She had to submit the 

audit report on CJSB to her Head of Department within a week time. It seemed that she had to work 

on the case days and nights in order to be able to submit a comprehensive report by the deadline. 

Meanwhile, several questions crossed her mind:  

 

1.  Can CJSB be classified as a company engaged in agriculture business? 

2.  Does CJSB fulfilled the requirements to claim for AIE? 

3.  Does CJSB fullfilled the requirements to claim for IBA? 

4. Is there any possibility for CJSB to be charged under Subsection 113(2) of the Income Tax Act 

1967? 
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 What’s up with WhatsApp: A Never-Ending Story 
 

Norhafizah Abu Hasan 

 
Fakulti Ekonomi dan Pengurusan, Universiti Kebangsaan Malaysia, Bangi, Selangor 

 

 
Teaching Case Synopsis 

 

An exploratory study was done to various organisations from SMEs, private companies, banks and even 

government bodies. This case pick stories from SMEs to stimulate discussion on business 

communication, and organisational behaviour. The stories stimulate discussion on effective 

communication strategy in the era of Industrial 4.0, management of teams, and groups in organisations 

and also the stages in team development. Students are also enable to integrate knowledge of ethics and 

technology in managing communication in organisations.  

 
Keywords:  communication, group, management, organisation, team, and WhatsApp 

 

 

1. INTRODUCTION 

 

Kifana looked at her smart phones just before she went to work. It’s sort of a habit by now, while eating 

breakfast, her right hand scooping nasi lemak and the other hand holding her smart phone. Nothing 

really important actually - just to check if there’s any urgent messages either from her superior or her 

team mates. That’s becoming her routine. Sometimes, in the car she will grab her phone while waiting 

for the traffic light to turn green. Much to her own annoyance,  most of the times she got horned by the 

car behind her because she didn’t realize that the light had turned green! There were just far too many 

WhatsApp messages whenever she opened and read her WhatsApp messenger application.  

 

Suddenly a new notification popped-in.  

 
“You were added by Firdaus to this group” 

  

“Welcome to LRT Project Group. This group is created to ease communication among team members. 

I am happy to announce that we had won the pitching for LRT project. Discussion, instruction, and 

reporting is going to be done through this WhatsApp group. I am Firdaus, your team leader for LRT 

project.” 

 

Firdaus added +6012-2795857 

Firdaus added +6011-2242019 

Firdaus added Khalid 

Firdaus added Ibrahim 

Firdaus added Elham 

 

She was shocked by this new group which appeared in her WhatsApp messenger. At the moment, she 

has more than fifty groups altogether; work, family, friends, community, alumnni, neighbourhood and 

whatever else that she doesn’t even remember the purpose of some of the groups that she joined in the 
first place. All these groups were jumbled up and appeared on top of the list whenever any incoming 

messages got in. 

 

Apparently with this new group,  two persons were not in her contact list.  

 

 
 Corresponding Author 
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“Who are they? It seems that I dont know everybody in this company,” thought Kifana. 

 

Her current workplace, XYZ Engineering Sdn Bhd is a medium-sized company of more than 100 

employees with yearly sales turnover between 15 million to 50 million. That makes it quite impossible 

for Kifana to know all of her colleagues. The company has five deparments; 1) Admin and Human 

Resource, 2) Finance and Account, 3) Operation and Project Management, 4) Marketing, and last but 

not least, 5) Corporate Development. XYZ is a subsidiary of a government-link company. The 

headquarter is based in Kuala Lumpur, while the company she works at is located in Seremban, Negeri 

Sembilan. In 2018, this company became among the established 50 SMEs awarded with the Enterprise 

50 (E50), an annual prestigious programme that recognises excellent achievements of the local SMEs.  

 

Howewer, those mysterious handphone number in LRT Project Group made her wonder. She knew 

Khalid and Ibrahim very well as they had worked together before. Khalid is the star performer in the 

company. CEO’s favourite and his apprentice. Ibrahim, the senior engineer is the most experienced 

mechanical engineer in the company. With more than 20 years of experience, he knows his job very 

well. In fact, Kifana learnt a lot from him. Elham is new in the company, more or less not even a year 

since he joined in. Currently he is a junior engineer, fresh-graduate from University of Kent, 

Canterbury, United Kingdom. He is a fast learner and definitely has bright future in the company.  

 
“For this project, we have two trainees from Universiti Kebangsaan Malaysia to be in our team; 
Khadijah and Sharifah. Both of them are  final year students from electrical and mechanical engineering 
course. I hope you will learn and experience the real job of an engineer. You may introduce yourself to 
others, please,” said Firdaus. 

 
“Hi, I am Khadijah, 23 years old from Bukit Mertajam. I am a mechanical engineering student in UKM. 
I am the third child in the family and love doing mathematics. That’s why I want to be an engineer. 
Please give guidance to me. I am willing to learn new things.” 
 

“Hello, I am Sharifah. I am happy to get the opportnity to be a part of this team. Same age with Khadijah 
and I am the youngest in my family. I am from Gombak, Kuala Lumpur and getting this opportunity to 
be part of this team is an honour for me.” 
 

Then, Kifana introduced herself followed by Khalid, Ibrahim, and Elham. Lastly, Firdaus the team 

leader introduced himself.  

 

Firdaus shared few documents via WhatsApp group, mainly the proposal for LRT project, project Gantt 

chart, and delegation of work. He explained the objectives of this project to all members. After that, the 

delegation of responsibilities were also informed and explained.  

 

2.  WAYS OF WORKS 

 

In XYZ Engineering Sdn Bhd, the company has its own WhatsApp group for all employees in the 

organisation. Each department also has its own WhatsApp group. In short, any project-based tasks that 

require team-work are required to have their own WhatsApp group too. That explains why each 

employees belongs to a lot of groups in their WhatsApp messenger applications. This is a reflection of 

high usage of WhatsApp messenger application among Malaysians (Times, 2017) that leads to its usage 

in business communication in most organisations in Malaysia. 

 

As a Senior Engineer and project leader in XYZ Engineering Sdn Bhd, Firdaus himself had no choice 

but to create many WhatsApp groups in order to manage his teams. Sometimes he even had online 

meeting via WhatsApp messenger group communication with his teammates. Whenever he had 

WhatsApp meeting, he had always been strict to his team mates on the following rules: 

 
1. Everyone needs to be online and reads all the WhatsApp messages in the group during the discussion. 

2. They should not do other work and only concentrate on the discussion, if they need to be away; for 

example going to toilet etc., they need to inform other members in the group.  
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3. Team members may join the meeting from any location as long as they have smart phones and 

internet. 

 

In the construction industry, WhatsApp group messenger application has helped to speed up the 

reporting processes of work in progress and updates on work that have been done. With the ability to 

send videos, pictures, and voice note; updates on construction works are easily supervised. For example, 

during the mixing of the cement to construct the wall - supervisors only need to record the work while 

it is done and send the video for reporting purposes. If any problem occurs, instant report will be 

submitted and team decision can be made then and then. All these new technologies at work helped 

Fridaus, in one way or another to accomplish major projects for XYZ Engineering Sdn Bhd.  

 

3.  STRESS BUILDING UP 

 

Although Firdaus seems like a perfect leader - with such excellent performance in his work as senior 

engineer, deep inside no one knows that something is boiling hot inside him, just like the lava from an 

angry volcanoe getting ready to burst anytime soon. It was scorching hot that day. As Firdaus was 

scrolling his WhatsApp messenger, he wiped his sweat using the end of his sleeves. The scar on his left 

eye made reading WhatsApp messages such a challenging task for him. More time is needed for him to 

actually scroll, read, digest and understand all the instructions, ideas, suggestions, reports, and 

information shared in all of his WhatsApp groups. Since WhatsApp messenger is widely used in XYZ 

Engineering Sdn Bhd, more time and effort are needed to read all the thousands of messages he receives 

on daily basis from his WhatsApp groups. Besides all his work-related WhatsApp groups, he also joined 

many groups that are not work-related. With his IKRAM’s1 voluntary works’ WhatsApp group and also 

family-related WhatsApp groups made scrolling WhatsApp messengers a never ending lifetime job.  

 

“... I wish I can group all these groups into another groups like GROUPS FOR WORK, FAMILY 
GROUPS, PERSONAL GROUPS.. it is a hassle for me to follow discussions in all these groups! 
Whenever any messages get in certain group, that group will be on the top of the groups’ list. Most of 
the time, the personal WhatsApp groups that sell products, or family WhatsApp groups updating the 
list of attendance for my cousin’s wedding keep being on top of the list; distracting my focus at work.”  
 

 
 

After complaining, partly irritated at the nonsense messages, Firdaus kept reading all the messages at 

his workstation. He could not even switch on his computer for work yet as he always make it priority 

to read all important WhatsApp messenger groups that are work-related prior to starting his day and 

sometimes he read his WhatsApp messenger before bed. He just does not want to miss any update or 

instruction from his boss because one thing about his boss, he always send work-related instructions 

after working hours. More often than not, these type of instructions need immediate action the very next 

day.  

 
1 Pertubuhan IKRAM is a propagation, tarbiyah, and well-fair non-government organisation. It seeks to uphold 

Islamic Shariah in Malaysia as a blessing (rahmah) to the whole world. 
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“...I hate it if any of them send irrellevant, non-work related updates in company’s main WhatsApp 
group. I also don’t like it whenever people started making list of people attending certain event.. the 
list will continue as if it is not going to end. If there are 60 people in the department, the list will be 
copied and pasted with a new name for 60 times! Can you imagine the amount of time wasted to scroll 
this kind of message? They are rubbish messages...” 
 

4.  UNITED WE STAND, DIVIDED WE FALL 

 

It was nine-thirty in the morning when the notification on Kifana’s smart phone started to beep. About 

the usual time actually – that’s how early people would start messaging in their company’s WhatsApp 

group as XYZ Engineering Sdn Bhd’s office hour starts at nine. She purposely set all non-work related 

WhatsApp groups to silent to ease her working life. Not exactly an indicator that other groups (non-

work related, that is) are less important to her, but she somehow feels that it’s getting difficult to keep 

the focus on her work while juggling (or so to say!) with other non-work related groups that are active 

twenty-four seven. Hence, she has decided that it’s better to get notification only for work-related 

WhatsApp groups during office hours. Kifana sat in-front of her computer, focusing on her daily 

mundane tasks of that day. A WhatsApp online meeting was scheduled that day and she needed to 

present her first proposal to her team via WhatsApp messenger group.  

 

“How cool is that”? she thought queitly.  

 

That day, Elham was in Kota Kinabalu; he was supposed to have a meeting with an important client. 

Khalid and Ibrahim were both in Penang for site visit at Penang Central project. Since most of the team 

were out station, Firdaus initiated this important meeting to be via WhatsApp messenger group. Firdaus 

was in Johor; sent to check on Nusajaya project while Khadijah and Sharifah were both at their own 

cubical burrying themselves in some desk work.  

 

Kifana was about to finish reading some materials and while reaching for her presentation slides, she 

was interrupted by a knock on the door. She looked up and saw Sharifah looking at her from behind the 

glass door. She waved her her hand, signalling for Sharifah to come in. Sharifah, an enthusiastic trainee, 

gave an eager smile, walked into the room and sat on the empty chair in front of her desk.  

 

“Madam, Elham WhatsApp me and told about the online meeting today. Is it on? Are all team member 
invited? Why I didn’t know? What time is the meeting? I wish I could join in. There must be a lot of 
important discussions especially on our new LRT project. Mr. Firdaus asked me and Khadijah to do 
some business research related to this project. We need to explore on current top financial cities in the 
world like Singapore, Tokyo, San Francisco, Chicago, Sydney, Boston, and Toronto. We focus on the 
construction of building and development activities and these few financial cities so that we can come 
out with more project proposals. We would like to share our findings during this coming meeting too...” 
 
Kifana kept quiet and was not really paying attention to what Sharifah said. She was thinking on her 

proposal that she needed to present at the coming meeting. She was wondering to herself whether 

Sharifah did scroll and read all the discussion in the WhatsApp group as Firdaus already announced the 

meeting scheduled today.  

 

Finally, she responded: 

 

“I think you may join the meeting since the meeting is going to be held in LRT Group. You are part of 
the team, remember?” 
 

It was half past ten, the meeting was going to start soon. Kifana tried hard to calm herself. All 

preparations were done. She should not be panicking as it was only a WhatsApp meeting. Besides, this 

was not the first time for her.  
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5.  DURING THE MEETING IN LRT PROJECT WHATSAPP GROUP 

 

The meeting started on time, everybody was online. Firdaus chaired the meeting by reminding all the 

team members on the rules of online WhatsApp meeting. The agenda of the meeting was informed and 

everybody was ready.  

 

“Hello everybody! How are people at the office? Not many are in the office today, right? I am in 
Starbucks sipping my grande Caramel Macchiato,” typed Elham while enjoying the serenity of Kota 

Kinabalu. Not as busy as Seremban, at least.  

 

“Only me, Sharifah and Khadijah are at our department today. It is quieter than usual,” replied Kifana.  
 
“Guys, I am online with WhatsApp web on my laptop here with Khalid. Khalid will be on his smart 
phone. We are ready for the meeting. Our tummy are happy here in Penang!” said Ibrahim. Both of 

them were sitting cosily at Deen Maju Nasi Kandar, they both just had their best nasi kandar in town.  

 
“Let’s start our meeting, to cut time short, I would like to hear updates from Kifana on the problems 
that we face with contractors of LRT projects. I heard many bad rumours about them. Is it true they 
could not deliver their job?” Firdaus questioned sternly. 

 

Kifana shared her power point slides file with the others in the WhatsApp group and asked them to 

open it.  

 

“The following are the major problems in LRT projects. First, we have not received the money that we 
are supposed to receive  which is the US$3bil that was raised in 2013 in order to develop this 70 acres 
of land. Since our company 2MDB Real Estate Sdn Bhd was restructured and renamed as XYZ 
Engineering Sdn Bhd at the end of 2015, many problems occured due to changes of top management 
and interference from the former government back then. It worsened as we were heading towards the 
14th general election last  year. The results obviously shocked everyone and the changes to a new 
government had a huge impact on everything especially to LRT projects. Many projects by former 
government was freezed and no new projects were offered during the transition process of the 
government..” 
 
Everybody read diligently the long messages typed by Kifana. It was a reflection of history; Malaysia 

and XYZ Engineering Sdn Bhd. The election heralded the first government change in Malaysia’s 
history, considering the erstwhile ruling party, Barisan Nasional coalition, had enjoyed an uninterrupted 

reign over the country since 1957.  

 

“That was history, Kifana. To date, in the year 2019 a lot of changes happened for better Malaysia. 
Our country’s GDP growth rate is forecasted to moderate to 4.6 percent in 2019, with increased 
headwinds. This is reflecting a larger trade balance and a narrower primary income deficit,” 
emphasised Firdaus while quoting the World Band 2019, “Malaysia Economic Monitor”.  
 

A meeting that was supposed to solve problems faced by XYZ Engineering Sdn Bhd on their 

troublesome contractors turned into a political chat. Kifana read the messenges from her iMac Pro 

screen. The WhatsApp Web chat was scrolling down as her team chatted about the New Malaysia of 

Pakatan Harapan Government. Some were supporting and some were criticising. But the most important 

fact that she always belief was a sentence uttered by Tun Dr Mahatihir Mohamad, “... the New Malaysia 
is an improvement.” 
 
“Hey guys, can we get back to our original point? What should we do with these contractors that could 
not perform the job according to the agreed timeline? We cannot accept excuses anymore, we have a 
binding contract that they need to follow and fulfill.”  
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Kifana suddenly interrupted the hot discussion on New Malaysia by her colleagues. Problems and 

updates were shared but all she needed were solutions. She badly wanted to have some ideas on how to 

solve all these issues from her team. The meeting continued... 

 

6.  SCROLLING CONTINUES 

 

The alarm clock from Firdaus’ smartphone woke him up at six o’clock in the next morning. He grabbed 

his smart phone, switched off the alarm and instantly opened his WhatsApp messenger application. 

While lazying in bed, he started scrolling his messages from all the groups. Scrolling seems like a never 

ending day-to-day task. A bad habit that is hard to kick by now. An addition, perhaps.  

 

7.    ACKNOWLEDGEMENT 

 

This study is financially supported by UKM grant EP-2019-028 

 

BIBLIOGRAPHY 

 

Cheng, T.L. (2018, May 21). Bond money never reached TRX City. Retrieved from: 

https://www.thestar.com.my/business/business-news/2018/05/21/bond-money-never-reached-trx-

city 

Star Online (2018, July 08). 'New Malaysia' should be better than previous governments, says Dr M .  

Retrieved from: https://www.thestar.com.my/news/nation/2018/07/08/new-malaysia-should-be-

better-than-previous-governments-says-dr-m 

Wikipedia (2019, October 15). 2018 Malaysian general election. Retrieved from: 

https://en.wikipedia.org/wiki/2018_Malaysian_general_election 

World Bank (2019). Malaysia Economic Monitor, June 2019: Re-energizing the Public Service. World 

Bank, Kuala Lumpur. Retrieved from: https://openknowledge.worldbank.org/handle/10986/31968 



Proceedings of the International Case Study Conference  
24-26 Nov. 2019, Sabah, Malaysia 

10 

 

Corporate Social Responsibility Practices in Epic Valley Sdn Bhd: The 
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Teaching Case Synopsis 

 

This teaching case illustrated and highlighted corporate social responsibility (CSR) management of a 

non-listed company in Malaysia. The case discussed Tan Sri Dato' Paduka Professor Dr Fng Ah Seng, 

CEO of Epic Valley Holdings Sdn Bhd CSR motivations, targets, approaches, and activities. It 

showcased a unique blend of corporate and individual philanthropy as well as an extraordinary 

commitment to CSR by a CEO of thriving building construction company in Malaysia.  

 

Epic Valley Holdings Sdn Bhd, being one of the leading property developer and contractor company in 

Malaysia believes that CSR has to be an integral part of its corporate agenda. According to the company, 

businesses have shared so much from the success and abundance of the society and it is their 

responsibility to help carry part of the burden of the society. Led by Tan Sri, the CEO, the company 

through its foundation, collaboration with others, and donations has consistently implemented a wide 

range of initiatives to improve the quality of life of its employees, customers and the communities. The 

case provides opportunity to study, understand and appreciate the motivations, approaches, 

implementation and impact of CSR by a local non listed Malaysian company to the society and the need 

to further deepen interests in CSR in the Malaysian economy. 

 

The case teaching note is developed and prepared for undergraduate students, undertaken accounting 

and social work management as well as post graduate accounting students. It is designed to aid the 

course facilitator to discuss and present the teaching case to the students. The learning outcomes are 

spelt out clearly with connection to the issues raised in the teaching case and suggested literature. The 

facilitator is also guided on how to effectively present the case in an interactive manner with several 

discussion questions and a comprehensive board-plan. Thus, this teaching note will help to serve as 

guide on how to use the case in a classroom setting to achieve the set objectives of this case. The case 

has been largely designed through primary data collection on Epic Valley holdings, whereby in-depth 

interview is conducted with the CEO of the company. 

 

Keywords:  Corporate Social Responsibility, non-listed company, Epic Valley Holdings Sdn Bhd 

 

 

 

“It’s not easy to give away your money to others without 
expecting any return, but that’s the satisfaction” 

Tan Sri Dr Fng Ah Seng 

The CEO of Epic Valley Holdings Sdn Bhd 
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1. INTRODUCTION 

From his expansive office space in the beautiful city of Penang, proudly referred to as the Pearl of the 

Orients, Malaysia, a stoic but worried CEO of Epic Valley Holdings Sdn Bhd paced though his glassy 

office looking into the horizon while appreciating the complex and panoramic view that characterised 

the city. It was November 2017, the city was just recovering from recent devastating floods and 

landslides that mainly affected the poor suburbs. Tan Sri Dato' Paduka Professor Dr Fng Ah Seng in his 

proclivity of thinking and consideration mused at the success of the city and businesses in the city 

through the years. Times have changed, Penang and indeed Malaysia is fast turning to a high income 

developed society. The society has so many success stories of which he and Epic Valley Holdings Sdn 

Bhd are part of the success. To him, the society has given so much to make him, and his business 

continue to grow, yet, the less fortunate are still very much around and the environment is threatened, 

he reasoned. He felt if individuals and businesses shared so much from the success and abundance of 

the society, it is their responsibility to help reducing part of the burden of the society. Motivated by 

these thoughts and his strong believe in Ren, the first of the five virtues of Confucius, which is the the 

virtue of benevolence, charity, and humanity; he sat down on his cosy office chair going through his 

files, and with a deep exhilarating breath, reflecting on his dedication to his business corporate social 

responsibility (CSR). Feeling a little satisfied, Tan Sri Fng Ah Seng is still looking forward to plan for 

more charity works and CSR opportunities for the company. 

2. TAN SRI’S EPIC JOURNEY TO CORPORATE SUCCESS AND SOCIAL 

RESPONSIBILITY 

Tan Sri’s life is so interwoven with Epic Valley Holdings Sdn Bhd (Epic Valley). It is a marriage of 

individual and corporate philanthropy. Tan Sri is an astute, insightful but compassionate businessman. 

He is so much in tune with his business and the society. He is dedicated not only to his business but 

also to social responsibility (CSR) works. To Tan Sri, it is not how much you have, but what you are 

giving away. He always says, “I want the entire society to share my success”. Hence, Epic Valley, 

through Tan Sri, has consistently contributed towards alleviating societal burden.  

As the CEO of Epic Valley, his mantra has always been ‘doing charity, is a basic responsibility as a 

human being’. This is exemplified in his company’s CSR activities. Through the establishment of a 

charity foundation, Yayasan Muhibah Tan Sri Fng Ah Seng (Tan Sri Fng Ah Seng National Unity 

Foundation), the group of company has given back to the society through financial supports, 

motivational talks and sharing skills and experience as well as other needed form of assistance. Tan Sri 

is not only a giver but an advocate of individual and corporate philanthropy. To him, “giving is better 

than receiving.” 

Tan Sri’s journey to success is one of grass to grace. He lived a childhood of deprivation in a broken 

home. His poor single mother has to take care of him and his two sisters from her insufficient earnings 

as a worker in a rubber plantation. The young Tan Sri can smell poverty from afar as he lived through 

it in his childhood. With nostalgia he recalled “I was lucky if I could bring to school even a bowl of 

plain rice to share with my two sisters. I walked to school barefooted while carrying my tattered shoes 

on my hands to save on shoe canvas.” Nonetheless the hard life, he always came as the top three and 

was excellent in Maths and English. He did odd and tiresome job and sought help from charities to get 

himself through high school as well as to support his mother and his sisters.  

After high school, he was offered to be a pilot trainee with Malaysia Airlines. Albeit, it has always been 

his dream to become a pilot, he was persuaded against chasing it by his mum who was fearful of losing 

his only son through such high-risk vocations. With very limited space in higher education institutions 

at home, he simultaneously applied for a place at local and overseas universities and got offers from 

universities in Britain and America. He chose America because of its relatively low tuition fees and 

higher opportunity to do part time jobs. Hopeful but confused, he went literally cap in hand to beg for 

funds to pay for his airfare across the continents to chase the Golden Fleece. “I still remember how 

better- off relatives went out of their way to avoid me in case I asked for money” he quipped. Eventually, 
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he managed to secure a one-way ticket and visa with nothing else to even afford the first meal in 

America. He was lucky through Kuala Lumpur to Los Angeles scaling through immigration as he did 

not have the required return ticket as well as a proof that he would be financially independent. 

He went straight to Natchitoches, a small town in the southern states of Louisiana. He enrolled for his 

foundation in Engineering in the reputable North Western State University. Mainly housed by an 

American woman who pitied his condition. He took on multiple jobs such as waiter and assistant at a 

bookshop where he was lucky to read through books as he could not afford to buy one. He later moved 

to Houston Texas, where he enrolled for his bachelor’s programme in Civil Engineering at the 

prestigious University of Houston. Nonetheless, life was same at Texas as he had to continuously seek 

multiple part time jobs to survive.  

At graduation, he soon found a job in a civil engineering firm. For the first time he earned a good pay 

and discover his natural leadership talents. This was however short lived as he soon experienced racial 

discrimination at work. Feeling discouraged, he decided to go back home to Malaysia. However, living 

in America, he explains it as a blend of EQ and IQ. His Asian background developed his emotional 

intelligence, with emphasis on integrity, respect and loyalty while his American experience taught him 

more about the bones of capitalism where everyone has to secure himself first. 

Crossing the continent back with a young family and little savings, his financial position has not really 

improved since he left in 1981. Living cost in Penang in 1993 has become more expensive. He soon got 

a job in a construction firm as a site engineer. Soon after, he joined a family based building construction 

firm. In all his jobs, he proved to be a diligent, skilful, dedicated and brilliant employee. He was 

appreciated, loved and treasured by all his bosses. He learnt a great deal through the ropes and his 

excellent performance earned him swift recognitions and promotions. However, fortune stopped 

smiling again on the Young Tan Sri as his employer was terribly affected by the 1997 Asian financial 

crisis and his position became shaky. He was forced to look for another job, but in the eye of the 

economic storm, the search turned out to be long, difficult and disappointing.  

While riding the economic storm, he got a ray of sunshine when he was by providence allowed to take 

over an abandoned housing project. He was initially asked to pay RM120,000 while he only had 

RM3,000 in his savings. He felt dejected but successfully got a job in Singapore as a police officer. 

While preparing to leave for Singapore, he was fortunate to meet the developer again while he was also 

on his way to Singapore for a major medical surgery. Struggling with his illness, the developer offered 

him the site with a down payment of only RM20,000 and the balance amount was to be paid 

progressively within the next 24 months. He signed his acceptance on the spot realizing that he would 

quickly need to find money. Fortunately, Tan Sri got assistance from his father in-law who contributed 

to have 50% shares of the new business venture. 

However, the project was unattractive, difficult and full of disappointments. The young Tan Sri was 

determined enough to deliver successfully with a break-even financial result. He went on to take a 

similar project struggling with meagre financial profit. However, by stroke of luck and his honesty, he 

came across with the Mufti of Perak Tan Sri Dato Seri Dr Harussani, who proposed a joint venture 

development of over thirty acres land. It is a joint venture agreement with a cooperative to develop two 

projects that involved as many as five hundred housing units, worth RM50 million. The project was 

delivered successfully, and this marked the beginning of many other multimillion-ringgit successful 

projects that were managed under his newly formed company called Epic Valley. To Tan Sri, “Hardship 

often prepare ordinary people for an extraordinary destiny”. “My integrity was more than adequately 

rewarded.” 

Aside his business success, he continued his passion for knowledge. He earned two master’s degree 

with Doctor of Business Administration (DBA) from the Australian Institute of Business. He has 

become an Adjunct Professor for six universities in Malaysia and has got several invitations from varied 

renowned universities in the globe, including the University of Oxford in England, for his motivational 

lectures and seminar on sustainability and business management. 
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3. THE COMPANY: EPIC VALLEY HOLDING SDN BHD 

Epic Valley Holdings Sdn Bhd is a group of six (6) companies, has been one of the leading property 

developers and building contractors in the Peninsula. It undertook property development of residential 

and commercial buildings in Perlis, Kedah, Pulau Pinang, Perak, Terengganu, Pahang and Selangor. 

Established in 1998, the group of company has vast experience in building dream homes for all segment 

of the residential property market. The company has provided quality, on-time delivery, and good 

customer services for its customers. It was developed from the passion, hard work and integrity of its 

founder, Prof. Tan Sri Dato’ Paduka Dr Fng Ah Seng, with just one rule “no buyer should be dissatisfied 
with the house that they buy from the company.” 

With the head office located at 2758, Jalan Chain Ferry, Taman Inderawasih, Perai, Penang, Malaysia, 

Epic Valley has 14 branches all over Malaysia with a staff strength of more than five hundred 

employees. Started with a meagre start-up capital of RM3000 from the Tan Sri’s own savings, the 

company has made it’ first RM2 million profit in its first two years and has grown to a successful 

venture of over RM300 million turnover in 2014. 

Epic Valley Holdings Sdn Bhd is a very successful and a leading trend setter in the property market. It 

is second to none in introducing new styles and ideas to make better homes for all. In its relatively short 

history, Epic Valley Holdings Sdn Bhd has maintained an impressive rate of completions, totalling up 

to two thousand housing projects annually. 

Despite of generating profit from the community, Epic Valley has been actively using a part of the profit 

to finance its CSR activities through the establishment of Yayasan Muhibah Tan Sri Fng Ah Seng. A 

foundation in charge of its rich corporate social responsibilities and philanthropic activities. 

 
 

Figure 1: Epic Valley Sdn Bhd main office in Penang 
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3.1 The EPIC Values, Culture, Social Responsibility and Philanthropic Activities 

 

The corporate culture in Epic Valley Holdings Sdn Bhd is totally influenced by Tan Sri. “I have 
developed Epic Valley Group in my own mould, reflecting those values I hold dearly,” he said. His 

values for success are mainly influenced by Confucius. To him, “loyalty, honesty, benevolence, 
righteousness, politeness, wisdom, credibility and filial piety” are the recipes for success. The business 

corporate culture is quite unique, the conventional management is seen as a stranger in the company. 

Epic Valley way of doing business is not what is being taught even in the business schools. “If one is 

to believe the textbooks, the obvious conclusion is the way I run my business could never work. And 

yet it does! It works well and is highly profitable. A key reason for success is that my company has 

always about more than the bottom line. It is this novel approach that explains why I believe I have the 

best company in the world!”. It is not just the profit but also the people and planet. 

 

Unlike conventional management theory where customer is king, in Epic Valley, Tan Sri gave priority 

to the employees. To him ‘keep one’s staff happy and the rest will follow; look after the soldiers before 
the citizen.’ Employees were not measured by the Key performance Indicators (KPI) or Performance 

Measurement System (PMS) rather they are motivated and guided to do their best. “I avoid mechanistic 

measures of organisation behaviour, in favour of more inventive approach,” he said. Against convention 

rather than dismissing an employee when any one of them reasonably fall short of expectation, “I 

become more philosophical, concluding that in such cases one just has to lower the bar,” Tan Sri affirms. 
Staff salaries are always above the industry norm, it is a tradition in Epic Valley for staff to have annual 

bonuses, and every staff is entitled to apply for promotion. On this Tan Sri said, 

 

“My staff are very well looked after. Because the business is doing well, it is my wish that the staff share 

my good fortune and each year I treat them to an all-expenses-paid-vacation. One in two employees is 

given an official car. When someone encounters a problem, I am always there to assist. If a family 

member is seriously ill or injured, I will meet the medical expenses myself. I am the one shouldering 

the risks, my view is that if I prosper, my staff should enjoy the fruits of our labour, too.” 

 

To be able to achieve this, ignoring financial temptation, Tan Sri avoided listing Epic Valley in the 

stock exchange. This is to avail him the freedom in implementing his novel compassionate ideas. “With 
shareholders to answer to, the bottom line would be the key consideration and the generous treatment 

to my staff would be queried,” he said. He implemented this by avoiding a dedicated HR Director who 

would adopt similar staff terms as the rest of corporate world. “Just as the title ‘Human Resources’ is 
enough to make me wary. We are talking about people and they deserve respect. I am not convinced 

that a HR Director would see things the same way,” Tan Sri asserted. He believes employees are human 

and should not be treated as just another resources to the organisation. Epic Valley has also build houses 

at discounted price exclusively for it’s’ employees. 
 

Tan Sri rewarded and promoted staff strictly on merits. The culture in Epic Valley frowned at 

discrimination. Appointment of staff were made solely based on the capacity of the potential employee 

to contribute to the growth of the company. On this, Tan Sri said, “Equal opportunities are a matter of 

common sense and it is no coincidence that 70% of my top managers are women; they have simply 

proved themselves, on merit, to be better than men for the positions in question.” Also, Epic Valley 

provided self-improvement opportunities through lifelong learning programme to employees. 

Scholarship were provided to staff to who were interested to further their studies. With pride Tan Sri 

said, “A number of them successfully completed their Executive Master in Management from the 

Australian Institute of Business in 2016.” 

 

Epic Valley as a house builder, build with integrity and novelty through all the stages of the process. 

The company makes the whole business of house ownership and purchase simple, and as transparent as 

possible. Tan Sri affirmed that, “as a result of hard times I knew before I started my Epic Valley 

Holdings Sdn Bhd, I am encouraged to go out of my way to ensure that no one whom I deal with is 

treated badly. I make a pledge that no buyer should be dissatisfied with the house that they buy from 

me.” For instance, in cognisance to the fact that some buyers might face temporary difficulties or due 
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to circumstances beyond control, if they have to change their mind or withdraw on the purchase, penalty 

was not charged on such situations. Also, customers were not charged for late penalty. The company 

permitted delay in payment for deserved and needy customers. “These measures are all interpreted in 

the market as signs of dealing with a good firm committed to honest business. That is how I want it,” 
he exclaimed. 

 

To Epic Valley, the quality of the house is what matters most. The company did not give room for 

shoddy workmanship. Epic has always emphasized on comfortable, spacious and quality in designing 

the plan layout of their houses. The houses were designed in an environmentally friendly design that is 

comfortable even without using an air-conditioner during the hot weather. As a mark of quality, Epic 

Valley is the only housing developer in Malaysia that, at its own expense, do complete quality assurance 

survey before houses are finally handed over to the customers. Epic’s customers have also enjoyed a 

lifetime warranty for any main construction problems of their houses such as roof liking and fractured. 

The company delivered at above the regulatory minimum, while prices were kept as far as possible, at 

an affordable level. This has made Epic Valley a widely regarded construction company in Malaysia.  

Besides the comfy home design as a gift to their customers, Epic Valley need to comply with the 

requirements for a property development project from the District Department of Land and Mines 

(Pejabat Tanah dan Galian), District Council (Majlis Daerah), Town and Country Planning 

Department (Jabatan Perancang Bandar). These departments were the authorities that regulates and 

monitor all property and land development projects in Malaysia. Some of the requirements that must be 

comply by a property developer were for example the status of the land, the engineering requirements, 

the infrastructures that need to be provided such as the main road access, drainage, water supply and 

catchment. In addition, each development project consist of 30 houses must also come together with a 

playground for kids. These requirements were generally handled by Epic’s engineering team. Epic 

Valley has become among the top construction company in Malaysia through its subsidiary, Epic Valley 

Engineering Private Limited. Figure 2 shows some of Epic Valley property development. 

 

 
Figure 2: Epic Valley projects in Kedah and Perak 
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Furthermore, with the establishment of Yayasan Muhibah Tan Sri Fng Ah Seng (Tan Sri Fng Ah Seng 

National Unity Foundation) in 2011, Tan Sri has contributed RM 5 million annually to the community. 

Donations were made to orphanage, medical aids, victims of environmental degradation and natural 

disasters, nature society clubs, recreational and sports clubs, as well as provide cash and food to the 

needy, elderly and people with special needs, to the Muslim community during the fasting month of 

Ramadhan and other laudable welfare programmes for the needy. Aside this, he also aids different 

community based non-profit organisations to further help societal causes. On this, Tan Sri says, “I lend 
support to various non-profit organisations, I believe in giving back to the society. Contributing physical 

effort and time, plus financial assistance is the basis of social responsibility and philanthropy.” 

 

As an academic and one who believes that knowledge drives the society, Tan Sri provides scholarship 

and financial assistance to deserving students as well as universities across Malaysia. Tan Sri proudly 

states “The pursuit for knowledge is a cause that I strongly support. To encourage the students from 
University Utara Malaysia’s Tunku Puteri Intan Safinaz School of Accountancy (TISSA) where I am 
an Adjunct Professor since 2015, I handed out RM30,000 in cash plus laptop bags.” Among others, he 

also takes care of the course fees of nursing students at the Penang Adventist Hospital’s Adventist 
College of Nursing and Health Sciences.   

 

 
 

Figure 3: Charity contributions and community engagement programme by Epic Valley Holdings and 

Yayasan Muhibbah Tan Sri Fng Ah Seng 

 

He also contributes to the development of primary and high schools all over the country. He also 

sponsors universities through the sponsorship of seminar and conferences. For instance, he recently 

donated RM2 million to Universiti Utara Malaysia for the upgrade of the University infrastructure. Tan 

Sri is an author, weekly columnist in newspaper and he also frequently organises lectures and seminar 

on sustainable and successful entrepreneurship as well leadership and motivational courses to encourage 

responsible and sustainable business values. With enthusiasm Tan Sri says, “when we do charity, we 
do not expect anything in return. If a beneficiary shows gratitude, the sense of satisfaction is best return 

in the world.” Figure 3 illustrates some of the charity contributions by Epic Valley Holdings and 
Yayasan Muhibbah Tan Sri Fng Ah Seng. 

 



Proceedings of the International Case Study Conference  
24-26 Nov. 2019, Sabah, Malaysia 

17 

 

4. CONCLUSION 

 

Successful businesses and businessmen are made from the abundance of opportunities and resources 

provided by the society. To whom much is given, much is expected. Businesses must share their 

successes with the society. They are part of an ecosystem and they need to continue to give back part 

of what is received for the sustainability of the society and of course their survivability. Tan Sri’s and 
Epic Valley zeal at social responsibility and philanthropy exemplify this. It shows to the society and 

those that work for businesses matters and should be cared for. Thus, when businesses and successful 

businessmen like Tan Sri stands up for the society, the world changes to a better place. Tan Sri 

summarises all by saying “it is everyone’s responsibility to help the needy, benefit other and bring forth 
positive changes”. 
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Teaching Case Synopsis  
 

This case covers the success story of a young talented farmer in Selangor. It gives an overview on the 

life of a farmer who involves in fertigation technology. It helps in understanding the nature of being an 

entrepreneur as well as business operations within agriculture sector. In specific, the case focuses on 

the entrepreneurial quality hold by a young and talented farmer. Not only the potential of business 

expansion in agriculture sector is highlighted in the case, challenges and issues in setting up a start-up 

within agriculture sector is also discussed.  

 

Keywords: Entrepreneurship, Fertigation technology, Business Expansion, SME, Agriculture 

 

 

1. INTRODUCTION  

 

Pewaris Bumi Hijau (M) Sdn Bhd owned by Encik Norhashim bin Kamisan was established in 2009 in 

Telok Panglima Garang. It was a company that produce chili as the main focus nonetheless gradually 

expanded their business into other related business areas. He was only 21 years old when he began to 

study about the industry in 2005 and started to outset farming on part time basis in 2006. Despite 

challenges concerning the business, he managed to overcome them through knowledge giving and 

sharing as well as through experiences. Sustainability was considered important for every business 

organization in particular the small and medium enterprise (SME) similar to the company.  

 

2. BACKGROUND OF THE CASE ORGANISATION/COMPANY 

 

Ten years ago, on the 24th July, Pewaris Busmi Hijau was established. It began with chili planting using 

fertigation technology within 12-acre land in Telok Panglima Garang, Selangor. Becoming the main 

supplier for chili production was the mission of the company. The reason was to minimize the reliability 

toward imported chili. As at September 2019 the company was located in Telok Panglima Garang, 

Selangor. The company also owned a branch in Pagoh with 3 employees.  

 

Though the company produced chili, the main objective was to provide technical service in fertigation 

system installation. The company also involved in supplying planting and farming materials mainly 

fertigation technology related material. Added to these objectives were to assist as well as to develop 

trained and skilled entrepreneurs in practically use the fertigation technology in their farm. As at 2018, 

the company have successfully trained and developed 250 entrepreneurs. These entrepreneurs who were 

also the members of Green Fertigation Group (GFG), practiced their planting skill using fertigation 

technology mainly the red chili production. Fertigation technology can be applied in other crops such 

as cucumber, ginger and turmeric. 

  

2.1 The organization structures  

 

The founder of Pewaris Bumi Hijau (M) Sdn Bhd (PBH) was Encik Norhashim bin Kamisan. The 

company was divided into three different sections namely Technical Division, Office and Shop Division 

and Farm Division with 13 employees. From time to time, the company received several interns from 

various higher learning institutions in Malaysia. Continously, the company received between 8 to 18 

interns at any particular internship session. The organization chart of the headquarters is depicted in 
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Figure 1 and Figure 2 illustrated the organization chart of Pagoh’s branch. Pagoh branch acted as a 

pooling centre for Johor farmers.  

 

 
Figure 1: Organizational chart (Headquarters) 

Source: The owner of Pewaris Bumi Hijau (M) Sdn Bhd 

 

As illustrated in Figure 2, the company has three employee who incharged on matters related to 

fertigation technology farming, pooling and serving centre to farmers in the Johor state.  

 

 
Figure 2: Organizational chart (Pagoh’s branch) 

Source: The owner of Pewaris Bumi Hijau (M) Sdn Bhd 

 

2.2 The Products and services 

 

The main focus of the company was to produce chili to be supplied throughout Malaysia. As the time 

flied, the company expanded so as their business products and services. The company was offering a 

platform for the members of GFG to pool their harvests. The platform was called Pusat Pengumpulan 

Hasil Pertanian (PPHP) which was located at the company’s headquarters in Telok Panglima Garang.  
Figure 3 illustrated the site’s view. 
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Figure 3: Pusat Pengumpulan Hasil Pertanian, Telok Panglima Garang 

Source: Facebook: Fertigasi Hijau Pewaris Bumi Hijau 

 

At the same time, the company operated a shop that supplied fertigation technology system materials, 

various crops’ seeds, pesticides, and fertilizers. Supply of peat moss was located at Kampung 

Sijangkang Farm. List of products can be accessed via the blogspot: 

http://fertigasihijau.blogspot.com/2012/10/blog-post_17.html. The supplies were depicted in Figure 4. 

 

 

 

Figure 4: The shop supplies 

Source: Facebook: Fertigasi Hijau Pewaris Bumi Hijau 

 

The centre was also used to organize training courses to whomever interested in improving their 

knowledge. From time to time, training courses were conducted to help various groups of interested 

people, agencies and institutions local and internationally in the fertigation technology. Figure 5 shown 

the activities of the courses offered by PBH. The company organized many events and courses which 

helped farmers who were interested in setting up their farm using this technology. 
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Figure 5: Fertigation technology training courses 

Source: http://fertigasihijau.blogspot.com 

 

Additionally, the company offered fertigation technology system installation, maintenance and 

technical advice to new start-up farmers. As represented in Figure 6, the company helped in the 

technology installation for new start up. 

 

 

 

Figure 6: The fertigation technology installation 

Source: http://fertigasihijau.blogspot.com 

 

Once the system installed, the company provided service on maintaining the grow. Figure 7 drawn the 

normal view of the grow after the system installation.  
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Figure 7: The grow from fertigation technology 

Source: http://fertigasihijau.blogspot.com 

 

2.3 The Business trials 

 

Growing chili was easy but handy knowledge about growing, sustaining and distributing were 

imperative to survive the business. Most common problems facing chilli farmers in growing and 

sustaining the plants were pests. The pest like to munch the plant and farmer will need to find ways to 

get rid of them. Diseases were another challenge which stroked the plants. Fertigation technology was 

the best solution according to the owner of PBH in these issues, nevertheless from time to time, it was 

important for every farmer to upgrade their skills concerning the matter.  

 

Annual consumption of chili in Malaysia was relatively high and demand was fed by the local and 

imported production of chili. However, production of local farmers to support the annual consumption 

was relatively low. Ministry of Agriculture (MOA) reported that in 2016, production of local farmers 

was 48% but dropped to 38% in 2017. In the 2018 the production dropped even further due to the price 

instability.  

 

The impact of instability of price challenged the sustainability of local businesses. There were times 

where chili prices dropped as low as RM3 per kilo when the cost of production for local production was 

RM4. Surely there were times where the price glorified up to  RM35 per kilo but it was seasonable. 

Despite all these, internal perseverance within the company and the owner himself was inevitable to 

persist in pursuing its business.  

 

Gaining trust from supermarkets and hypermarkets was kind of inexorable challenge. Most farmers who 

successfully grow chili were able to garnered huge yield. But knowing who to market the produce easily 



 

Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

23 

 

was the most important factor that most farmers failed to achieve. For this, PBH survived by initiated 

the GHG and helped many farmers in this issue.  

 

2.4 Potential Growth 

 

The company was planning to expand their production based on green chili. This was due to the demand 

from the Middle East countries such as Saudi Arabia. The company was recently initiating the 

memorandum of understanding the Hyper Panda, a retail grocery company based in Saudi Arabia. The 

great advantage of green chili production in comparison to the normal red chili was the duration of 

production. Additionally, the enemies of green chili were much lesser in comparison to red chili. In 

other words, less hassle production and subsequently less cost of production, thus higher profit.  

 

In 2016, Malaysian government through MOA called for Internet of Things (IoT) implementation 

within agriculture industry and among SME owners. This was observed by the company as an 

opportunity improve many of their business operations. Several steps were taken by the company in 

trying to answer the call.  

 

 

3. THE HERO 

 

 

Figure 8: Encik Norhasim bin Kamisan 

Source: The owner of Pewaris Bumi Hijau (M) Sdn Bhd 

 

Norhashim Kamisan as pictured in Figure 8 was born in 2nd of January1984 in Selangor. He was the 

managing director of Pewaris Bumi Hijau (M) Sdn Bhd. He was interested in the chili fertigation 

plantation when he was 21 years old in 2005 through the inspiration from his mentor, Encik Kamarul. 

He started by doing some research concerning the plant while still working as a runner. At the same 

time, he started to save some cash in pursuing his dream. As advised by his mentor, any chili fertigation 

start-up will need between RM5000 to RM7000 to start planting between 500 to 800 polybags of chili. 

By 2006, RM7000 was in his hand. In 2006, he embarked in the planting at his mother’s land. It was an 
acre size that fit 800 polybags as a start. It was hard at the beginning, as he need to save a lot of capital 

the time he started. For nearly 2 years, he pursued his chili fertigation project while working as runner 

at the same time. In other words, he was running the project on part time basis. To him, it was a learning 

process before he decided to quit from his runner job.  

 

Within the 2 years of learning process, he managed to increase the number of polybags. He continued 

saving and added more to reach to 2000 polybags. He then added another 6000 polybags to become 

8000 polybags. When the number reached to 10,000 polybags, he quitted his job in October 2018 and 

seriously concentrated on the project. It was hard at the beginning when he decided to increase planting 

more chili as the land was not enough. He managed to convince his eldest brother who was the trustee 
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of other land of his mother. He then added more plants as his brother agreed to turn their 2 acres palm 

oil tree’s estate to chili fertigation planting farm.  
 

3.1 Survival 

 

As at end of 2018, he managed a total of 40,000 polybags in 3 different locations in Selangor where 

one was located in Bukit Changgang and 2 in Kampung Sijangkang. He used to manage up to 60,000 

polybags at a time, unfortunately in 2012, Selangor faced water crisis which have affected the chili 

production very much. He lost nearly 20,000 polybags in two different farms with a total loss of 

RM40,000. Nonetheless, water crisis was no longer an issue to his company after 2014. With the 

incident, he found solutions to overcome water crisis in his farm such us relying on other water supply 

other than Syabas1.  

 

3.2 The Achievements  

Encik Norhashim can be considered a successful agropreneur2. He earned five digits Ringgit Malaysia 

(RM) monthly since when he fully concentrated in his chili fertigation farming. He received many 

awards and recognition in Malaysia. Since the success of his fertigation experiences, he has been invited 

by many broadcasting channels, such as TV1, TV3, TV9 and others in their live segments to share with 

the bigger crowd. Not only live segments, his successes and experiences were also broadcasted in 

documentary segments in these major Malaysian television channels. Figure 9 shown one of the 

segments broadcasted by TV3. 

 

 

Figure 9: Malaysia Hari Ini (MHI) Segment, TV3, 2012 

Source: http://fertigasihijau.blogspot.com/2012/ 

 

He was also broadcasted in newspapers such as Sinar Harian and Berita Harian as portrayed in Figure 

10. 

 

 
1 SYABAS stands for Syarikat Bekalan Air Selangor Sdn Bhd is a water supply company own by Selangor State 

Government. The company supplier water to people living in Selangor.  
2 An entrepreneur within agriculture industry 
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Figure 9: Sinar Harian and Berita Harian 2019 

Source: http://fertigasihijau.blogspot.com 

 

Encik Hashim received other recognitions and awards such as in the Figure 10. He was one of the 

initiators to collaborate with Persatuan Peladang Kecil (PPK) Kuala Langat to establish the GFG. As 

in early 2019, the group consisted of 450 members among entrepreneurs throughout Malaysia. The 

group chili plantation coverage was 200 acres which contained 1 million polybags across the country 

accept Penang and Perlis.  

 

 

 

Figure 2: The Awards and Recognitions 

Source: The owner of Pewaris Bumi Maju (M) Sdn Bhd 

 

He was also a certified trainer in fertigation systems who continuously organized the system training 

courses from time to time. As at July 2010, 18 fertigation technology courses conducted in various 

premises. By 2019, hundreds of courses of this technology were organized by his organization.  
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4. CONCLUDING REMARKS 

 

In running a business in agriculture sector, it was apparent that each business will be facing challenges 

and issues. In particular, embarking the chili plantation industry, any farmer will have to manage the 

chili production process well right from the beginning on identifying the good chili breed until the 

harvest were supplied to the end users. Most chili farmers relied on small scale productions. 

Consideration on the quality of being an entrepreneur, the knowhow, the surviving skills, the networks 

were all crucial for the newly start-up in this kind of business.  
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Teaching Case Synopsis  

 

A competitive brand is the driving force necessary to strengthen a company’s economic growth. 
Branding describes the strategic process through which the company creates a competitive brand. It is 

synonymous with big companies due to the vast resource endowment which allowed them to explore 

new markets to leverage the brand chains. Thus, to align and adapt to the local community, their brand 

needs to evolve. The evolution in branding requires them to remain some of the branding strategies to 

relate to corporate branding and innovate it to align with market environments. Even though with big 

and reputable status, Robinson Café has also faced various false claims and baseless information to 

tarnish as they are a foreign company in the new market environment. The challenging did not hinder 

them from tackling society rationally and emotionally continuously. As consequences, their image has 

scratched due to the crisis invading, yet they managed to capture Malaysians with the diversity of the 

quality brand and the excellent services. As a best practice case evolution in branding is a key to success 

in new markets. The branding approaches adopted by Robinson Café provides exposure to other 

companies in facing crisis and exploring new markets as the niche area of the teaching case is Integrated 

Marketing Communication. 

 

Keywords: Branding, Brand Crisis, Big Company 

 

 

1. INTRODUCTION  
 

Branding is a company’s development activity that focuses on the brand. It is synonymous with big 
companies due to the vast resource endowment. Big companies always focus on brand leveraging; 

therefore, contextualisation with the environment becomes a routine to support the activities. Their 

branding evolved in order to adapt with the new market. The evolution of branding commonly happened 

when the public did not accept their brand. To ensure the brand is accepted and blended in society, the 

company have to create a link to build meaningful relationship considering the sensitivity aspect, 

especially in Malaysia with colourful faces and faith. Hence, through this study, we will know the tips 

on how big companies adapt to the new environment without ignoring their basic brand identity. It is 

necessary and vital to focus on branding evolution to reveal the branding practices adopted by a 

successful company so that the approach taken could be an example to other companies in developing 

their brand. Hence, the objective of this study is to explore the branding evolution, particularly in brand 

planning in terms of vision and mission; branding strategy and its effectiveness to the brand 

performance. 

 

2. BACKGROUND OF THE INDUSTRY  

 

The growth of the food industry in Malaysia is outstanding and contributes significantly to economic 

development. As the food industry is evolving rapidly, various initiatives have been channelled into 

sustaining the food industry's contribution to the country. Among them is the Malaysian food 

exhibitions, promoting community involvement in agriculture and creating a niche market for halal 

products. The booster deliberately to encourage business ventures in the food industry and at the same 

time reduce dependence on imported food. As a company specializing in the food industry, mainly in 

food and beverages management, Robinson Café has grown in line with the local brands. In this case, 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

 28 

the status as the world's leading quick-service café does not guarantee them in exploring new markets, 

especially Malaysia, with a variety of religious and cultural backgrounds.  

 

The rapid growth of driving change trend in the Malaysia food and beverage industry requires Robinson 

Café to evolve with the market to ensure the brand been accepted by society. For example, Robinson 

Café became one of the first recipients of the Halal Certification from the Islamic Affairs Department 

of the Prime Minister's Department in its efforts to support Malaysia as a global halal hub. Robinson 

Café is also strongly committed to long term sustainability green practices in operating their cafes. The 

involvement with the government and the community has helped Robinson Café expand their brand 

chain and dominate the food industry market. 

 

3. BACKGROUND OF THE COMPANY 

 

The birth of Robinson Café began in the 1950s with the different owner of the small exclusive drink 

distributor and restaurant in the United States. With the excellent combination industries and business 

progress, they met up to open for franchising and the family name was given to the brand. Robinson 

Café grew into the largest franchise cafe organisation and leading quick-service cafe chain in the world 

with almost 40,000 locations in over 120 markets which more than 36,000 cafes worldwide. Robinson 

Café is serving more than 69 million customers daily in over 100 countries and 235,000 employees 

across the world. Almost 100 per cent owned and operated by independent Malaysian local businesses. 

In Malaysia, Robinson Café serves over 13.5 million customers a month in more than 260 cafés 

nationwide. Robinson Café employs more than 12,000 Malaysians across the nation. AB Company 

wholly owns the Robinson Café under the franchise system. Through this system, Robinson Café 

headquarters transferred its ownership rights to Robinson Café through the AB Company. Refer to 

Chart 1. AB company has licensed to fully managed the Robinson Café operation. The AB company is 

one of the ABC Group's subsidiaries and they have over 20 years of experience in controlling about 100 

of Robinson Café in Western and Southern Saudi Arabia. 

 

Looking down at the Robinson Café brand's journey, it gives the impression that market dominance is 

reflected in the maturity of the management. System franchising greatly guides them to survive in the 

Malaysian market. Its status as a large and reputable company also gives rise to a variety of crises. 

Various false claims and baseless information were made to the Robinson Café in an effort to tarnish 

and undermine the brand in Malaysia, but it did not hinder their effort to continuously tackle the society. 

As an international company and new company in a new environment, adapting to the market 

environment is a key strategy for Robinson Café to sustain in the market. Thus, Robinson Café had 

replanned their brand management to align with the new market. This mix and match strategy with the 

market has helped Robinson Café to remain in the market and adapt in different market segments. The 

experience of exploring different markets makes Robinson Café a strong brand in facing the crisis. The 

crisis has affected the image of Robinson Café yet they succeeded in capturing Malaysians with the 

diversity of the quality of their brand and the excellent service they offered. The corporate brand, its 

human resources and its product brand chain is a bargain in offering their brand's rational and emotional 

value. 
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Chart 1: Organisation Chart of Robinson Café 

 

 

3.1 Specific Issues: Evolution of Branding at Robinson Café 
 

Mr. Kay is an individual who has seen how the brand evolved, from the date it was first launched in 

Malaysia in the 1980s. He is currently the Managing Director of Malaysia Robinson Café. The 

specifications from the headquarter greatly influence the design of the brand. Refer Diagram 1 for the 

details of the milestones. The brand's vision and mission remain as a quick-service café, convenience 

for all ages, being in a new market thus entitles them to practice employer branding strategy. Also, 

corporate branding strategy such as logo, colour, tagline, brand name and icon also remain important 

as well as some of other practices like handling guess and product. 

 

Branding changes time to times but the key focuses on easy enjoyment for the customer. At first, the 

menu was a sequel from headquarter like burgers and fries, but to adapt it to the local society, they have 

to understand the Malaysian market and localize their product range. As such, Robinson Café is 

continuously introducing new menus to bring people closer together, such as chicken rice, spicy cuisine, 

porridge, milo and ice tea.  

 

Robinson Café 
Headquarters

Department Department Department
Corporate 

Communication

Product

Branding

Customer 
Relations

(Mr. David)

ABC of 
Company

AB Company

A Company

(Mr. Kay)
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Figure 1: Milestones of Robinson Café 

 

Currently, Robinson Café has offered each menu according to the set such as breakfast, lunch, dinner, 

desserts and drinks. Through the introduction of new products, it diversified the product branding 

strategy that represents the rational effect of the brand. Mr. Kay and his management team managed to 

create a new menu, in line with their goal to create a brand persona based on the local customer model. 

Modifying this strategy indicates that their brand has evolved. Most of the strategy has succeeded to 

attract customers as the café is wholly owned by Malaysians who know the want and barriers of races. 

However, the rationale effect is only temporary due to the continuous change of the menu circulation. 

 

As such, Robinson Café also emphasizes on the brand’s emotional value. Emotional bonding was 
embedded to the employees before it transcends to the customer and society. Highlighting on the 

emotional effect allows them to practice internal branding and employees' branding strategies directly. 

This is because the brand culture, employees and internal communication used as the same circulation 

agent to reinforce the brand emotional value to the employees. Living with the brand has become a daily 

routine in Robinson Café and this practice has strengthened the emotional bonding among employees. 

The strategy enables them to translate brand value easily and naturally to customers.  

 

Corporate Communication and Human Resource Division created a variety of meaningful programs 

such as career path, development training, donation, sponsorship and Corporate Social Responsibility 

(CSR) to strengthen emotional bonding. These strategies and programs have been channelled through 

the brand communication strategy. Vast resource endowment gives them the advantages to explore a 

variety of communication strategy to reach out to the right group of people. Robinson Café intensively 

utilizes the printing and broadcasting advertisements to convey brand messages. They also use free of 

charge communication, such as word of mouth and social media. 

 

Word of mouth is effective as this strategy emphasizes on face to face communication that allows them 

to communicate freely, open and close to society. Mr. David believed through the donation, sponsorship 

and CSR activities; it will gain social trust. He said:  

 

“Once they believe on the brand, whatever people say it does not affect much to 
them”.  
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Mr. David works hard to build a relationship with society to clear the negative perception of a brand as 

the brand plan and its strategy implementation takes years to be accomplished. Word of mouth has also 

been practiced in the company. Mr. David also shared a brand message to the staff, because he believed 

they also share with their family and friends. This strategy helped them to rejuvenate the brand image 

among closed stakeholders. 

 

With the limited message application from the conventional communication strategy and call from the 

Malaysia government to digitize the marketing platform, Robinson Café takes a challenge and 

opportunities to explore the potential of social media such as Facebook and Instagram in delivering 

their brand messages. While they expand the strategy, Robinson Café is also faced with an unsolved 

brand’s crisis. The use of social media creates an opportunity for opponents to spread allegations and 

defamation about Robinson Café, such as distribution to Israeli funds and halal status.  

 

According to Mr. David, the advent of social media makes their efforts to purify brand image become 

more challenging. The brand's crisis became more serious, starting from 2010 until 2015. Their solution 

is always to go back to society where they had implemented various meaningful external activities such 

as charity events, donation, sponsorship, CSR and collaborations with JAKIM to inform the public of 

the real story. Mr. David and his team from branding, product and Corporate Communication Division, 

work hard to train their staff about the right message and communication when dealing with enquiries. 

Some of the addressed messages include sharing their practices, transparency of the employees' 

background, flow of tax deduction to the government, explanation of the halal criteria and the statement 

of vendor details. 

 

It turned out that the crisis was affecting the brand image but with meaningful and progressive strategies, 

they are able to successfully resolve the crises. In fact, reaching out the society went very well until 

now. The Muslim community that was boycotting them came back out and visiting Robinson Café more 

often than it used to be. They also receive many awards from authorized bodies. The evaluation of its 

effectiveness has been measured by several measurements such as brand equity that involved brand 

awareness, brand association, perceived quality and brand loyalty. The company’s concern on brand 
loyalty measurement, which included purchase repetition and willingness to pay a premium price as 

they are world-leading company status. Robinson Café uses the external consultant services to gauge 

customer perception and behavioural towards their brand. Financial measurement is also given a priority 

in terms of cash flow, sales, return on investment and profit. Thus, they are now in the stage of reaching 

maturity. In sum, according to Mr. David: 

 

“We are always going back to our people (employees) and society. Our brand 
planning, menu, brand culture, brand crisis handling and everything on brand 

development, people (employees and society) are a priority to ensure they are 

comfortable, trust and confident with the brand.” 

 

 

4. CONCLUSION 

 

A company’s high status and reputation do not warranty the comfort zone, especially in the context of 
Malaysia with colourful faces and faith as brand crisis could continuously affect the company. As an 

international company, evolution with the market environment is the key strategy to remain strong. 

Growing flowingly with Malaysian markets, the company gradually contextualised in embedding 

Malaysian value in their brand and their brand value to the society. The brand evolution helped them to 

sustain the position in Malaysia and accepted as part of the Malaysian menu.  

 

The above core values of the brand such as brand plan, corporate identity and emotional attachment to 

be recognised as a big company in the new market give them this advantage as well as franchising 

requirements. Whereas, other values are changed to be closed and accepted in society like product 

branding strategy and management teams. Therefore, some parts evolved and others remain as original. 

This approach has helped them to create strategies that are parallel with company aims and also allows 
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them to be competitive as well as to fit in the current business environment that required niche 

demanding needs and wants. This deliberation process provides absolute knowledge to the student 

particularly. Below are the questionable enquiries regards with case: 

 

a)  Define the brand and branding concept. 

b)  Identify the brand planning steps. 

c)  List out the branding strategy. 

d)  Describe the creation of branding strategy. 

e)  Discuss the role of employees in developing the brand. 

f)  Given the brand communication strategy, evaluate the strategic characteristics in 

influencing the brand performance. 

g)  What are the proof of strategy effectiveness? 

h)  Identify the relevant theories can be apply in this case. 

i)  What are the driving force of success in new market?  

j)  Identify the major challenges in food and beverages industry. 

k)  Suggest the way forward to survive or sustain in the future in facing brand crisis. 
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Teaching Case Synopsis 

In managing employees’ discipline, domestic inquiry becomes a process to control management’s decision 
on disciplinary action. A domestic inquiry is a mandatory process as mentioned by Section 14(1) 

Employment Act 1955. Domestic inquiry is important to proof that an employee is guilty performing a 

misconduct. Usually, a domestic inquiry is performed when an employee is prosecuted with major 

misconduct. Encik Hiswadi, the MN Solutions Sdn. Bhd. (MNSB) Human Resource Manager realize that 

“everybody is innocent until proven guilty”. He also realize that every employee have his right to proof that 
he is innocent until prosecution done on him. Looking to the domestic inquiry file, it makes him think what 

will be happen if the accused worker is innocent but the domestic inquiry panels decide that his is proven 

guilty? Or the accused worker is guilty but the domestic inquiry panels fail to proof with prime facie. Encik 

Hiswadi worries, the company cannot uphold a fair or just cause and excuse dismissal. He knows that if 

there is no prime facie evidence and the worker is dismissed, he can file his case for conciliation under 

Section 18 Industrial Relations Act 1967 for the purpose of reinstatement under Section 20 of the same act 

due to wrongful dismissal. 

 

Keywords: Employee Disipline Management, ) Employment Act 1955, Industrial Relations Act 1967 
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Strategi Dalam Pengurusan Disiplin Pekerja: Adakah Adil  

atau Tidak? 
 

Zulkiflee Daud, Mohd Rashdan Sallehuddin, Saiful Azizi Ismail, Fadzil Husin  
 

School of Business Management, Universiti Utara Malysia, Sintok, Kedah, Malaysia 

 

 

Sinopsis Kajian Kes 

 

Di dalam pengurusan disiplin pekerja, siasatan dalaman merupakan proses untuk mengawal keputusan 

tindakan disiplin pihak pengurusan. Siasatan dalaman merupakan proses mandatori yang telah disebut di 

dalam Seksyan 14(1) Akta Pekerjaan 1955. Siasatan dalaman penting untuk membuktikan bahawa pekerja 

adalah bersalah melakukan salahlaku pekerjaan. Kebiasaannya, siasatan dalaman dibuat apabila pekerja 

didakwa melakukan salahlaku major. Encik Hiswadi, Pengurus Sumber Manusia MN Solutions Sdn. Bhd. 

(MNSB) sedar bahawa ”everybody is innocent until proven guilty”. Beliau juga sedar bahawa setiap pekerja 
mempunyai hak untuk membuktikan bahawa dia tidak bersalah apabila pendakwaan dibuat ke atasnya. 

Melihat kepada fail siasatan dalaman membuatkan dia berfikir apa akan berlaku kalau pekerja yang 

didakwa benar-benar tidak bersalah tetapi panel siasatan dalaman memutuskan bahawa pekerja terbukti 

bersalah? Atau pekerja yang didakwa memang benar-benar bersalah tetapi panel siasatan dalaman tidak 

boleh membuktikan secara prime facie. Encik Hiswadi khuatir pihak syarikat tidak boleh mewujudkan 

pembuangan pekerja yang adil atau dengan sebab dan alasan yang munasabah (just cause and excuse). 

Beliau mengetahui bahawa jika tiada bukti yang prime facie dan pekerja dibuang dari pekerjaan, pekerja 

akan memfailkan kes bagi tujuan konsiliasi di bawah Seksyen 18 Akta Perhubungan Perusahaan 1967 bagi 

tujuan pengembalian semula (reinstatement) pekerja di bawah Seksyen 20 akta yang sama akibat 

pembuangan kerja yang salah (wrongful dismissal). 

 

Kata kunci: Pengurusan Disiplin Pekerja, Akta Pekerjaan 1955, Akta Perhubungan Perusahaan 1967 

 

 

 

1. LATAR BELAKANG 

 

“Menangani pekerja bermasalah bukan suatu kerja mudah, tapi itulah tanggungjawab rutin seorang 
Pengurus Sumber Manusia”. Inilah ayat yang sentiasa berlegar di kotak pemikiran Encik Hiswadi pada 

waktu ini. Encik Hiswadi adalah Pengurus Jabatan Sumber Manusia di MN Solutions Sdn. Bhd. (MNSB) 

dan telah berkhidmat selama empat tahun di dalam syarikat tersebut.  

 

MN Solutions Sdn. Bhd. (MNSB) merupakan salah satu dari empat (4) subsidiari MN Group Berhad. 

MNSB merupakan sebuah syarikat berasaskan gas dan petroleum (oil and gas) yang menjalankan khidmat 

nasihat pengurusan projek yang berkepakaran dalam TA Management, Professional EPCC dan 

penyelenggaran Valve. Visi MNSB adalah untuk menjadi penyedia yang sentiasa dirujuk dalam 

perkhidmatan kejuruteraan dan penyelenggaraan perindustrian terutama dalam industri petroleum, gas dan 

petrokimia. Manakala misi MNSB adalah seperti berikut: 

 

a. Untuk berdaya saing, kompeten dan menjadi pendahulu di dalam perniagaan teras melaksanakan projek 

(project delivery) dan perkhidmatan aset. 
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b. Untuk memberi komitmen kepada pihak berkepentingan terhadap budaya kerja yang berteraskan kualiti 

dan menitikberatkan persekitaran yang selamat dan sihat (HSE). 

c. Untuk memaksimakan keuntungan pihak berkepentingan dengan sentiasa memberikan perkhidmatan 

berimpak tinggi dalam penyelenggaraan perindustrian dan perkhidmatan kejuruteraan terutama dalam 

industri petroleum, gas dan petrokimia. 

 

Dengan seramai 650 pekerja yang merangkumi pekerja-pekerja di ibu pejabat (di Setiawangsa, Kuala 

Lumpur) dan cawangan-cawangan (Kemaman, Miri dan Kuantan), aktiviti perniagaan MNSB mengkhusus 

dalam Perundingan Pengurusan Projek, Pengurusan Turnaround (TA), pembekalan pakar dan tenaga 

pekerja mahir untuk penyelenggaraan industri gas, petroleum dan petrokimia.  

 

2. SALAHLAKU PEKERJA DAN SIASATAN DALAMAN 

 

Oleh yang demikian, strategi menangani disiplin pekerja menjadi suatu cabaran yang besar kepada Encik 

Hiswadi. Jika berlaku kesilapan dalam menangani disiplin pekerja, syarikat akan kehilangan pekerja akibat 

pembuangan yang salah (wrongful dismissal) dan seterusnya akan menjejaskan imej syarikat dikalangan 

pemegang kepentingan syarikat (company’s stake holders). Pengurusan disiplin pekerja merupakan salah 

satu fungsi dalam bidang Perhubungan Perusahaan yang juga merupakan fungsi yang penting di dalam 

bidang Pengurusan Sumber Manusia disamping perancangan sumber manusia, latihan dan pembangunan, 

pengurusan prestasi, pengurusan penggajian serta pengurusan kesihatan dan keselamatan pekerja. 

Berteraskan Akta Pekerjaan 1955 dan Kod Amalan Keharmonian Perusahaan 1975, pihak Jabatan Sumber 

Manusia sesebuah organisasi perlu mengurus disiplin pekerja bagi mewujudkan keadilan dan keharmonian 

organisasi.  

 

Pelanggaran disiplin juga dikenali sebagai melakukan salah laku. Secara umum, salahlaku pekerja boleh 

dibahagikan kepada dua (2) iaitu salahlaku minor dan major. Tindakan disiplin untuk salahlaku minor 

termasuklah amaran lisan dan amaran bertulis (surat tunjuk sebab). Manakala tindakan disiplin untuk 

salahlaku major termasuklah penalti (denda), penurunan pangkat, penukaran jabatan dan penamatan kerja 

pekerja. Pengurusan disiplin pekerja adalah penting supaya pihak pengurusan dilihat sebagai berlaku adil 

dalam menjatuhkan hukuman kepada pekerja yang bersalah melakukan salahlaku. Terdapat banyak kes di 

mahkamah yang menuntut perlaksanaan siasatan dalaman sebelum menamatkan perkhidmatan pekerja dan 

mewujudkan keadilan di dalam prosiding siasatan dalaman. Dalam kes Kedah Cement Sdn Bhd. lwn 

Shahrudin Abdul Malik [2004] 2 ILR 213, Yang Arif menyatakan bahawa Yang Menuntut berhak untuk 

membela dirinya di dalam siasatan dalaman. Dalam kes Ireka Construction Berhad lwn Chantiravathan 

Subramaniam James [1995] 2 ILR 11, Yang Arif memutuskan bahawa keterangan dan pembuktian yang 

meyakinkan (convincing) perlu diberikan oleh pihak-pihak yang terlibat di dalam siasatan dalaman adalah 

perlu sebelum suatu keputusan dicapai di akhir prosiding siasatan dalaman. Di dalam pengurusan disiplin 

pekerja, siasatan dalaman merupakan proses untuk mengawal keputusan tindakan disiplin pihak 

pengurusan. Siasatan dalaman merupakan proses mandatori yang telah disebut di dalam Seksyan 14(1) 

Akta Pekerjaan 1955. Siasatan dalaman penting untuk membuktikan bahawa pekerja adalah bersalah 

melakukan salahlaku pekerjaan. Perkara ini adalah selaras dengan keputusan dalam kes Ibrahim Hassan 

lwn Diamond Cutting Sdn. Bhd. (Award 79 of 1980), bahawa mahkamah telah membuat keputusan bahawa 

keperluan untuk melaksanakan siasatan dalaman adalah suatu keperluan yang signifikan di dalam 

perundangan perusahaan dan telah menjadi keperluan berperundangan sebelum memutuskan apa-apa 

tindakan atau hukuman akibat dari salahlaku seperti yang disebut oleh Seksyen 14 Akta Pekerjaan 1955. 

Kebiasaannya, siasatan dalaman dibuat apabila pekerja didakwa melakukan salahlaku major. Encik 

Hiswadi sedar bahawa ”everybody is innocent until proven guilty”. Beliau juga sedar bahawa setiap pekerja 
mempunyai hak untuk membuktikan bahawa dia tidak bersalah apabila pendakwaan dibuat ke atasnya. 

Melihat kepada fail siasatan dalaman membuatkan dia berfikir apa akan berlaku kalau pekerja yang 

didakwa benar-benar tidak bersalah tetapi panel siasatan dalaman memutuskan bahawa pekerja terbukti 

bersalah? Atau pekerja yang didakwa memang benar-benar bersalah tetapi panel siasatan dalaman tidak 
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boleh membuktikan secara prime facie. Encik Hiswadi bimbang pihak syarikat tidak boleh mewujudkan 

pembuangan pekerja yang adil atau dengan sebab dan alasan yang munasabah (just cause and excuse). 

Beliau mengetahui bahawa jika tiada bukti yang prima facie dan pekerja dibuang dari pekerjaan, pekerja 

akan memfailkan kes bagi tujuan pendamaian di bawah Seksyen 18 Akta Perhubungan Perusahaan 1967 

bagi tujuan pengembalian semula (representation) pekerja di bawah Seksyen 20 akta yang sama akibat 

pembuangan kerja yang salah (wrongful dismissal). 

 

3. KES PELANGGARAN DISIPLIN 

 

Encik Alimin (Yang Tertuduh) telah diambil bekerja oleh MNSB melalui surat tawaran pekerjaan bertarikh 

17 Januari 2013 sebagai Pengurus Operasi Kanan dengan gaji asas RM 9,000.00 berserta terma dan syarat 

pekerjaan seperti yang dinyatakan di dalam kontrak pekerjaan yang dilampirkan bersama surat tawaran 

pekerjaan. Encik Alimin telah bersetuju menandatangani surat tawaran pekerjaan pada 16 Mei 2013. 

 

Pada 26 Januari 2017, suatu surat tunjuk sebab telah dikeluarkan terhadap Yang Tertuduh berkenaan 

salahlaku yang dilakukan. Keratan terma dan syarat pekerjaan yang disenaraikan di dalam surat tawaran 

pekerjaan Yang Tertuduh berkenaan kes ini adalah seperti berikut: 

 

 
17. General 
 

It shall be deemed a breach of employment should you at any time from the date of this 
appointment: 
17.1 Fail to faithfully and diligent perform such duties and such responsibilities as may 

from time to time be assigned to you by the Company and at all times to endeavour 
to the utmost of your ability to promote and advance the interest of the company, 

17.2 Fail to obey and comply with all orders and discretion given to you by the Company 
and faithfully observe all the rules, regulations, procedures, practices, and 
arrangements of the Company for the time being in force, 

17.3 ............... 
17.4 Carry on a private trade or business of your own or sharing with other person or 

persons in any type of business unless with the expressed written approval of the 
Chairman/Director of the Company. This post is a full time job requiring total and 
best efforts and as such, there would be no involvement in other business or part 
time work elsewhere, 

17.5 .............. 
17.6 .............. 

 

Yang Tertuduh kemudian telah menjawab surat tunjuk sebab tersebut dengan surat bertarikh 29 Januari 

2017. 

 

4. SIASATAN DALAMAN 

 

Pihak Jabatan Sumber Manusia memutuskan untuk memanggil Yang Tertuduh pada 13 Februari 2017 bagi 

tujuan siasatan dalaman. Kertas pertuduhan ke atas Yang Tertuduh, di mana kertas pertuduhan ini telah 

dihantar secara courier kepada Yang Tertuduh pada 30 Januari 2017 dan diterima pada 1 Februari 2017. 

 

Pada 13 Februari 2017, siasatan dalaman dilakukan di hadapan tiga (3) panel bebas iaitu Encik Fauzi Israel, 

Pengurus Besar MN Travel and Tours Sdn. Bhd. (pengerusi), Encik Mohd Nasir Abd Latiff, Pengurus MN 

Car Rental Sdn. Bhd. (ahli), dan Pn. Norazihan Abdul Karim, Pengurus Kewangan MN Travel and Tours 

Sdn. Bhd. (ahli). Barisan pendakwa terdiri dari Encik Zainudin (Pengarah Jabatan Sumber Manusia, 

MNSB) dan Encik Hiswadi (Pengurus Jabatan Sumber Manusia, MNSB). Saksi pihak syarikat adalah Encik 
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Aizul (Eksekutif Teknologi Maklumat) dan Pn. Afni Raziah (Eksekutif Operasi). Pencatat keterangan 

adalah Encik Afizan (Pegawai Jabatan Sumber Manusia, MNSB). 

 

Daripada siasatan yang dijalankan, Yang Tertuduh menyatakan bahawa dia tidak mengenali secara dekat 

Syarikat TESB dan tidak pernah bekerja dengan syarikat tersebut. Kewujudan nama dan nombor telefon 

beliau yang tertera disetiap akhir email yang beralamat tesb@gmail.com.my adalah di luar pengetahuannya 

dan di luar kawalannya. Beliau menyatakan bahawa sesiapa pun boleh mewujudkan akaun email @gmail. 

Yang Tertuduh juga tidak mengaku bahawa dia ada berhubungan dengan Syarikat ATSB bagi mewakili 

Syarikat TESB serta Yang Tertuduh menyatakan bahawa dia tidak terlibat dengan hubungan perniagaan 

antara TESB dan Samsung Engineering TGAST. 

 

Walau bagaimanapun, Yang Tertuduh mengaku bahawa dia telah menggunakan email rasmi syarikat iaitu 

alimin@mnsb.com.my dalam waktu kerja untuk merangka email rasmi Syarikat TESB dan menghantar 

kepada TESB@t-energy.com.my yang mana Yang Tertuduh sedar bahawa email tersebut adalah 

merupakan email rasmi Syarikat TESB. Oleh yang demikian, Yang Tertuduh mengaku tidak bersalah. 

 

5. KESIMPULAN 

 

Tidak dinafikan bahawa pengurusan disiplin pekerja merupakan suatu yang sukar. Pekerja yang dituduh 

melakukan salahlaku perlulah dibuktikan secara prima facie antaranya melalui siasatan dalaman. Ini juga 

telah dinyatakan dengan jelas oleh Seksyen 14(1) Akta Pekerjaan 1955 yang menyatakan bahawa pekerja 

yang melakukan salahlaku boleh diturun pangkat atau didenda atau dibuang atau apa-apa tindakan yang 

lebih ringan selepas dilakukan siasatan ke atasnya.  

 

Adalah menjadi hak pekerja, jika dia merasakan bahawa dia dibuang secara salah (wrongful dismissal), 

dalam tempoh 60 hari selepas pembuangan yang salah berlaku, boleh memohon untuk mengembalikan 

kerja (representation) dengan merujuk kepada Ketua Pengarah Jabatan Perhubungan Perusahaan bagi 

proses pendamaian (conciliation) di bawah Seksyen 18 Akta Perhubungan Perusahaan 1967. Di bawah 

Seksyen 20(3) Akta Perhubungan Perusahaan 1967, Ketua Pengarah boleh melaporkan sesuatu rujukan 

kepada Menteri untuk dirujuk ke Mahkamah Perusahaan bagi tujuan proses timbang tara (arbitration). 

 

Oleh yang demikian, pihak syarikat perlu berhati-hati dalam menguruskan disiplin pekerja agar keputusan 

berkenaan hukuman yang dibuat adalah adil. 

 

Soalan 

1. Adakah pekerja bersalah atau tidak? Sila bincang asas jawapan anda dengan memberikan rujukan kes-

kes mahkamah. 

2. Bincangkan keadilan semulajadi (natural justice) dalam proses siasatan dalaman. Sila bincangkan 

bersama kes-kes mahkamah yang bersesuaian. 

3. Bincangkan bagaimana untuk membuktikan suatu kesalahan di dalam proses siasatan dalaman.  
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Teaching Case Synopsis 

 

This is the case of University Utara Malaysia (UUM) Financial Information System. The case 

presents the scenario of one of the UUM legacy systems that had been built since 1990. The system is 

currently having problems and UUM is looking forward on resolving the related issues. With the time, 

funds, and manpower constraint; what will happen to this legacy system? Should we rebuild or 

upgrade?   

 

Keywords: University Utara Malaysia (UUM), Financial Information System, legacy systems 

 

 
1.  INTRODUCTION: INTEGRATED FINANCIAL AND ACCOUNTING SYSTEM IN 

 UNIVERSITI UTARA MALAYSIA 

 

Integrated Financial and Accounting System (IFAS) is a financial management system that supports 

UUM Bursary Department business functions since 1990. Initially, IFAS was established to solely 

handle financial related operations and produce financial reports. However, in 2000, IFAS was rebuilt 

using 4th Generation Programming Language to satisfy the needs of UUM Bursary business 

operations. The rebuilding of the IFAS was a great success. IFAS manage to meet all the 

stakeholder’s requirements efficiently and become the benchmark of financial system for other 

Universities and public organizations in Malaysia. 

 

IFAS consists of 12 main modules to support the overall financial operations in UUM. The modules 

include budget, payment, receive, emolument, loan, subsidiary, credit control, scholarship, asset, 

investment, GST, procurement, and student account. Brief descriptions of each module are presented 

in Table 1. 

 

Table 1: IFAS module descriptions 

No Module Description 

1.  Budget This module manages budgeting operation starting from 

capturing the approved departmental/Faculty budget, 

producing reports on previous spending trend, yearly 

university record and departmental budget to tracking the 

university spending performance. 

2. Payment This module manages purchase and payment operations. 

3. Receivable This module manages money receiving operation. 

4. Payroll This module manages payment of salary and allowance to all 

staff.  

5. Subsidiary This module manages information and activities of 
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subsidiaries other than students.  

6. Credit Control This module manages loans that are given to staff and other 

parties.  

7. Scholarship This module manages student’s scholarship information. 

8. Asset This module manages university assets and inventories.   

9. Investment This module manages information on various investments 

made by the university.  

10. General Ledger (GL) This module, which is not part of the IFAS, is subscribed by 

the Bursary Department. User needs to invoke the GL to 

process all the transaction postings from the IFAS. As it is not 

integrated, IFAS prepares the transaction text files, whilst user 

transfers the files to and invoke the process at GL. 

11. Procurement This module manages procurement operation including 

buyer’s information and performance.  

12. Student Account This module manages personal student account, which 

includes the bill charging for every semester, payment and 

debt tracking, as well as account statements report. 

 

Although owned by the Bursary department, IFAS is shared by several other departments in UUM, 

including UUM Information Technology (UUMIT), the former unit that is responsible for its 

development and maintenance. 

 

 

2. UUM INFORMATION TECHNOLOGY (UUMIT) 

 

UUM Information Technology (UUMIT), previously known as UUM Computer Centre was 

established in 1988 to manage Information and Communication Technology (ICT) infrastructure and 

provide related services. UUMIT is currently headed by UUMIT Director, Mr. Kamarudin Abdullah, 

with 141 employees across 7 divisions. The main role of UUMIT is to enable seamless 

communication among UUM community. To achieve this, UUMIT has pointed out four main 

objectives in its services which are to build world-class IT solutions and facilities; develop intelligent 

applications, system, and analytics; deliver amazing customer experiences; and drive innovation for 

effective use of technology. One of the UUMIT divisions, University Information System (UIS), is 

responsible in developing and managing various UUM operational systems including IFAS. 

Currently, UUMIT is handling more than 40 systems such as student, staff, financial, research, 

publication, and online learning management system. Figure 1 shows the UUMIT organizational 

chart. 
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Figure 1: UUMIT Organizational Chart 

 

3. THE HICCUPS OF IFAS 

 

Ms. Zarina is an information system consultant appointed by university to enhance the development 

and sustainability of the UUM information system under e-Management project. The e-Management 

project aims to enhance a number of information systems under several departments in UUM. Before 

joining UUM, Ms. Zarina has vast experience as Project Manager in Multi-National Company (MNC) 

such as Petronas and CIMB. Since started her official duty in UUM on June 2016, Ms. Zarina has 

innovated a few Information Technology (IT) projects to improve the efficiency of UUM services.  

 

It was a normal working day for Ms. Zarina in the first week of September 2016 when she received an 

important call from the Deputy Vice Chancellor (Research and Innovation) (TNCPI) Special Officer 

asking her to urgently meet the TNCPI. Ms. Zarina left her office straight away and rushed to meet 

the TNCPI, Prof. Dr. Azizi, at the Chancellery building.  

 

“Knock! Knock! Knock!”  
 

Prof. Dr. Azizi:  “Yes, please come in.” 

Ms. Zarina : “Assalamualaikum and Good Morning Prof”. 
Prof. Dr. Azizi:   “Waalaikum salam and Good Morning to you too. Please have a seat.”  
Without wasting time, Prof. Dr. Azizi expressed his concerns regarding the efficiency and reliability 

of IFAS in managing financial information and producing financial reports. Detailed and correct 

reports are crucial for all audit purposes. However, IFAS has received a lot of complaints regarding its 

reliability and accuracy of the information generated. Thus, Prof. Dr. Azizi requested Ms. Zarina to 

perform an in-depth study to identify the problems related to IFAS and come up with appropriate 

rectification solution. 

 

Prof. Dr. Azizi: “I have gone through some of the financial reports submitted to auditors but I am 
not satisfied with a few things. I have called Mr. Mohtar from the Bursary 

department for explanation regarding the reports and was informed that the issues 

are due to the problems with IFAS. That’s why I need you to perform an in-depth 

study on IFAS.” 

Ms. Zarina: “Alright Prof. I will contact Mr. Mohtar for further details concerning IFAS and 

the related problems”. 
Prof. Dr Azizi: “I want you to identify all the issues on IFAS. I want you to come up with 

solutions to overcome these problems. Please submit the report to me as soon as 

possible.” 

Ms. Zarina: “Okay Prof. I will do my best to identify the problems and propose the best 

solutions to rectify them. 
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Prof. Dr. Azizi: “Thank you Ms. Zarina” 

Ms. Zarina: “No worries, Prof”. 
 

 

4. GATHERING PROBLEM AND ISSUES 

 

After meeting the TNCPI, Ms. Zarina gathered her team and started to plan for the in-depth study. Ms. 

Zarina and her team agreed to use the focus group approach instead of interviews to ensure that all the 

IFAS users are included. A series of focus groups were then conducted with the IFAS users in 

October 2016. Ms. Zarina believed that the focus group approach is able to contribute rich and in-

depth data on the issues. This approach that aims at a collective purpose was usually conducted in a 

small group comprising of 4 to 15 participants with a moderator. Table 2 shows the list of focus 

groups conducted in 9 departments that represented the users of all the IFAS 12 modules.  

 

Table 2: List of Focus Groups 

Bil. Department Date of  discussion 

1.   Budget 31/10/2016 

2.   Account 19/10/2016 

3.   Payment 18/10/2016 

4. Salary & Allowance 19/10/2016 

5.  Loan, Subsidiary and Credit Control 24/10/2016 

6.   Scholarship 18/10/2016 

7.   Receive & Investment 24/10/2016 

8.   Procurement 26/10/2016 

9.  Asset & GST 25/10/2016 

 

All the conducted focus groups were fruitful as Ms. Zarina and her team managed to identify in 

details the issues of IFAS. The identified issues were classified based on the five modules as depicted 

in Table 3. 
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Table 3. 

No Module Issue 

1 Receivable - The system is unstable. 

- Operating system incompatibility (Windows 7 onwards). 

- Information recorded is not tally with the generated 

reports.  

- Debit and credit note, investment and proforma invoice 

functions are required. 

- Data integration with bank, Foreign Process Exchange 

(FPX) and e-commerce are required. 

2. Loan - Reports generated from the system are inaccurate. 

-  ‘Aging’ report function is required. 

- Online loan application system is required. 

- Payments made by the debtors are not linked with the 

invoice numbers. 

- Online application for advance payment with linkage to 

claim payment is required. 

- Report on staff’s indebtedness is required for monitoring. 

3. Student Account - The system needs to be integrated with the student 

accommodation system. 

- The system is unable to produce reports based on student 

demography because the student profile information kept 

in the undergraduate and postgraduate systems is not 

integrated with IFAS. 

- The system failed to detect details on lump sum payment 

made by students.   

4 Payment - Process of payment is slow and unstable. 

- Reports generated from system are inaccurate. 

5 General Ledger - Real time processing for general ledger is required. 

- Invoice journal for Malaysian Customs is required. 

- Data needs to be re-input into the Electronic Funds 

Transfer (EFT) online transaction. 

- The functions to identify inactive creditor are required. 

- Creditor and debtor information are required to be 

integrated. 

- The system is unable to process journal due to incomplete 

data from payment and receivable modules. 

- The system produces incorrect tax invoice data and 

formats. 

- Data recorded in the system is not tally with the data 

from bank. 

-  The function to calculate cost per student or program is 

required. 
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Based on the problems identified above, Ms. Zarina realized that IFAS has a lot of problems more 

than she had anticipated. Almost all the modules in IFAS have issues that need to be tackled. 

Nevertheless, Ms. Zarina was able to prepare a full report on all the gathered issues to be presented to 

the TNCPI. 

 

 

5. IDENTIFYING POSSIBLE SOLUTION 

Based on the discussion between the TNCPI and Ms. Zarina, the UUM board had agreed to allocate 

RM1 million for IFAS. She was given one year to complete the system enhancement, starting from 1 

January until 31 December 2017. In addition, Ms. Zarina was also required to properly allocate the 

resources on this project. There were two possible solutions towards the enhancement: rebuilding or 

upgrading the system. According to Ms. Zarina, rebuilding means that the entire system has to be 

rebuilt from scratch using a new design and technology, whilst upgrading, indicates that new 

additional features will be added using the same tools, with new partial design. 

In order to decide whether to rebuild or upgrade the system, Ms. Zarina had to investigate whether the 

project is feasible to be developed by the UUMIT staff, or to outsource.  

Her first strategy was to identify and select the potential project team members among the UUMIT 

staff. This was done by collecting related information of 43 staff representing system analysts and 

programmers as she was looking for team members with programming, database, and system design 

skills. The assessment was made based on the technical skills, work experience, and personality. 

However, she found out that these staff are too occupied with other projects even though they are 

capable of developing an in-house system. At that point of time, UUMIT was involved with 37 in-

house systems that are running in the campus.  

Therefore, Ms. Zarina decided to invite some vendors to come out with a proposal regarding the 

system. Each vendor had to present the cost, technology used, and plan to maintain and support the 

system. Based on the presentation, only 1 vendor was found to be able to offer a service within 

UUM’s budget range. 

In addition, she also had to identify and evaluate the UUM infrastructure before deciding whether to 

upgrade or rebuild the system. The evaluation indicated the existence of a slow processing problem, 

which led to system halt and eventually led to missing data. Thus, she realized that the system 

architecture need to be enhanced (i.e. additional servers etc.). 

 

 

6. CASE PRESENTATION: REBUILD OR UPGRADE? 

 

Based on the given issues and solutions, management has to decide either to rebuild or upgrade the 

IFAS.  In order to rebuild or upgrade, Ms. Zarina has proposed several options to implement that 

IFAS as follows: 

a) Insourcing – IFAS will be fully developed in-house by UUMIT staff. 

b) Outsourcing – IFAS will be fully developed by a party outside UUM without involving any 

UUMIT staff. 

c) Mixed insourcing and outsourcing – IFAS will be developed by UUMIT staff and some parts 

of IFAS will be outsourced to external companies. 

Ms. Zarina has to make the important decision whether to rebuild or upgrade.  

 

CASE STUDY QUESTIONS 
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1. What are the problems faced by the current Integrated Financial & Accounting System 

(IFAS)? 

2. What are the improvements that are needed by the current IFAS? 

3. Explain your thoughts regarding the solutions suggested by Ms. Zarina in improving the 

IFAS? 

4. What will you do to improve the IFAS if you were assigned as the project manager? 
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Teaching Case Synopsis 

 

The case highlights the dilemma faced by Kevin Tan, the Logistic Department Manager of High Ace 

Malaysia. Kevin needs to explain and share the action plans with his Plant Manager, Waltz Deszo on the 

situation of the high warehouse congestion in Malaysia Plant and the cost of engagement with external 

warehouse.  He tried to solve the mystery at his warehouse area whereby out of sudden the warehouse was 

overloaded with pallets, incoming materials and outgoing materials. He was not sure why the pallet space 

utilization suddenly increased from 10,500 pallets space to 15,000 pallets space within a month despite the 

future planning seems to be enough space. The warehouse area was jammed and very little movement could 

be seen. There are several factors contributed to high congestion at the warehouse such as fluctuation of 

demand, poor inventory planning, poor material handling, delay in new project, quality issue and dead and 

slow moving stock. This case requires some recommendation for Kevin to overcome the problem, a 

decision that is hoped to make the majority of stakeholders happy. The most important is to ensure the 

warehouse is going to be utilized effectively and efficiently in order to avoid unnecessary cost to rent 

external warehouse.  

 

Keywords: Warehouse Management Strategy, Logistic, Inventory Planning 
_____________________________________________________________________________________________ 

 

1. INTRODUCTION 

 

On 2nd May 2014, Kevin Tan, Logistic Department Manager of High Ace Malaysia, wrapped up the 

departmental meeting with his Section Heads.  After the departmental meeting, he needed to attend the 

monthly business update meeting with Waltz Deszo, the Plant Manager to explain the situation of the high 

warehouse congestion in Malaysia Plant and the cost of engagement with external warehouse.  He tried to 

solve the mystery at his warehouse area whereby out of sudden the warehouse was overloaded with pallets, 

incoming materials and outgoing materials. He was not sure why the pallet space utilization suddenly 

increased from 10,500 pallets space to 15,000 pallets space within a month. The warehouse area was 

jammed and very little movement could be seen.  

 

Kevin exclaimed,  

“What am I going to do now? The completed products must be shipped out to the customers and the 

incoming materials must be uploaded to the shelf.  Heiii…headache, headache”. 

Suddenly, Kevin pointed at Mark, his warehouse supervisor and said “Can you look at the situation and 

try your best to make things move while I am away for the meeting? We shall continue to work on it after 

my meeting with Waltz”.  
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The occupancy of the warehouse was generally stable in past 2 years averagely at 9,000 to 10,500 of pallets 

space (Refer to Chart 1 of warehouse occupancy trend).  The sudden increased in pallet space was abnormal 

and the high congestion of warehouse has also caused the misplacement of parts.  High Ace Malaysia 

existing warehouse storage capacity was 12,000 pallet spaces.  As there was limited empty space in the 

plant facility, any requirement for warehouse expansion to existing space or finding another external 

warehouse would require them to make early proposal.  As such, Kevin should trigger the status of 

warehouse capacity when it reached the required limit. Normally, the planning for an expansion of the 

warehouse should be done three years earlier together with operation people consist of Material Planning, 

Sales and Marketing and Finance. The projection was computed based on the forecasted business plan with 

the number of materials and items to come.   

 
Chart 1: Pallet Occupancy Trend  

 

The last projection did in year 2013 indicated that there was no immediate requirement to expand the 

warehouse in next three years.  As a matter of fact, the business projection indicated the 12,000 pallets 

space was sufficient to meet the business demand.  The pallet occupancy in the last two years had not 

exceeded 10,500 pallets. The 12,000 pallets space was able to absorb round about 20% of occupancy 

increase rate.   Hence, the sudden increase of pallet size to 15,000 pallets was totally out of expectation and 

caught the team off guard.   

 

Kevin left the meeting room with no concrete answer. He wondered what he was going to tell Waltz Deszo 

on his plan to overcome the space issue in the warehouse. He walked to Waltz Deszo’s office hoping that 
he would get some recommendations from Waltz Deszo. He hoped so. 

 

2. THE COMPANY BACKGROUND 

 

High Ace Group is a United State multinational engineering and electronics’ company headquartered in 

Dallas, Texas, USA. It is the world's largest supplier of automotive materials measured by 2011 revenues. 

The principal divisions of the company are Automotive Technology, Industrial Technology, Energy and 

Building Technology and Consumer Goods, which represent the main activities of the company.  High Ace 
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has more than 350 subsidiaries across over 60 countries and its products are sold in around 150 countries.  

High Ace employs around 306,000 people and had revenues of approximately USD 50 billion in 2014.   

High Ace is also leader in research and development and applied for around 4,800 patents worldwide.   

 

3. HIGH ACE MALAYSIA SDN. BHD. 

 

High Ace Malaysia is a subsidiary of High Ace Group and it’s the world market leader for personal 

computers (PCs) and a variety of computer-related products.  High Ace Malaysia has started the 

manufacturing plant in Malaysia since 1992.  The plant has 1,800 employees generate a yearly output of 

around 8 million personal computers.  Over the years, the plant has established high competency in 

development and manufacturing of personal computers and accessories.  

 

High Ace Malaysia Sdn Bhd is led by its Plant Manager, Waltz Deszo from Germany who has been resided 

in Malaysia since 2010.  The Plant Manager oversees the whole operation performance of the Malaysia 

plant.   He drives the achievement of plant KPIs, supply chain excellence, production efficiencies, technical 

innovation and project engineering.  

The warehouse or Logistic department is headed by Kevin Tan who has joined High Ace three years ago.  

Kevin was at 40s when he joint High Ace Malaysia Sdn. Bhd. He had approximately 15 years of working 

experience in Logistic in Multi-National Companies (MNC) such as Motorola, Intel and Seagate before 

joining High Ace Malaysia. He graduated with a Degree in Supply Chain Management from Golden Gate 

University, USA and having MSc in Management Information System from Northern Illinois University, 

USA. He currently pursues Doctor in Business Administration (DBA) at University Utara Malaysia (UUM). 

Kevin’s responsible for the entire supply chain management includes customer order management, 

production planning, material procurement, inventory management and warehouse, receiving and 

transportation management.   

 

There are five sections under the logistic department. See Appendix 1 for High Ace Malaysia Sdn. Bhd. 

 

Customer Order Planning Section is responsible for overall customer planning functions which include 

customer interface and communication, customer order management and fulfillment.  

 

Production and Material Procurement is in charge for production planning for all the assembly lines in 

the plant.  This Section is also responsible for the material procurement and inventory management to 

ensure uninterrupted flow on material to support customer requirement and production build plan, and assist 

in material delivery management for critical part expediting, escalation etc.  Under the section heads, there 

are three team leaders in charge of different product group.  

 

Warehouse and Receiving Management is responsible for physical logistics of warehousing and receiving 

to guarantee the operation is running smoothly.  This section is also in charge of space planning to utilize 

effectively based on usable cubic space in the warehouse. 

 

Shipping is in charge of the transportation for outbound delivery. This Section is responsible for the 

preparation of shipping documentation and custom declaration.   They also address and label packages, 

freight cost, ensure delivery is dispatched and arrived according to the routing and schedule.  
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Project Customer Logistic Section is responsible for centralize reporting on logistic KPIs, system support 

and process standardization in accordance to High Ace Group central directive. 

 

Warehouse Pallet Occupancy 

 

The warehouse capacity for High Ace Malaysia is 12,000 pallet space. The pallet occupancy was well 

below the 10,500 pallets space in last 2 years.  In addition, there was no strong indication that the sales 

would increase in the next few years. However, the pallet occupancy rate in warehouse suddenly increased 

every week starting from Apr 2014.  By end of May 2014, the pallet occupancy rate hit 15,000 which is 

40% increase from the normal occupancy rate, and it’s exceeded 25% of the warehouse capacity.  As such, 

the overflow of the pallets had been moved to external warehouse for temporary storage.   

 

Due to the alarming 40% increase of the warehouse pallet occupancy, Kevin and his team started to analyze 

the root causes.  ‘Gemba Walk’ was conducted to see the actual process, understand the situation and learn 

from relevant warehouse and receiving staffs. Gemba in Japanese means “the real place”.  Gemba Walk is 

one fundamental part of Lean management philosophy to go to the source to find the facts to make better 

decisions. The effect of Gemba Walk is to more deeply understand what is really happening.   

In addition, a few workshops were conducted with the team to brainstorm the root causes. Based on the 

information collected, there is a need to address all the issues to avoid the further surge of pallet occupancy.   

Space that Matters! 

The space issue still unsolved even though the Gemba Walks were done regularly. This could due to several 

reasons; 

Demand Fluctuation 

Demand volatility is a reality in many industries.  There is no exception for High Ace Malaysia as the plant 

is producing the consumer products and the demand varies according to different countries and market 

interest.  Purchasing activity from end consumer rises and falls because of multiple factors such as 

seasonality, taxation, product availability and pricing. Normally, the forecast demand was about 70 percent 

accurate.  The material procurement was executed based on the forecast but when the forecast deviated too 

much, the materials became redundant and not able to consume on time.   As consequences, the materials 

became overhanging in the warehouse and its occupied some space in the warehouse. Those materials 

would be there until the materials were needed for manufacturing.  

On the first Quarter 2014, the demand fluctuation was high due to the unexpected slowdown in sales of 

North America and South American region.   

Inventory Planning 

The inventory target is set on plant level with same inventory target for all parts.  As not all parts are being 

consumed in same quantity and same rate, there are some parts with very high inventory coverage compared 

to others.  There were also lacked of coordination between the Customer Order Planning Section and 

Production and Material Procurement Section on the forecast planning to fulfill the customer orders. Some 

of the order cancellation and promotions changes information did not reach to the relevant planners to adjust 

the material planning on time.  This had caused some overhanging of materials that was not consumed in 
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the warehouse.   In the material procurement Section, there were also some new buyers that were not fully 

aware of the importance of inventory and not properly trained on inventory management.  Lack of proper 

training and awareness has caused some over buy of stocks into High Ace Malaysia.  

Materials Handling 

The layout and storage compartment designed in the warehouse are to fit the standard pallets which is 40 

inches wide and 48 inches deep.  The height of the pallet plus the height of the cartons stacked on the pallet 

determine the height of the unit load. Because the height of cartons usually varies, High Ace Malaysia set 

the height at maximum level of various carton sizes.  From the Gemba Walk, Kevin found out that some of 

the storage bins were not utilized effectively.  A full pallet occupied the entire storage bin, and so did the 

partial pallet.  Some of the storage bins were occupied by a few cartons only.  The warehouse storage space 

was not being utilized properly.  There was also no re-arrangement by the warehouse personnel to combine 

smaller cartons together in one storage bin.   Same material with same part number was stored in different 

locations with every delivery from suppliers. Often Kevin shouted to his staff once he found inappropriate 

used of space and mishandling materials.    

Start of Project (SOP) Delay 

There were a few projects introducing a wider range of products planned to launch in first quarter in 2014. 

However, the start production date was delayed due to some unforeseen issues encountered by the design 

teams.  The specific country qualification was not granted on time to support the launch.  Thus, the new 

launch was postponed to fourth quarter of 2014.  The decision to delay the launch were finalized too late to 

stop the incoming materials from suppliers.  The delay of the projects has caused the materials cannot be 

consumed until later part of the year.   

Quality Issues 

There were some materials delivered by suppliers was put on hold by the quality team before releasing for 

production usage.  The reject were due to different types of quality issued including material out of 

specification, discoloration, design issues, etc. The disposition of the quality parts need longer time to 

resolve. As a result, those materials would continue to store in the warehouse until the problem solved.   

Dead and Slow-moving Stocks 

Dead stock was the stocks that were purchased but never used up by production and became obsolete due 

to no future demand.   The slow-moving stocks were similar to dead stock items but still with very minimum 

customer demand in last 12 months.  The root cause for dead stock was mainly due to cancellation of 

customer order, forecast accuracy and overbuying.  There was no disposal time set on these stocks and it 

would continue to occupy the warehouse space after a long time.   

 

From Cloudy to Sunshine  

 

Kevin quickly walked to Waltz’s office and he was very fortunate that Waltz was around in his office 
looking at computer screen. All managers’ offices except the CEO office were designed with see through 
glass. Therefore, we could see from outside if there was anyone in the office. Waltz is a nice guy even 

though his physical and face look brutal. People who did not know him might think he is a fierce person 
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and inconsiderate. Anyway, Kevin had been working with him for quite some time and he knew that his 

boss was very helpful and considerate person. 

 

Waltz just came back from Germany for a business trip for 2 weeks. He knew the problem from Kevin via 

email and phone calls. He’s yet to see the actual problem occurred at the warehouse. Anyway, yesterday 

evening he managed to walk through the area and saw by himself the problem at the Warehouse.  

 

“Well, well, something is not right here” he said to himself. Immediately he phoned Kevin for a quick 

meeting tomorrow morning. 

 

Kevin came to see Waltz in the office. Kevin’s looked miserable and depressed. On the other hand, Waltz 
looked cool and relaxed. They spent about one hour together discussing about the problem and solution. 

Waltz acted like a mentor where Kevin acted like a mentee. Kevin was listened attentively and asked few 

questions for clarification. Towards the end of the session, the mode had changed, from mentor-mentee to 

brainstorming session.  

 

Kevin nodded his head while his right hand fingers rubbed his chin. He face changed from cloudy looked 

to smiling face. Quietly, he said “Yeah, I got it, I got it”.  
Waltz smiled and said “Good luck, Kevin, I know you can do it. I count on you!” 

 

Kevin left Waltz office with full of energy. Tomorrow is the new beginning for him and his team.  
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APPENDIX 1 
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Teaching Case Synopsis  
 

This case provides a study on agriculture activity by Universiti Utara Malaysia. The purpose of this 

case is to create greater awareness for students on both the accounting framework and methods 

recommended for specific assets in agriculture activity, i.e. biological assets. The use of standard 

measurement of other assets is not relevant, as this type of asset has different characteristics and 

purposes in business. This case provides students with an experience in explaining the nature of an 

organization’s agriculture activities and accounting for biological assets as recommended in the 

Malaysian accounting framework. In addition, students are also exposed to the current issue in 

accounting standard, such as public interest and ethical issue.  In this case, Mr. Zulkifli, an accountant 

at UUM and also a leader for asset unit was responsible to report the value of all assets in UUM, 

including ‘living assets’ or ‘biological asset’. Recently, he was instructed to properly recognize, 
measure and disclose the value of ‘biological assets’ according to appropriate accounting standard. Mr. 
Zulkifli is now considering whether to change the use of the current Standard, decide on what type of 

accounting reporting framework should be applied by UUM and how to start implement the new 

Standard.   This is a decision/ “unfinished” case. This case is suitable for Financial Accounting and 
Reporting courses.  
 

Keywords: Biological assets, public universities, agricultural activities, financial reporting 

 

 

1. INTRODUCTION  

 

Every morning Zulkifli uses the same path heading to his office in Universiti Utara Malaysia (UUM). 

Every time he enters the UUM’s entrance, the green scenery and the fresh air of UUM’s tropical lush 
never fail to impress him. The ambience of UUM is so peaceful and calm. UUM is known as the 

‘university in a green forest’ and it is watered by two rivers that flow along the middle of the campus. 
Zulkifli pulled his deepest breath. "Fresh!" he whispered.    

 

Moving around the campus, he can see the ostrich, horse, peacock, duck, deer and many more animals 

that become the main attraction to those who come to UUM. As long as he can remember, these animals 

are reported as living assets or ‘aset hidup’. Zulkifli, is the UUM’s accountant at Bursar Department 
and he started to particularly review these assets after he had been transferred to the Asset Unit as a 

leader. Not only ‘living assets’, this unit was also made responsible to in charge the entire assets in 
UUM.  In terms of reporting, the task of his unit is to prepare the financial report of UUM’s assets – the 

types and its value; and this including the ‘living assets’. Suddenly, his tranquillity was disturbed. He 

remembered the order came by the UUM’s Bursar last week, to properly recognize, measure and 
disclose the value of ‘living assets’ according to appropriate accounting standard. All this while, UUM 
was using Malaysian Private Entities Reporting Standards (MPERS) in reporting and preparing the 

UUM’s financial statements, but Malaysia Public Sector Accounting Standard (MPSAS) has been urged 
to be used to replace MPERS in reporting and preparing the UUM’s financial statements. He was 
thinking on whether to change the use of the current Standard and how to start implement the new 

Standard.  

 

Last few days when he attended the meeting at TISSA-UUM building, he coincidently met with one of 

financial accounting lecturers, Dr Sitra. They had a small conversation about his job scope. Dr Sitra 

also impressed when she knew that Zulkifli is the officer who in charge the reporting of the ‘living 
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assets’ in UUM. But when Dr Sitra told him that these assets are called as “biological assets”, he had 
no clue. "Biological assets?" he raised his eyebrows. Dr Sitra continued asking him on how these assets 

are managed, measured, recognized and disclosed, he left speechless for a few seconds. Then he replied 

- “Based on the previous practice, these assets will be expensed in the current year of acquisition and 

not capitalized”. Dr Sitra asked why the assets aren’t capitalized and Zulkifili remained in silence. 
However, the conversation made him wondering – “These animals and plants, they are not static as they 
are growing and increase in quantity. So, logically to expense these assets are misled in terms of 

representing its value which do not reflect the value of total assets of UUM”. He was thinking that this 
is the right time for his unit to start accruing the biological assets value in accordance to appropriate 

accounting standard as proposed by the Bursar last week. The sense of urgency has now become more 

intense.   

 

Besides attending workshop to comprehend the accounting treatment of these assets, Zulkifli believed 

that Dr Sitra would able to help him for the initial start of recording the biological asset according to 

the relevant accounting standard. Dr Sitra and her colleagues agreed to help Zulkifli as this is the 

interesting platform for the financial accounting lecturers to apply what they have taught to students in 

class. It was advised that Zulkifli and his team to start with one group of ‘living asset’ first. Therefore, 
Zulkifli chose ‘deer’ (rusa) as the first target group of animal to record the value according to the suitable 

accounting Standard. The reason to choose deer as the first group of animal to record is because the 

campus rears almost 200 deer. It is believed to be the major population of the living animal in campus.  

However, beforehand it is important to understand the concept of ‘Biological Assets’ from the 
accounting view. Dr Sitra and the team have explained to Zulkifli in brief regarding the biological assets 

and the accounting treatment practiced by public listed companies (PLC) in Malaysia. However, Zulkifli 

is now wondering what type of accounting reporting framework to be applied by UUM in recording 

this ‘living’ asset?     
 

2. BACKGROUND OF THE CASE ORGANISATION/COMPANY 

 
Universiti Utara Malaysia (UUM) is one of the public universities in Malaysia.  A public university is 

a university that is publicly owned or receives significant public funds from government, as opposed to 

a private university. In Malaysia, it is overseen by the Ministry of Education (Kementerian Pendidikan). 

The main legislation governing education is the Education Act 1996. There are a number of public 

universities established in Malaysia, which are funded by the government but governed as self-managed 

institutions. The classification of tertiary education in Malaysia is organised upon the Malaysian 

Qualifications Framework (MQF) which seeks to set up a unified system of post-secondary 

qualifications offered on a national basis in the vocational and higher education sectors. From 2004 to 

2013, the government formed the Ministry of Higher Education to oversee tertiary education in 

Malaysia.  

 

UUM was built on an area of 1,061 hectares in Sintok (in the district of Kubang Pasu). The permanent 

UUM campus, referred to as the Sintok Campus, began operations on 15 September 1990. In a former 

tin mining area, it is in a valley of lush tropical forests, embraced by blue hills, and watered by two 

rivers that flow along the middle of the campus. The rivers are Sungai Sintok and Sungai Badak. The 

Sintok Campus which was opened on 17 February 2004 by the Royal Chancellor, His Royal Highness 

Sultan Abdul Halim Mu’adzam Shah valued more than RM580 million. The main buildings are the 
Sultanah Bahiyah Library, the Chancellery, the Sultan Badlishah Mosque, the Mu’adzam Shah Hall, 
the Tan Sri Othman Hall, the Sports Complex, the Varsity Mall, the Budi Siswa building, the 

Convention Complex, and the buildings of the academic colleges. The campus is 48 km north of Alor 

Setar and 10 km south of the Bukit Kayu Hitam and is near the Malaysia-Thailand border. Other nearest 

towns are Jitra and Changlun. 

 

Due to its vast land area, the university has used 107 hectares of forest to develop facilities open for use 

by outsiders. Thus the campus has evolved into an open campus where outsiders and tourists can come 

to visit. Among the facilities are a picnic area, a nine-hole golf course, a go-kart circuit, a shooting and 

archery range, and an equestrian site.  
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UUM has its own unique of vision and mission. The vision is “To be An Eminent Management 
University” while its mission is to “Educate leaders with holistic characteristics to serve the global 
community”. In addition, UUM also known with an interesting tag line “University in a Green Forest”. 
It shows the commitment of UUM in preserving the green environment as the main attraction for visitors 

and the paramount importance is for the group of communities inside UUM, for them to have the 

conducive and fresh environment. 

 

 
Figure 1: UUM – University in a green forest 

 

 

2.1 The Uniqueness Of UUM 

 

By referring to the tag line of ‘green forest’, it is also interesting to highlight that UUM is also one of 
the top green universities in the world. According to the UI GreenMetric World University Ranking 

2018, UUM is ranked 76th place, and 2nd in Malaysia. This is not something surprising given its 

location in the middle of the Sintok forest. “University in a Green Forest” not only offer the greenery 
scenery to be enjoyed but UUM also has equine center, dear, duck, ostrich, peacock, bird, durian trees, 

logs, valuables/exotic plants and also other assets that are not static but enlarge and grow over time.  
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Figure 2: UUM Deer Park is one acre enclosure, and is home more than 70 deer from Timor (Cervus Timorensis) species. 

 

 

Figure 3: In November 2013, six ostriches, two males and four females were kept in the UUM campus. The new ostrich aged 2 years and 6 

months when it first arrived at the UUM is for meat breed. 

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 57 

 

Figure 4: Ducks and pond 

 

 

Figure 5: The UUM Equine Centre was established in 2008 is an outstanding facility for horse-loving community. With 14 horses, the centre 

provides horse riding services, horse-drawn cart, and a tram services for campus tour. 

 

These living assets are parked under Jabatan Pembangunan dan Penyenggaraan (JPP) UUM for 

maintenance and preserving. JPP has played a role as a catalyst for the development of UUM. The 

department is responsible for the development and maintenance of facilities in UUM as well as 

providing recreational and tourism infrastructure and facilities around the campus. The organization 

chart of this department is as follows: 
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Figure 6: The JPP organization chart 

The person responsible for these assets is Puan Noraini binti Abu Seman, Unit leader for Unit Pertanian 

Landskap – Perhutanan. 

 

3. ACCOUNTING REPORTING FRAMEWORK FOR UUM 

 
Organizations and institutions in Malaysia are all required to prepare statutory financial statements. The 

financial reporting framework serves as a guideline to ensure each needed criterion is being fulfilled. 

These statements must be prepared in accordance with the approved accounting standards which have 

been set forth by the regulatory bodies, such as Malaysian Accounting Standards Board, which also 

known as the MASB. 

 

It is important to understand the types of approved accounting standards that are recognised and 

practiced in Malaysia. There are three (3) types of approved accounting standards in Malaysia: 

 

i. The Malaysian Financial Reporting Standards (MFRS) – This is the MASB approved accounting 

standards for entities, but this does not include private entities. 

ii. Malaysian Private Entities Reporting Standards (MPERS) – This replaces the previous PERS and 

is in effect from 1 January 2016. MPERS issued by MASB is a self-contained Standard that is 

applicable only to private entities. 

iii. Malaysia Public Sector Accounting Standard (MPSAS) – This is the accounting standard that is 

to be applied in the preparation of general purpose financial reports of public sector entities other 

than Government Business Enterprises (GBEs). 

 

Currently, UUM prepares its financial statements in accordance to MPERS Standard. As previously 

mentioned, this Standard is applicable only to private entities. In February 2017, the MASB revised the 

Private Entity definition with the coming into operation of the Companies Act 2016 and Interest 

Schemes Act 2016, both on 31 January 2017. The revised definition shall be applied for the financial 

statements with annual periods ending on or after 31 January 2017. “Notice of Amendment to Private 
Entity Definition” is attached in Appendix I.  
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On the other hand, MPSAS was only been introduced in year 2013 and made compulsory by the year 

2020. For MPSAS, Accountant General’s Department (AGD) is responsible in issuing this standard. 
Earlier, the basis for accounting in MPSAS is the cash accounting. However, recently, the government 

has committed to switch its basis of accounting to accrual basis because of its benefit in providing a 

more comprehensive financial report to the public. It is expected that it will be fully implemented by 

year 2021, as announced by the Ministry of Finance, Lim Guan Eng.  

 

The AGD has been given the responsibility to be the main driver for the implementation of accrual 

accounting in the public sector which includes developing the accounting policies and Standards. The 

AGD develops MPSASs which apply to the accrual basis of accounting and sets out requirements 

dealing with transactions and other events in the general purpose financial reports. Public sector entities 

include the Federal Government, State Governments and Local Governments, unless otherwise stated. 

Over the past two decades, a growing number of government bodies have begun moving away from 

cash accounting toward accrual accounting. UUM has yet to apply MPSAS but very much near to it. 

Zulkifli did not see much transition problem with other assets, such as property, plant and equipment 

but he was still in blurry vision of this ‘living asset’ or should he call ‘biological asset’? Zulkifli wonders 
if there is any difference in the accounting treatment for living assets under MPERS and MPSAS. 

 

4. BIOLOGICAL ASSETS / LIVING ASSETS 

 
Biological assets (generally known as ‘living asset’ in UUM) are type of assets that have different 
characteristics compared to other assets such as building, land, equipment, etc. What makes these assets 

different are; they grow, procreate, produce and degenerate, such as plants and animals. Therefore, the 

accounting treatments for these kinds of assets are also different and requires special accounting 

standard to deal with the issue. 

 

Generally, for public listed companies, MFRS 141 Agriculture applies to account for biological assets 

when the entity business involving agricultural activity. MFRS 141 Agriculture covers on definition, 

recognition, measurement and disclosure for the biological assets and agriculture produce. The MFRS 

141 explains how to measure the biological assets and agriculture produce at initial recognition and the 

change in the value of the biological assets. This Standard also requires extensive disclosure 

requirement on biological assets and agricultural produce.  

 

Biological asset will be recognized when, and only when (Para 10), the entity controls the asset as a 

result of past events. The control generally refers to assets own by the entity. This control increases the 

entity’s net assets and may contribute to the entity’s profitable future economic events as reward. While, 
it also involves risk that requires well maintenance of the biological assets and agriculture produce to 

prevent or reduce possibilities of losses. Second, when it is probable that future economic benefits 

associated with the asset will flow to the entity. The entity may earn income and generate cash from the 

profitability of future economic events and third, when the fair value or cost of the asset can be measured 

reliably with proper transactions and adequate supporting documents for example. 

 

A biological asset shall be measured at its fair value less cost to sell on initial recognition and at each 

reporting period (Para 12). The cost to sell is the cost that needs to be incurred in order to sell a product 

for example advertisement cost and brokerage or dealer’s commission. Para 26 describes that gain or 
loss is recognized when the biological assets are measured at fair value less cost to sell at initial 

recognition.  This gain or loss is included in the profit or loss for the reporting period. Any change in 

the fair value less cost to sell of biological assets generates gain or loss and included in the profit or loss 

for the reporting period.  

 

Based on the brief explanations of biological asset, it is understood that biological asset has its own 

treatment and specific standard to identify, measure, recognize and disclose. As previously mentioned, 

this MFRS standard set up for public listed companies that focus on entity business activity involving 
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agricultural activity that may become a good guidance to help Zulkifli having a good feel on how to 

record the UUM’s biological assets using appropriate accounting standard.  As advised by Dr Sitra and 
team, Zulkifli and his team have chosen the first group of animal to start accruing, which is deer. 

 

a. DEER (RUSA) FARMING IN UUM 

In UUM, the deer are originally bred from a male deer and 10 female Breed Cerbus Timorensis deer 

since year 1996. These deer were originally donated by the Ministry of Tourism under 6th Malaysian 

Plan. The purpose of the government under this initiative is to encourage the public universities in 

Malaysia in promoting the tourist activities in campus.  

 

The deer are being taken care and feed up every day by the assigned JPP staffs. The deer eat grasses, 

seeds and fruits. The JPP staffs love the deer under their care.  

“There is one male deer called John. It will come to me whenever I call his name.”  
                 

Mr. Ahmad, JPP staff 

 

The deer also undergo regular health check by the staffs in charge and interval health check by 

veterinary to ensure their healthiness and avoid sickness. The first batch of deer has grown up and 

become adults when they reach 2 years-old. The female deer gave birth to baby deer, usually one or 

two at a time. The baby deer or fawn are then grown up and give birth to another fawn when they reach 

2 years-old. The cycle continues for several generations. By April 2019, the number of deer has 

increased to 163. 

 

 

Figure 7: Breed Cerbus Timorensis deer 

 

The main purpose of breeding deer in UUM is for recreational. Deer is one of the main attractions in 

UUM, besides ostrich. Deer breeding program is one of the activities that support the green campus 

status in UUM. It attracts tourists that come to UUM since the tourist can watch and feed the deer at no 

fee or charge. At the same time, a group of deer has been identified for the purpose of breeding. They 

are selected from high quality deer so that they can produce a healthy and strong generation of deer. 

Usually, breeding deer are separated from other deer that are used for tourist attraction. 
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Besides being use as tourist attraction and breeding purpose, part of the deer can be slaughtered and 

sold only if permission granted by a University committee and the Vice Chancellor. It means that the 

deer is also available for sale, but the occasion is very rare. However recently, due to the high demand 

and commercial value of deer in the market, UUM have decided to sell the deer through Sintok Agro 

Sdn Bhd in year 2018. Sintok Agro Sdn. Bhd is one of the subsidiary of Uniutama Property Sdn. Bhd. 

(UPSB). UPSB is a subsidiary of Uniutama Management Holdings Sdn. Bhd. (UMHSB). UMHSB is 

the wholly owned subsidiary UUM. Thus, UUM has indirect interest in Sintok Agro Sdn. Bhd.  

 

Usually, only adult deer can be sold. The price of the deer are varies, depend on the age and weight. On 

average, a two-year old deer can be sold for RM2,000 at least. In the future, there is a plan to carry out 

a deer breeding training program which will be offered to the public and interested party at a certain 

price. These activities will generate income for UUM. 

 

b. FINANCIAL REPORTING AND DISLOCURE 

According to Puan Norani, JPP’s landscape architect, timely reporting on the deer statistics is necessary 
and required by the Jabatan Bendahari UUM. The deer statistics report consists of gender, age, quantity 

and value per deer. JPP UUM prepares this report every six (6) months particularly before the financial 

year end. The JPP staff keeps up to date records on the deer gender, age and quantity. This information 

are keyed-in and kept as Deer Statistics Report in computer (Microsoft Excel). This report is timely 

supervised by the officer in charge. The JPP does conduct prompt audit and inspection on the deer 

quantity and condition as to keep up to date information on the deer statistics which will be convenient 

for reporting purpose to the higher management. 

 

Initial recognition and subsequent measurement 

Since the first year of deer received from the Ministry of Tourism, the number of deer has increased 

every year. As at 31 December 2017, the number of deer was 108 under the species of Cerbus 

Timorensis. The information on number of deer and its market value by age are presented in Table 1. 

 

Table 1. Market value of deer by age (2017) 

Age No. of deer Market value 

per deer (RM) 

12-year-old 4 5,000 

10-year-old 2 5,000 

8-year-old 8 4,000 

7-year-old 6 3,800 

5-year-old 6 3,500 

4-year-old 1 3,000 

3-year-old 7 2,800 

2-year-old 21 2,000 

1-year-old 25 1,200 

New born 28 500 

Total 108  

 

Some deer in the same age group has different market price from the value given in Table 1. The market 

value of one of 5-year-old deer is RM5,000. Its market value is higher as this deer is used for breeding 

purpose. Two (2) of deer aged 3-year-old have a market value of RM2,500 each, while in 2-year-old 

deer group, there are two (2) deer have a market value of RM1,800 and five (5) deer have a market 

value of RM1,500.  
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During 2018, 28 fawn were born. The market value for newborn fawn is RM800 each. In the same year, 

six (6) deer were slaughtered by the UMHSB Sdn Bhd (a subsidiary of UUM) for Eid feast. The carrying 

amount of the slaughtered deer at the beginning of year 2018 is shown in Table 2. 

 

Table 2. Carrying amount of slaughtered deer in 2018 

Carrying amount 

(RM) 

No. of deer 

2,500 2 

2,000 2 

1,200 2 

 

The statistics and market value of deer as at 31 December 2018 is shown in Table 3. The table excludes 

the slaughtered deer (6 deer) and includes the new born fawn. The market price for each age group has 

increase slightly as compared to the previous year. 

 

Table 3.   Market value of deer by age (2018) 

Age No. of deer Market value 

per deer 

(RM) 

13-year-old 4 4,000 

11-year-old 2 4,000 

9-year-old 8 4,000 

8-year-old 6 4,000 

6-year-old 6 4,000 

5-year-old 1 4,000 

4-year-old 5 3,000 

3-year-old 19 2,500 

2-year-old 23 2,000 

1-year-old 28 1,500 

New born 28 800 

Total 130  

 

Three (3) deer aged 1 year old have a market value of RM1,800. 

 

Disclosure in Financial Statement 

Basically, the financial statements of UUM are prepared in accordance with the MPERS reporting 

framework. The basis of accounting adopted by UUM is historical cost convention with some exception 

for some items. The excerpt of UUM Statement of Financial Position of 2017 reports the following: 

 

 

 

Assets: 

 

Property, Plant and Equipment 

Investment Property 

Construction in Progress 

Investment in Subsidiary 

Long-term Investment 

Long-term Receivables 

Goodwill 

 

Group 

RM 

 

 

689,875,006 

2,734,667 

4,512,610 

- 

6,633,688 

6,662,462 

336,357 

UUM 

RM 

 

 

624,128,241 

772,031 

4,512,610 

20,000,000 

6,633,688 

6,662,462 

- 
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Current Assets 

Inventories 

Receivables 

Current tax receivables 

Fixed deposits 

Cash and bank balances 

 

 

Total Assets 

710,754,790 

 

448,490 

37,163,436 

783,086 

231,742,013 

   13,912,028 

284,049,053 

 

994,803,843 

662,709,032 

 

- 

51,857,473 

- 

204,630,000 

9,654,824 

266,142,297 

 

928,851,329 

 

 

The statement shows that UUM did not disclose the information on biological assets on the face of 

Statement of Financial Position. Zulkifli has mentioned that UUM did not provide the information as 

the amount is small, which is immaterial to disclose.  

 

“We did not disclose information about deer in the financial statements because the value is small and 

to us they are not material”  

 

Based on internal records the market value of deer as at 31 December 2017 was RM212,400. When 

comparing to the total assets of the UUM, the total value of deer is less than 1%. 

 

Deer Valuation 

The deer valuation mainly based on the weight and age of each deer. For each deer’s value, JPP staff 
used the Veterinar Kedah Rusa Value Report which comprise of standardized deer value in accordance 

with the deer’s age. The Veterinar Kedah has deer experts who have good knowledge on deer’s 
conditions and well-being. Thus, JPP staff depends to Veterinar Kedah report for reasonable and 

independent assurance on the deer valuation price. Practically, the value of each deer is based on the 

predetermined value by age as prescribed in the Veterinar Kedah Rusa Value Report. In sum, the 

valuation of the each deer is attained from the value classified by age stated in the Veterinar Kedah 

report. For actual valuation for each deer is done upon university management request where the JPP 

staff seeks professional assistance from Veterinar Kedah by inviting them to determine the valuation 

for each deer. Thus, only for special cases, the Veterinar Kedah staff shall visit the university farm to 

conduct valuation for each deer.  Besides for valuation purpose, JPP also invites Veterinar Kedah 

experts for other purposes, for example deer medical treatment and in some cases to determine the cause 

of the deer death. Basically, there is no fee involved for the services rendered by Veterinar Kedah as 

this is one of the government agencies. 

 

In summary, the Veterinar Kedah vision is to provide quality veterinary services to ensure the well-

being of the public and the established animal industry for the sake of human well-being. The objectives 

are as follows: 
 

1. Strengthen and maintain the health status of animals that is believed to be conducive to the animal 

industry. 

2. Ensuring public health through zoonotic disease control and the creation of clean and safe animal-

based foods. 

3. Promote sustainable livestock production and value-added industries. 

4. Explore, develop and promote optimal use of technology and resources in animal-based industries. 

5. Organize animal welfare practices in all aspects of preservation and production systems. (Retrieved 

from: http://www.dvskedah.gov.my/utama/visi-misi-objektif and converted to English language 

accordingly). 
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Inter-company Transfer 

 

UUM is a public institution with the principal activity focusing in education. UUM has intention to 

commercialize some of the deer activities by channelling this activity to Sintok Agro Sdn. Bhd. The 

Sintok Agro Sdn. Bhd. has a variety of agricultural facilities such as greenhouses and farms for the 

purpose of planting ornamental flower plants offered for ceremonies, entertainment programs at offices, 

institutions and schools. Other services such as floristry, ornamental plants are also offered. Apart from 

agricultural activities, Sintok Agro Sdn. Bhd. also has a deer farm and offers deer meat for sale.   

 

In year 2018, with the approval of the UUM management, UUM transferred 100 deer (this figure has 

been excluded from Table 1 and 3) to Sintok Agro Sdn Bhd at zero (0) cost as to commercialize the 

deer activity. This is because Sintok Agro Sdn Bhd principal activity focusing in agriculture, thus, it 

will be a good start to expand the deer business operation. UUM has authorized the Sintok Agro Sdn 

Bhd to breed and sell deer meat to other companies and public with possibility to enhance the group 

firm performance. As this intercompany transfer of deer incurred without any cost, no transactions have 

been recorded in the company or group accounts.  However, the deer transfer report has been prepared 

by the JPP staff as an evidence for the transfer of deer took place from UUM to Sintok Agro Sdn Bhd. 

The details of the deer transfer report is as follows: 

 

Table 4. Deer intercompany transfer 

No Age Quantity Value per 

Deer 

(Approximate) 

Total 

   RM RM 

1 2 50 800 40,000 

2 3 16 1,800 28,800 

3 4 2 2,200 4,400 

4 5 7 2,500 17,500 

5 6 5 2,800 14,000 

6 7 1 3,000 3,000 

7 9 6 4,000 24,000 

8 10 8 4,000 32,000 

9 12 1 4,000 4,000 

10 14 4 4,200 16,800 

 Total 100  184,500 

 

However, due to some operational issues, on 12 May 2019 with the management approval the 100 deer 

have been transferred back to UUM under JPP’s care and custody. As this is a special case, the JPP has 
invited the Veterinar Kedah to conduct inspections and valuation for each of these 100 deer.  The 100 

deer shall be combined with other 163 Rusa that would make up a total of 263 deer at the deer farm 

under the control and management of JPP UUM.  

 

 

5. CONCLUDING REMARKS  

 
As the person who’s held responsible to properly recognize, measure and disclose the value of 

biological assets according to the appropriate accounting standard, Zulkifli (protagonist) is now 

wondering whether or not to change the use of the current accounting Standard. If the changes should 

take place, he has to choose the right type of accounting reporting framework that should be applied by 

UUM, then decide on how to start implement the new accounting treatment for biological assets in 

UUM.     
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Teaching Case Synopsis  
 

The teaching case addresses the issue of maintaining business survival in Fitrah Garment. Being a 

“telekung” producer, Madam Khadijah, Fitrah Garment’s Managing Director, is now seeking advice 

from Miss Maria, a consultant, to help Fitrah Garment endure the challenges the enterprise is facing. 

Fitrah Garment has depended on “telekung” production contract in the past, however, as the contract 
was not continued, the enterprise is having difficulties in handling its inventories of finished goods and 

raw materials. The enterprise is also facing scarcity of resources and lack of skills needed in pursuing 

the business. The teaching case projects the identification and application of management theories, and 

Miss Maria, the consultant, is required to provide the necessary suggestions and motivations on how 

Fitrah Garment may overcome its problems and challenges. The teaching case illustrates a problem 

case, in the niche area of management.   
 

Keywords: Problem case, business survival, “telekung” 

 

 

1. INTRODUCTION 

 

The rain was heavily pouring over the city of Kuala Lumpur. Amid the hustle and bustle of the city 

people searching for shelter from the pouring rain was Madam Khadijah, an entrepreneur in her late 

forties. She was sitting in a “kopitiam” (coffee shop), drinking hot coffee, and at the same time was 
busy with her own thoughts. She was thinking of her business, a dear possession of hers which she 

believed was not only as a mean of profitability, but an evidence of her faith towards The Creator. Her 

business was not running in accordance to her hopes in the past 2 years. She realized that in order to 

save her business, something need to be done, and fast.    

 

Fitrah Garment is a company that produces “telekung” or woman prayer hijab, and is owned by Madam 

Khadijah who was also its Managing Director. Prior to having her own company, Madam Khadijah had 

ventured into many business lines, however, her experience in becoming a quality control vendor to a 

large and well-known “telekung” producer company had motivated her in venturing into  “telekung” 
business of her own. Being a quality control vendor for 2 years in the past, Madam Khadijah put high 

expectations on the quality of her product. This has guided her in producing high quality “telekung” for 

her business. The quality of “telekung” made by Fitrah Garment is said to be parallel to the outstanding 

“telekung” producer in the market, both in terms of the material used, and the quality of stitching.  

 

In the past two years, Fitrah Garment was experiencing several interrelated business issues. Fitrah 

Garment had depended on a single contract of “telekung” production previously, but now, the contract 

has been discontinued. Without proper monitoring, its production had grown larger than its sales, 

therefore, inventories of unsold finished goods and unused raw materials started piling up, occupying a 

large area of floor spaces in its facility. Fitrah Garment was unable to sell its finished goods inventory. 

As this situation persists month after month, Madam Khadijah was asking herself whether venturing 

into the “telekung” business was a correct decision. Should she continue to be in the telekung business, 

or should she put a halt to it and venture into some other more lucrative business? She had many options 

running in her mind, from cosmetics to beautifying supplements, however, she was not confident as to 

which one to pursue.  

 

The coffee was getting cold. Madam Khadijah realized that in order to save Fitrah Garment, something 

needs to be done. She remembered an old friend, Madam Maria, a business consultant who was active 
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giving “pro-bono” consultations and services. Madam Khadijah was determined in ensuring the survival 

of her business, and Madam Maria’s consultation may definitely be a good start for Fitrah Garment. 

The rain has stopped. Madam Khadijah rang Madam Maria, put on an appointment schedule and rushed 

to her car.  

 

2. BACKGROUND OF THE “TELEKUNG” INDUSTRY  

 
There has been a growing conservatism among Muslims worldwide since the mid-eighties.  This has 

brought the modest Islamic fashion to global limelight with patronage from Muslims of all walks of 

life. Muslim women who are mainly educated and exposed have embraced conservative Islamic 

lifestyle and have reflected the growing patronage of “telekung” and other Islamic wears. “Telekung” 

is a female muslim prayer robe. It consists of a two-piece loose knee-length top plus a skirt called 

“sarong”. A “telekung” is meant to cover a woman’s entire body, except for the face and palms when 

performing “solat” (prayers). Basically, “telekung” comes in white cotton or polyester fabrics with few 

or no embroidery. The most important element of a “telekung” is that it should be able to cover the 

“aurah” (the specific female parts of the Muslim women body that must be covered by clothing 

according to the shariah) when a woman is performing her “solat”. Although wearing “telekung” was 

never about beauty or style, women still want to look and feel good when they wear it; therefore, it is 

more of a combination of the desire to look Muslim and fashionable. Unlike in the past, “telekung” is 

now branded with many brand names and labels that customers are spoilt for choice. They can now 

choose from a variety of fabrics such as silk, satin, cotton, cotton polyester and satin silk. Many brands 

also have different colours and styles such as “telekung” with sleeves and zipped pockets. 

 

Market Size of Muslimah’s Fashion  

 

The market size of the contemporary Muslimah’s (Muslim women) fashion, of which “telekung” was 

included, had been estimated at USD270 billion in 2019 with 82% increase in purchasing power since 

2013. It was expected to reach USD361 billion by year 2023. The market size has been set to continue 

increasing as the increased Islamic population was set to drive growth and the Gross Domestic Product 

(GDP) of Muslim majority countries. The market size of the contemporary Muslimah’s fashion of 

Muslim majority countries was expected to grow impressively at 5.4%, over and above that of the west 

of ??%. This was important as Malaysia attained the top 10 countries dominating the market and the 

only country in Asia Pacific to have had such an enviable position in the global Muslimah modest 

fashion market. Therefore, the “telekung” sector of the market had a robust and virile market to propel 

its growth and development. 

 

Malaysian “Telekung” Industrial Players (Brands) 

 

The modest Muslimah fashion industry is growing and has become increasingly competitive. Albeit the 

“telekung” sector was basic without brand names in the past, there were many “telekung” brands and 

labels in 2019 with a myriad of choice for customers. Just as other clothing apparel for Muslim women, 

for instance the “tudung” (headscarf) and “jubbah” (robe or abaya), “telekung” fabric and designs had 

evolved in recent years. Fabric technology and design had transformed the way many Muslim women 

currently see, appreciate and use the “telekung”. The leading Malaysian brands were listed below: 

 

1) Siti Khadijah (SK) 

 

Launching its first design in 2009, “telekung” Siti Khadijah had elevated the status of the prayer 

material. With its banner "Lebih daripada sekadar “telekung”" (More than merely a “telekung”), it was 

arguably the most popular “telekung” brand in Malaysia. According to SK’s group executive chairman, 

Aminuddin Mohd Nasir, the brand was aimed at transforming the image of “telekung”. The products 

went through research and development with efficient engagement of committed employees who were 

experts in the different aspect of fabric design and production. Currently, in 2019, customers linked the 

brand to its quality “telekung”. The brand had remarkable presence all over Malaysia and Indonesia, 

and had made entry into the United Kingdom (UK) market in 2017. 

https://www.sitikhadijah.com/
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2) Era Alem (TEA) 

 

The TEA “telekung” had been previously known as “telekung” Era Alem. It was launched in 2012 and 

incorporated in 2016 by Areej Torla, the creative director, and her husband Ahmad Aiman Che Ghani, 

the managing director. TEA “telekung” designed, produced and sold premium “telekung” all over 

Malaysia, Indonesia, Thailand, Singapore and Brunei.  

 

3) Zaahara 

 

Started off in 2012, Zaahara “telekung” had continued to make wave in the Malaysian “telekung” 

market. Zaahara was a popular “telekung” brand known for its premium “telekung” designs and 

comfort. It had a wide array of designs, colors and fabrics that catered for the need of all kinds of 

customers. 

 

4) Kareful 

 

Esablished in 2012, Kareful “telekung” was another brand known for its wide range of designs and 

colours. Some of the “telekung” came with beautiful flowers while some were designed using fabrics 

of miraculous colours. 

  

5) Ariani 

 

Launched in June 2015, Ariani prided itself as a brand that offers “telekung” with those minimalistic, 

simplistic, and good looks.  Though minimal in designs, Ariani “telekung” had continued to provide a 

perfect taste of beauty and elegance.  

 

3. BACKGROUND OF FITRAH GARMENT 

 

3.1  Background of the Company: Fitrah Garment 

 

Fitrah Garment was a privately-owned small manufacturing enterprise based in Sungai Buloh, Selangor. 

The company was started back in 2014 by Madam Khadijah, who served as the Managing Director of 

the business. The main activity of the company was the production of “telekung”, the women’s prayer 
hijab.   

 

Madam Khadijah started working on her own at such a young age of 18 in the 1990s as an insurance 

agent in an agency. She worked for almost 20 years in the insurance industry, before she decided to quit 

due to the perception that conventional insurance was not Shariah-compliant. Thus, it was hard to gain 

trust from clients who kept questioning on the halal status of the services provided by conventional 

insurance companies. However, the experience she gained through dealing with multi personality of 

people, with multi expectations and preferences, had motivated her in setting up her own business. 

Madam Khadijah did not have any formal academic background in business studies, but this reason was 

not a demotivating factor for her. Through her vast experience, she knew that entrepreneurship was 

definitely the area that she has been interested in. 

 

Her personal life was also not a smooth sailing experience. Madam Khadijah was a single mother who 

raised her 4 children on her own. She had a bitter marriage experience. The experience had taught her 

that problems came from The Creator, thus, He will be the one to provide guidance in overcoming such 

problems.    

 

Those past experience had molded Madam Khadijah’s thoughts in venturing herself into a business 
which might bridge herself with The Creator. By producing Shariah-compliant spiritually-related 

products, Madam Khadijah believed that could bond herself with The Creator, to gain reward in the 

https://www.eraalem.com/
https://zaahara.com/blogs/writers-corner/www.zaahara.com
http://www.telekungkareful.com/
http://arianionline.my/index.php?route=product/category&path=88
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afterlife. Her goal in doing business was simple. She believed that rezeki (sustenance) is from The 

Creator, and He will grant “rezeki” to whom He wish. The?   

 

3.2  Fitrah Garment’s Production Process 

 

The production of Fitrah Garment was done at a rented house in the area of Sungai Buloh. The house 

was rented at RM900 per month. Madam Khadijah refused to rent industrial building facility, as it would 

cost between RM2,000 to RM2,400 per month, thus, was more costly compared to renting a house. 

However, the use housing area resulted in Fitrah Garment not being able to display its signatories as 

they might disturb the personal space and privacy of other residents in that area. 

 

Fitrah Garment had 6 male Indonesian workers who worked as the skilled tailors. Those skilled tailors 

worked for 6 days per week, between 8.30 am to 5.00 pm daily. They were given two fifteen-minutes 

morning and afternoon breaks, and a one-hour lunch break daily. The tailors would usually continue 

their work at night between 9 pm to 11.00 pm, and at the end of the day, a tailor might produce 30 sets 

of “telekung” per person. With six tailors around doing the sewing work, Fitrah Garment had a capacity 

to produce 180 sets of “telekung” per day. Meanwhile, packaging was done by 3 local workers. 

 

In year 2016, Fitrah Garment was awarded a contract from a well-known textile merchant, Jakel 

Trading, to produce on a monthly basis 1,000 sets of “telekung” for the usage of Umrah and Hajj 

pilgrims serviced by Tabung Haji Travel and Tours. With six skilled tailors and six sewing machines, 

plus raw materials provided by Jakel Trading, the contract was easily fulfilled by Fitrah Garment. Apart 

from the contract, Fitrah Garment also sold its “telekung” sets to locals using the brandname of 

“telekung Zahara”.  
 

In year 2017, Fitrah Garment experienced difficult situation when Jakel Trading terminated the 

“telekung” contract. Although the contract between Jakel Trading and Fitrah Garment was not 

continued, but the production had stayed in action, as Madam Khadijah felt that the company might still 

be able to survive from the direct sales of “telekung” Zahara. Madam Khadijah herself tried to do some 

marketing by personally contacting “telekung” retailers around Klang Valley. However, her effort did 

not seem to produce significant positive outcome. Not only Fitrah Garment could not sell its “telekung”, 

but the company also faced the problem of holding stacks of inventory consisting of its finished products 

and raw materials. 

 

Gloomy days had come forward enveloping Fitrah Garment. The six skilled tailors had asked to leave 

the company as their visas were reaching expiry dates. Fitrah Garment was still struggling with the 

unsold products and the piled up raw materials. Madam Khadijah had then considered to produce 

“telekung” for kids as she felt that the market for kids’ “telekung” had not been extensively penetrated. 

As a start, Madam Khadijah decided to produce 200 pieces of kids’ “telekung”, and do some “word-of-

mouth” sales, and see if that method would be fruitful.  

 

3.3  The “telekung” of Fitrah Garment 

 

Fitrah Garment prided itself with its product quality. The “telekung” made by Fitrah Garment used 

100% cotton material, without polyester added material such as that used by its closest competitors. 

Fitrah Garment produced Shariah-compliant “telekung”, which had proper cutting as required by 

Shariah. Although the material used was light enough, the material properly and modestly covered the 

“aurah” of the person wearing its “telekung”. The light material used was without sparse effect such as 

that used by the ordinary “telekung” producers.    

 

Fitrah Garment sold its “telekung” at lower prices compared to its competitors. For ordinary “telekung”, 

Fitrah Garment sold it for RM140 compared to the competitors’ price of around RM160. For premium 
quality “telekung”, Fitrah Garment sold it for RM180 to RM190, compared to its competitors’ price 
which sold at more than RM200. The material used was purchased from a local retailer. However, for 

a cheaper price, Fitrah Garment had previously obtained the raw material from Bandung, Indonesia. 
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That has resulted in lower prices charged by Fitrah Garment compared to those of other producers. 

However, Fitrah Garment was required to buy in bulk a minimum of 2000 metres of materials when 

buying from Bandung’s supplier. Should the material supply went out of stock and needed to be 

replaced immediately, Fitrah Garment would still need to buy from the local suppliers.       

      

3.4  Fitrah Garment’s Marketing Choice 

 

Previously, Fitrah Garment did not really consider its marketing choice. As the company received 

contract from Jakel Trading, sales was consistent, therefore, Madam Khadijah did not think of any other 

medium of sales, except through the “word-of-mouth” sales around Fitrah Garment’s business area. 
Even in the hi-tech era, where sales may be done through online medium such as Facebook or Whatsapp, 

or through shopping engines such as Lazada or Shopee, Fitrah Garment remained consistent with its 

conventional marketing techniques. Her lack of technological knowledge and know-how might possibly 

be the reason behind such situation.  

 

3.5  Fitrah Garment’s Human Resources and Financial Management 

 

Besides the Indonesian skilled tailors who worked for Fitrah Garment, Madam Khadijah acted as the 

sole administrator of the enterprise who oversaw multiple aspects of the business such as the 

administration, the production, the marketing and the financial management. The multi-tasks that 

needed to be monitored had limited Madam Khadijah from managing her business efficiently and 

effectively.  

 

In terms of its financial performance, Fitrah Garment did not plan to borrow nor have had any funding 

from micro credit financial institutions. Madam Khadijah felt that borrowing would lead to high risk as 

the enterprise needed to produce proposals which would require at least three months projected income 

statement and cash flow, plus the burden in meeting the commitment of paying back the amount that 

would have been borrowed.  

 

4. CONCLUDING REMARKS 

 

A meeting between Madam Khadijah and Madam Maria took place in the latter’s office. 
Madam Maria was satisfied with the outcome from the meeting. She felt that she had had 

sufficient information, satisfied with her findings and hoped that her consultation will be 

beneficial for Fitrah Garment’s business survival. 
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Teaching Case Synopsis 

 

This case study is about Alif and Ziyad, the owners of Big Tree Agrotech who were in a dilemma 
whether to implement a credit sale or not. This is because a credit sale has advantages and 
disadvantages. Before offering a credit sale facility, a company needs to fully consider the effects of 
additional risk that come with a credit sale. To minimize the risk, the person in charge, i.e. the credit 
manager, needs to thoroughly evaluate the customers’ creditworthiness. This may include getting the 
customers' credit references and credit reports. The biggest advantage of credit sale is it may increase 
sale. Although credit facility increases sale but at the same time it also increases risk. One of the 
disadvantages of selling on credit is it affects the company’s cash flow. This is because payment will 
only be received later, yet the company may have to settle other obligations in cash. Nevertheless, 
offering credit to customers is one of the effective tools to attract more customers, to increase sale and 
to stay competitive in the marketplace. Thorough planning must be done before a company decides to 
offer credit sale. A well-established credit policy will definitely help the company to minimize the credit 
risk. This case is designed to guide the students to identify and analyze the important factors that should 
be taken into consideration in deciding to offer credit facility. In brief, the purpose of this case is to 
discuss the important role of credit sale and; advantages and disadvantages of offering credit facility. 
 
Keywords: Credit Sale, Credit Policy, Credit Facility 
 
 
1. INTRODUCTION 

 

It was 7:30 am, 1st February 2018, Alif and Ziyad were having breakfast at a restaurant near their farm. 
The farm was located in Titi Tinggi, one of the prime agricultural lands in Perlis. Specifically, Titi 
Tinggi was situated 15 kilometers from Padang Besar and about 30 kilometers from Kangar. It had been 
two years since Alif, the owner of Big Tree Agrotech, and his best friend, Ziyad, started their first 
project. They were engrossed engaging in a conversation regarding the marketing strategy for the 
vegetables. As the production increased they had to find new customers as well as retaining the existing 
customers. Vegetables were perishable, they must sell them as soon as possible. “I think we should sell 
our vegetables on credit” suggested Ziyad. “Well….. it is worth a closer look”  Alif’s immediate 
response to his best friend. 

 
The problem was Alif and Ziyad needed to enlarge the market for their products. They needed more 
customers. Presently, their main customers were restaurants and retailers in Perlis. All transactions were 
conducted in cash. As the production increased, they could not rely on existing customers. “What is 
your plan?” Alif asked. “We need to offer credit sale facility. By offering credit facility, we can increase 
the sale’” said Ziyad. “Agree…. But there are so many things to be considered. We need to have a well-
developed credit policy as it needs to be clearly communicated to our customers” replied Alif. “Are you 
aware of the additional risk if we sell our products on credit?” added Alif.  
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With that question, both finished their food and agreed to carefully consider and think about the plan. 
Both also agreed that they would discuss and make the final decision whether or not to proceed with 
the plan in one week time. 

 
2. ALL ABOUT BIG TREE AGROTECH 

 

Big Tree Agrotech, a partnership business, was established in 2016 as one of the agricultural companies 
based in Perlis. It had always been Alif’s dream to be an agropreneur but was not fulfilled due to work 
commitment. Late 2015, he made up his mind and decided to pursue his ambition. Together with his 
old friend who was also his best friend since primary school, Ziyad, a company named Big Tree 
Agrotech was established and registered in February 2016. The business model of the company was to 
venture into agricultural sector based on the latest agricultural or farming technology. The involvement 
in the agricultural industry was aimed at conducting commercial agriculture by utilizing the modern 
agricultural technology which was in line with the government’s policy to fulfill the country’s demand. 
According to senior director Mohd Anis Yasin from the fresh produce division of the Federal 
Agricultural Marketing Authority (Fama), Malaysia imported most of the vegetables for local use, 
although we were capable of producing them ourselves. This was because the production costs were so 
high. Consequently, the price would be increased by several folds as they reached the final consumers 
(Ruban, 2016). Furthermore, dependence on imports would lead to the outflow of money that could 
affect the country’s economy.  
 
Using the up-to-date technology, Alif and Ziyad hoped that they would manage to produce vegetables 
at a cheaper price. For a start they focused on three vegetables which were chilly, eggplant and okra. 
Demand for these three vegetables were usually high especially during festive seasons and school 
holidays when wedding ceremonies were usually done. To help running the farm’s operation, they 
sought advice and professional consultation from several government institutions such as Department 
of Agriculture (DOA), Malaysian Agricultural Research and Development Institute (MARDI), 
Farmers’ Organization Authority (FOA) and Federal Agricultural Marketing Authority (FAMA). The 
first project was carried out on 3.789 hectares of land in Kampung Guar Tinggi, Titi Tinggi, Perlis. As 
a start, they cultivated 3000 red chilly trees of Kulai 151 using the open fertigation method. Fertigation 
was a combination of two words, fertilizer and irrigation. It was a technique that simultaneously apply 
both water and fertilizer at the same time. In general, it took 3 months or 90 days before the chilly could 
be harvested. For eggplant, the fruit was usually ready for harvesting after 100 days while okra needed 
approximately 60 days. Promotion of the vegetables was conducted through media social channels, such 
as Facebook and WhatsApp. Target customers were local wholesalers, retailers and restaurants around 
Perlis and northern Kedah (Changlun, Jitra and Alor Setar). Price was set based on the market price 
issued by FAMA. Refer to Figure 1 for the flow of marketing process done by the company. 
 
As business partners, Alif and Ziyad managed and did most of the work themselves. They did not 
employ permanent employees but chose to hire part-time workers. Depending on needs, most of the 
time at least two workers were hired to carry out a range of tasks, such as cleaning, planting and doing 
general handiwork. During busy periods, such as during preparation of polybags and harvesting periods, 
more workers were hired to carry out the chores and errands. In addition to the part-timers, sometimes 
they had students from local colleges doing internships at their farm. Figure 2 illustrates the 
organizational chart of the company. 
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Figure 1: Marketing Channels 

 

 

Figure 2: Organizational Chart of Big Tree Agrotech 
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3. CREDIT MANAGEMENT  

Credit sale is a popular and common strategy employed by businesses to enhance sales growth when 
business environment is very competitive. This strategy has advantages and disadvantages. Before 
offering a credit sale facility, a company needs to fully consider the effects of additional risk that come 
with it. To minimize the risk, the person in charge, i.e. the credit manager, needs to thoroughly evaluate 
the potential customers’ creditworthiness. This may include getting the customers' credit references and 
credit reports. In addition to that, he or she must periodically monitor the accounts of existing credit 
customers. In general, the credit manager is responsible to oversee the entire credit granting process, 
from promoting the credit programs offered to handling the collection activities. The biggest advantage 
of credit sale is it may increase sale by attracting new customers and encouraging existing customers to 
purchase more. This is especially true when the competitors are not offering the same facility. By 
offering credit terms, the company may attract more customers who do not want to pay cash. According 
to Wang, Lan, Zhao, and Xing (2017) in most situations credit sale consistently overtakes cash sale. In 
addition to attracting new customers, credit sale also helps to retain existing customers. This is because 
offering credit to customers reflects that the company respects and trusts their customers. Hence, this 
will encourage them to continue buying from the same company. Supplying more trade credit to 
customers helps to build good long-term relationship which consequently helps to support sales growth 
(Yazdanfar & Öhman, 2016).  

 
However, credit sales also come with risks. Although credit facility increases sale but at the same time 
it also affects the company’s cash flow. This is because payment will only be received later, yet the 
company may have to settle other obligations in cash. For example to pay suppliers, employees and 
bills. This situation can be worse if the customers do not pay on time. If the cash is not received on time, 
the company’s ability to purchase and fulfill other obligations will also be reduced. Credit sale may also 
incur additional cost because the company needs to keep the record of accounts receivable. The account 
receivable will record the amount of money owed by customers for purchases made on credit. In the 
event of default payment, reminders need to be delivered to the customers. Hiring staff to handle this 
will definitely increase the company’s cost.  

 
Nevertheless, offering credit to customers is one of the effective tools to attract more customers, to 
increase sale and to stay competitive in the marketplace. Thorough planning must be done before a 
company decides to offer credit sale. A well-established credit policy will definitely help the company 
to minimize the credit risk.     
   
4. CONCLUSION 

 

The clock was ticking. Time was running out. They must act fast. Therefore, immediately after the meet 
up, both Alif and Ziyad started to collect the information needed to assist them in making the final 
decision. They wanted to make sure all factors were taken into consideration before they made this 
important decision. Specifically, they should conduct a thorough study on the benefits and threats of 
employing credit facility. Next they must make clear the role of a credit manager and the steps involved 
in a credit management process. Even though it was not an easy task, they knew that needed to seriously 
think about the issue in order to come out with a good choice.  
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Teaching Case Synopsis  
 

Citranet Sdn Bhd (Citranet) is an Information and Communications Technology (ICT) company based 

in Kuala Lumpur, Malaysia. Founded in 1997 in Kuching, Sarawak, Citranet started earlier as a 

Malaysian Bumiputera engineering company committed to the country’s transformation towards 
being an industrialized nation under the Wawasan 2020. In 2002, Citranet empowered itself to be an 

ICT company and ventured into Peninsular Malaysia after realizing the greater role it can play in 

making the country’s transformation goals and objectives a reality. Citranet aspired to become the 

leading integrator of competitive and innovative business solutions. The company specialized in 

providing professional services aimed at realizing strategic business objectives through ICT alignment 

and infrastructure development in accordance with industry best practices. The Company was 

incorporated in 1997 with a Paid-up Capital of RM 500,000. However, the present issue hovering 

within Citranet, which is, its ability to sustain in the long run and remained resilient in the Malaysian 

market. Therefore, the aim of this study is to determine the best marketing strategy to be implemented 

by Citranet in the future on how to remain resilient in the Malaysian market. Interviews and secondary 

data were used to extract information that can be used to suggest the best marketing strategy.   
 

Keywords: Citranet, marketing strategy, resilient, Malaysian market 

 

 

1. INTRODUCTION  

 
Mr. Aftarul Izam Basri, the General Manager of Citranet Sdn Bhd and Mr. Hamzah Ismail, the 

Director of Citranet Sdn Bhd were having a discussion on the present issue hovering within Citranet, 

which is, its ability to sustain in the long run and to remain resilient in the Malaysian market. They 

locked themselves for the past five hours to discuss and to determine the best marketing strategy to be 

implemented by Citranet in the future on how to remain resilient in the Malaysian market. 

 

“I think we should come up with the best marketing strategy on our ability to sustain in the long run 

and to remain resilient in the Malaysian market now since we need to compete with many other 

companies that are also involved in the ICT business ventures. Luckily, there are not many 

Bumiputera owned ICT companies in Malaysia. There are about 700 active Bumiputera ICT 

companies from the total of about 4,000 ICT companies in Malaysia. However, we still need to 

compete with non-Bumiputera ICT companies and other 699 Bumiputera companies”, said Mr. 
Hamzah looking right into Mr. Aftarul Izam Basri’s face as he drank his coffee.  
 

Yes Sir, I will call a management team meeting to discuss the best marketing strategy on how to 

remain resilient in the Malaysian market as soon as possible. I promise I will update you once we 

finish our meeting by next week. If nothing else, can I go now because I need to continue my work. 

Thank your Sir”, said Mr. Aftarul Izam Basri as he walked out.  
 

Mr. Aftarul Izam Basri had called a management team meeting a week after his discussion with the 

Director. They had discussed on the present main issues faced by Citranet, which is its ability to 

sustain in the long run and to remain resilient in the Malaysian market. Citranet being a Bumiputera 

company realized that it is facing a challenging future since it has to compete with many other 

companies that is also involved in the ICT business ventures, which is in total of about 4,000 ICT 

companies in Malaysia. The sound financial backing from its Shareholders had allowed the company 
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to remain resilient and competitive in the growing market.  However, it is only temporary. Therefore, 

the meeting came up with a list of questions which was already briefed to the Director of Citranet. 

Those questions should be answered by Citranet in order to remain resilient in the Malaysian market. 

The questions such as is Citranet able to self-sustain in the long run without the support from its 

shareholders? What would be the impact if the shareholders exit from this business or retired? Will 

Citranet continue to exist or face a premature death since it is no longer able to exist without the 

support of its Shareholders? Is the current Business Model able to suit its long term survival plan in 

order to compete with its competitors? 

 

Citranet Sdn Bhd (Citranet) is a company that engaged in the trading business in Information and 

Communications Technology (ICT) in Malaysia. Citranet ventured into the ICT business for almost 

20 years in which it focused primarily on providing services and technology know how to its clients. 

The company was indeed small with internal strength of less than twenty but had managed to acquire 

a substantial amount of revenue as compared to its size. However, Citranet was facing a challenge in 

determining its future with respect to its long term of its organization. Citranet, being a Bumiputera 

company realized that it is facing a challenging future since it had to compete with many other 

companies that were also involved in the ICT business ventures. However, it was worth noting that 

there are not many Bumiputera owned ICT companies in Malaysia. There were about 700 active 

Bumiputera ICT companies from the total of about 4,000 ICT companies in Malaysia. However, the 

scale of business and its ventures varied according to the financial capabilities and technical 

capabilities of the companies. 

 

2. BACKGROUND OF THE INDUSTRY  

 
Information and Communications Technology (ICT) had become an important sector in Malaysia’s 
economic development since the Government incorporated it as one of the strategies towards creating 

an industrial-based economy (Second Outline Perspective Plan 1991-2000) and the Knowledge-based 

economy (Third Outline Perspective Plan 2001-2010). Currently, ICT had become the strategic 

enabler and key driver of The Government and Economic Transformation Programmes for Malaysia. 

In line with the strong growth and vast experience gained in electronics industry, Malaysia had 

created the Multimedia Super Corridor in 1996 as the nucleus for the growth of ICT and technology-

based industries. From the role as manufacturer and exporter of ICT products, Malaysia had moved 

higher in the industry value chain as provider and exporter of ICT services, and making significant 

inroads to overseas markets. 

 

ICT was not just the industry which stood by itself, but also complemented and supported the 

development of other industry sectors. It was the enabler of growth and increasingly important either 

to the Government, private sector as well as the common people. The role of ICT was expanded from 

being merely a vertical to encompass the horizontal – cutting across all spheres of the national 

economy and Malaysian quality of life. Indeed, this resulted in greater use of ICT that not only 

supported the growth of the sector but also boosted productivity and raised the nation’s overall 
competitiveness. 

 

Over the last two decades, three forces had shaped the global socio-economic landscape – forces of 

globalisation, liberalization, and digitalisation. It was widely accepted that the latter force, 

digitalisation of the global economy had increased the speed of globalisation and liberalisation. While 

the information revolution had resulted in several positive socio-economic impacts to mankind, the 

revolution had also intensified competition for resources globally. Traditional economic models and 

strategies were unable to meet the needs of people in a rapidly changing global environment. To keep 

pace with the information of the global economy, most countries were moving fast to transform into 

knowledge intensive economies. 

 

The general consensuses were that ICT was a key catalyst for emergence of the new economy, both as 

a sector and enabler for enhancing efficiency and productivity. The Malaysian Government had been 

proactive in promoting and developing ICT as a sector and enabler through various key strategic 
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policies, programmes and plans. Supporting government policies, strong economic fundamentals, 

strategic location and conducive living environment provided an excellent platform for Malaysia to 

leap-frog to a knowledge-based economy. 

 

The Malaysian economy had undergone structural changes from agriculture and mining-based 

economy to manufacturing-based economy and was in the stage of a knowledge-based economy. 

Current plans such as the Tenth Malaysia Plan and Third Industrial Master Plan envisaged that as 

Malaysia moved into the knowledge-based economy, the service sector played a dominant role in the 

wealth creation of the nation. ICT was expected to play a key role in this wealth accumulation, both in 

terms of a sector and enabler. For this reason, the National Strategic ICT Roadmap provided a 

framework to enhance the productivity of key sectors of the economy and to promote the development 

of new ICT-based and knowledge-intensive industries. 

 

In 2014, the spending of ICT was forecasted to grow by another 10.2 % from year 2013 and had 

reached an amount of about RM 70 Billion. With the forecasted Gross Domestic Products (GDP) of 

Malaysians reaching to a high USD 10,380, more spending and budgets were spent on ICT as 

Malaysians kept abreast of the latest technology and information needs. The ICT industry itself was a 

fast growing and robust industry in Malaysia and in the world as a whole. The ICT business had 

grown at about 10% per annum and had achieved total revenue of RM 35.53 Billion in 2013 and was 

targeted to achieve RM 95 billion by year 2017. ICT had contributed to about 17% of the total Gross 

Domestic Products (GDP) of Malaysia. There were about 700 active Bumiputera ICT companies from 

the total of about 4,000 ICT companies in Malaysia. Based on the above transformation in the ICT 

Roadmap for Malaysia, Citranet stood to benefit from the robust growth and ICT revolution in 

Malaysia. 

 

3. BACKGROUND OF THE CASE ORGANISATION/COMPANY 

 
Citranet Sdn Bhd (Citranet) is an Information and Communications Technology (ICT) company based 

in Kuala Lumpur, Malaysia. Founded in 1997 in Kuching, Sarawak, Citranet started earlier as a 

Malaysian Bumiputera engineering company committed to the country’s transformation towards 
being an industrialized nation under the Wawasan 2020. In 2002, Citranet empowered itself to be an 

ICT company and ventured into Peninsular Malaysia after realising the greater role it had played in 

making the country’s transformation goals and objectives a reality. Citranet aspired to become the 

leading integrator of competitive and innovative business solutions. The company specialized in 

providing professional services aimed at achieving strategic business objectives through ICT 

alignment and infrastructure.  

 

3.1 Core Business Activities 

 

The company’s core business activities can be divided into 3 business area under the managed 

services; Managed Applications, Managed Networks and Managed Security. 

 

3.1.1 Managed Applications 

 

Companies today preferred to avoid the problem of buying and managing high-end business 

applications. With Citranet’s Managed Application Services, an organization was able to lease the 

leading-edge applications, leveraging on skilled staff and the latest technology to solve critical 

business needs.  Citranet’s model, different from what was offered by application service providers, 

delivered these services on a personalized one-to-one basis. 

 

3.1.2 Managed Network 

 

Citranet understood the importance of flexible deployment model that matched the changing business 

environment of its customers. Citranet thus offered a comprehensive portfolio of network deployment 

options that leverage a mixture of internet and even dedicated bandwidth to its clients. All products 
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were designed with the flexibility and scalability to meet customer’s needs. Citranet's Managed 
Customer Premises Equipment (CPE) Services, was part of the Managed Services portfolio, which 

provided end-to-end network and CPE monitoring and management services for customer’s data 
transport infrastructure.  

 

3.1.3 Managed Security 

 

Citranet had also established its Central Monitoring Center (CMC) to increase its network, system 

support and to provide the most reliable and value-added Information Management Services and 

Systems (IMSS) solutions. Citranet had a Network Operations Centre (NOC) which was a monitoring 

center equipped with suitable hardware and software tools and was managed by a dedicated support 

engineering team. Operating 24x7x365, the CMC was designed to monitor, identify and solved any 

kind of encountered system and network irregularity. The IMSS was well positioned to serve the 

growing IMSS solution market in years to come. 

 

3.2  Market Penetration Strategy for Core Business 

 

Citranet should developed its stronghold in its Core Business area. The core business accounted for 

30% of its total revenue for 2012. The Core Business area was the STAR as the future of Citranet 

based on the BCG Matrix portfolio. STAR warranted that it was the future Cash Cow for an 

organization. Aligned with the strategy, Citranet had also employed a new team that was going to 

market its Core Business area for wider penetration. Citranet also shared the same vision that the Core 

Business had to develop for its future survival and growth. The Core Business managed to bring in a 

total of RM 2.4 million revenue for year 2012, as mentioned by its Director. 

“Our vision is to deliver a holistic approach towards understanding organization needs that add 
noticeable value with impeccable service, delivered at the highest degree of service to all clients”. 

          (Mr. Hamzah Ismail, the Director of Citranet Sdn Bhd) 

The existence of Citranet all along was based on its strong presence and strategic positioning for 

growth. In this respect, Citranet had taken advantage of this position and capitalized it further. The 

recent announcement by the government to develop the Sarawak Corridor had put Citranet in a 

driving seat and strategically put them for further growth. As a company primed in Sarawak, Citranet 

was able to develop itself further due to its strategic presence. Citranet took advantage of its 

relationship with its parent company, for example Citra Alti Sdn Bhd and expanded further. This 

advantage of having an edge in Sarawak had propelled Citranet further in its growth. Citranet had 

taken all the possible chance to widen its market presence and strengthened its position. 

 

Apart from that, Citranet had capitalized on its Bumiputera status and continued to prosper and 

participated in Contracts provided by government, its related agencies and Government Linked 

Companies (GLCs). These organizations were indeed the catalyst for the economy. Citranet had taken 

advantage of these opportunities to develop it further. There were such huge underlying opportunities 

for Citranet under various ministries, agencies and GLCs. The ultimate aim was for survival and 

growth, as mentioned by its Director. 

“At Citranet, our services enables, enriches and empowers our clients to focus on what really matters 
to them - their core businesses. We provide solutions customized to our client's IT needs and further 

manage their IT requirements, freeing them to optimize Time, maximizing Quality and Money to 

achieve respective business goals” 

                                                                           (Mr. Hamzah Ismail, the Director of Citranet Sdn Bhd) 
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3.3  Non-Core Business Activities 

 

The non-core business activities by the company were related to supply of hardware and software of 

ICT products and services, such as the Call Centre System for local agencies, selected tender projects 

in association with joint-venture arrangement, and other granted Direct Negotiation projects.  The 

non-core business activities were generally customized to specific project needs of clients. 

 

3.3.1 Strengthening the Dominance in Non-Core Business 

 

The Non-Core Business for Citranet had contributed a staggering RM 5.6 million or 70% of the total 

revenue for year 2012. The tremendous and overwhelming growth of the Non-Core Business was far 

beyond expectation. The Non-Core Business was the present Cash Cow for the company as depicted 

by the BCG Matrix. The Non-Core Business had been providing a steady stream of income for 

Citranet. Without the Non-Core Business, Citranet was unable to sustain its Operating Expenditure. 

The   steady stream of income had helped Citranet achieved a profit of RM 997,961 for year 2012. 

The strength of the Non-Core Business was capitalized and strengthened to allow for Citranet to 

widen its presence in the market. Citranet admitted that competition was stiffed in the market; hence 

the ability to capture a significant portion of the market was vital for Citranet’s survival and growth. 
 

3.4  The Company Structure 

 

The company’s operation was divided into three divisions namely the Operations Division, Business 

Development Division and Corporate Affairs Division. The structure is shown in Figure 1 below. 

 

3.5  Citranet Achievement  

 

In today’s world, setting up a business may require a platoon of resources and equipment to cater 

every facet of ICT requirements. Citranet helped its clients to streamline and rationalise the 

requirements and helped clients focused on their core business. Citranet offered a variety of Managed 

Services to free its customer from mundane repetitive tasks.  

 
Figure 1: Citranet Sdn Bhd Company Structure 

 

 

Citranet acknowledged the real on-time need for instant communications among all components of a 

business, the mission-critical business applications housed on a network, coupled with the 

requirement that everyone in an organization was able to get immediate access to important 

documents and data. It meant that companies were highly dependent on their network infrastructure 

for data access and storage. Any outages or performance problems would most definitely have direct 

impact on efficiency.  Whilst companies had become thoroughly dependent on their network 
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infrastructure, networks had become increasingly complex and difficult to understand and 

administered. Finding personnel capable of setting up, administering, and troubleshooting a network 

has become increasingly difficult as well as increasingly expensive.  

 

Consequently, many Companies especially Small and Medium-sized organizations found it difficult 

to maintain its ICT infrastructure, to launch new network initiatives, and to troubleshoot network 

problems.  In order to overcome these complex problems, companies had turned to managed network 

services. In the managed services model, company outsourced part or their entire ICT infrastructure 

and network management tasks to a Managed Service Provider (MSP). This allowed clients to 

concentrate on their core business, saved money, easily launched new initiatives, and had a more 

stable infrastructure. 

 

By understanding the above opportunities, Citranet’s strategic planning and issues had always evolved 

to deliver exactly the client’s requirement.  Through customization in service offering, Citranet 

addressed the basic and advance needs that were often not addressed by other outsource agreements. 

Citranet also provided ICT services beyond service delivery and support, but also included full 

management of all activities throughout the services life cycle. 

 

3.6 Financial Analysis 

 

Based on the data provided and analysed for the past 3 years (2009-2012), Citranet were having 

sluggish financial years for 2009 till 2011. Sales were slow and they had to depend on their ‘cash rich’ 
Holding Company for survival and growth. However, for year 2012, Citranet started to incur profit. 

Citranet also ventured into bigger projects with Telekom Malaysia Berhad and also with the Sarawak 

Government. This allowed Citranet to register a commendable profit of RM 8 Million in year 2012. It 

was expected that the audited revenue for 2013 reached around RM 12 Million with a profit of RM 2 

Million. Citranet also had an Order Book of around RM 50 Million to keep it busy for the next 5 

years.  

 

Citranet had also set a margin of 40% in every project and products supplied. These Gross Margins 

will contribute to a Net Margin of between 12-15% for every product and project. These margins 

would allow for the Balance Sheet of Citranet to improve and was able to achieve positive Retained 

Earnings by the year 2016. These encouraging results coupled with the strong financial support by its 

Holding Company, had placed Citranet on fast track to achieve greater heights. Citranet had also 

managed its Operational Costs better. One good decision was the decision to move out from Pavilion, 

Kuala Lumpur to Wangsa Maju, Kuala Lumpur where the Rental Cost was far less and much 

economical to maintain. Its Staff Costs also remained within the desired range without any sudden 

spike for the past 3 years. Citranet also had zero gearing. The only debt was Short Term banking 

facilities like Overdraft, Bankers Acceptance and Revolving Credit which was pegged against 

Projects in hand. These represent an almost zero risk since all proceeds were recovered by the Bank 

before distributing it back to Citranet. However, this had resulted in the increase of its Finance and 

Borrowing Costs. The Borrowing Costs was about RM 0.5 million annually. The Borrowing was 

between 6 to 8% per annum. 

 

However, despite the increase in Borrowings and Finance Costs, Citranet had indeed moved a step 

forward by being matured ahead and taking a bit of risks. Instead of totally relying on its Holding 

Company, it had started using funds from the market. This was also easy since the Holding Company 

was willing to provide a Corporate Guarantee for Citranet. A Corporate Guarantee was a guarantee 

given by the Holding Company to its Subsidiaries to ensure that in the event of any default by the 

Subsidiaries, the Holding Company would bail them out and repay the banks. Citranet had also 

increased its Paid Up Capital in year 2012 to reflect a stronger and firmer support from its 

Shareholders. Based on the above financial position, the Financial Results for year 2013 and beyond 

was expected to be more resilient and better. Citranet had shown progress and was able to have the 

endurance to face the challenging years ahead. Citranet would survive the future.  
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3.7  Product Development Strategy as a Tool for Future Growth  

 

Product Development is a strategy that seeks to increase sales by improving or modifying present 

products or services. Product development usually entails large Research and Development (R&D) 

expenditure. Citranet should focus its Product Development to enable it to sustain in the long run. 

Product Development is important to allow for Citranet to achieve its Competitive Advantage in the 

long run. The Product Development strategy thus allowed Citranet to be ahead in the event. In the 

technology world, products are known to become obsolete fast. In this respect, Citranet needed to 

focus on Product Development in order to sustain its future growth. Product Development is the 

future of Citranet. Without it, it would be difficult for Citranet to achieve its goal for Sustainable 

Competitive Advantage. As such, it is suggested that Citranet to establish a focus and developed the 

R&D to allow it to strengthen itself in the long run.   

 

3.8  Conclusion 

  

It is obvious that Citranet needed a new transformation in its Business Model. It should no longer 

operated on ad-hoc basis. It should be managed in a more structured manner. Emphasis should be 

given more towards having a proper target in order for Citranet to achieve a desired long term 

sustainability. Based on the analysis done, it was obvious that Citranet had a strong foundation and 

various Competitive Advantage. Perhaps better structured management was needed for Citranet to 

excel further. Citranet’s main objective was survivability. It stemmed from the fact that Citranet had 

yet to achieve a standard that was beyond accessibility. Citranet’s business was susceptible to 

challenges and was high risk. The technology that it offered might become obsolete and depleted in a 

short time. In this respect, the business needed careful nurturing to ensure it is on the right track. 

 

Citranet could not compete with the big boys and powerhouse of the ICT industry. It could be easily 

cannibalized by TM and Non-Bumiputera players if it had to compete in the Open Market. This type 

of business needed careful planning and a strong passion to prosper. Citranet would never succeed 

and survived without the support and assistance from the “political links”. It also meant that many 

Bumiputera companies also suffered the same fate, for example needing the government support and 

projects for survival. The discussion in this context also allayed and confirmed my fears that the 

Vision 2020 would never be achieved. The survival problem, low capital, difficulty to obtain 

financing, high staff turnover rate, stiff competition, under-cutting of prices and lacking in drive and 

vision would hinder the progress towards Malaysia becoming a fully developed nation by year 2020. 

The findings virtually uncovered another problem that had plagued many Bumiputera companies in 

Malaysia. These results also lead to a conclusion that Bumiputera companies lacked the proper 

Mission and Vision and coupled with other disparities, could not adopt the right Strategic 

Management pushed to excel further. Strategic Management models were missing in the planning of 

these companies. As such, it is concluded that the future for this company was bright but filled with 

challenges. Success would come but with intense hardship and labour.  
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Teaching Case Synopsis  

 

This case describes how GV Raha Trading, as the new entrant, managed and battled to survive in the 

food and beverage sector. The company produced dates milk (Kurma Milk, Chocca Milk and Kurma 

Latte) under the well-known brand name, SempoiBaq. The company operated using a semi-manual 

production line, therefore it would be near to impossible to ensure adequate production of the 

products. In addition to the slow operational problem, the company had to deal with dates milk that 

could easily become spoilt. Besides, the owner of the company, Rafiq needed to combat stiff 

competitive rivalry in food and beverage sector especially from established rivals and substitute 

products in the market. This case permits faculty to discuss about issues and challenges faced by a 

new entrant company, as well as to analyse the internal and external business environment which can 

lead to propose the best strategic solutions. This teaching case covers business and management 

courses such as marketing management, entrepreneurship and strategic management. 
 

Keywords: new entrant, dates milk, food and beverage industry 

 

 

1. INTRODUCTION 

Rafiq, the founder and owner of GV Raha Trading, nervously paced around his factory, wondering 

how he was going to meet his customers’ demand. As he gazed at his watch, it seemed like time was 

just ticking by ever so fast. With beads of perspiration trickling down his forehead, Rafiq realised that 

with his semi-manual production line, it would be near to impossible to ensure adequate production of 

his products. He continued to pace up and down, wondering how he could overcome this 

shortcoming, and hoped for nothing short of a miracle.  

 

GV Raha Trading was a new entrant in the food and beverage sector. The company produced dates 

milk (Kurma Milk, Chocca Milk and Kurma Latte) under the well-known brand name, SempoiBaq. 

The company managed a maximum production of 1,000 bottles of dates milk per day, by running a 

two-time production. A one-time production was only able to produce about 500 bottles of dates milk. 

Since the seeds from the dates were removed manually, it slowed down operations and limited the 

number of bottles that could be produced on a daily basis. This meant that the company was 

struggling to meet the demand for the milk, especially during peak seasons, such as during Ramadhan. 

 

In addition to the slow operational problem, the company had to deal with the shelf-life of the dates 

milk. Since milk is a very delicate product that contains microbes and is highly sensitive to 

temperature, the dates milk could be easily spoiled. To overcome this problem, the dates milk must be 

stored in an optimum temperature chiller. Dissatisfied customers often came to return spoilt milk and 

this compounded the company’s already seemingly unsurmountable problems. Rafiq sighed, “It is 

hard to maintain the dates milk and its nutrients in good condition since we do not add any 

preservatives to our dates milk”. 

 

2. COMPANY BACKGROUND 

GV Raha Trading was established on 20 December 2015 in Jalan Pegawai, Taman Malik, 05050 Alor 

Setar, Kedah. The core business of GV Raha Trading was to produce healthy energy drinks using 
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dates and milk. The company started with a small capital of RM35.00 to produce Kurma Milk. After 

getting good reviews and positive feedback from his friends and family on the Kurma Milk, Rafiq 

increased his production from 20 to 300 bottles of Kurma Milk per day. After three years, he 

increased his capital to RM30,000 and moved to a new premise located at the GiatMara building at 

the Mergong Industrial Park, Alor Setar. After a few months of operations in the new location, he 

successfully obtained a loan of RM 100,000 from MARA. He used this money to improve the 

production floor plan, and purchased semi-automatic production processor machines and a van for 

transportation and delivery services.  

The company had five staff and each staff member was assigned specific job functions in order to 

achieve the company’s goals. Two staff were involved in production, two were responsible for sales 

and delivery and a newly appointed staff managed all matters related to marketing. The staff 

responsible for sales was also responsible for product delivery.  

 

The annual leave for the staff was 18 days a year and staff were entitled to 14 days sick leave. The 

normal working hours were from 9 am to 5pm. However, sometimes staff had to work overtime, 

depending on the demand for the products. The production staff were given the key to the business 

premise so that they could continue working whenever there was a need although he was not around. 

 

Under the business model engaged in by GV Raha Trading, 40 agents were appointed to market the 

products. Each agent was paid a commission based on sales. Almost 95% of the agents were part-

timers, and therefore, it was quite difficult to get their full commitment to market the products. 

Besides this lack of commitment, Rafiq had to skillfully deal with agents who asked for a higher 

commission. 

 

 

3. THE SEMPOIBAQ PRODUCTS 

GV Raha Trading began its business with Kurma Milk. After several years, Rafiq introduced two 

more products, i.e., Kurma Latte and Chocca Milk. GV Raha’s core business was to use 100% 

organic ingredients in its production without the addition of any preservatives and chemical 

flavouring. This method of production rendered the company’s products not only as a very healthy 
drink option, but also very unique.  

The following were the products of GV Raha Trading: 

 

Kurma Milk 

Kurma Milk was introduced in 2015. It was a combination of fresh cow’s milk and pure blended 

dates. The company used Goodday’s fresh cow’s milk because it could blend well with the dates, 

producing a very flavourful milk. The dates were a specific type of dates only available at one of the 

well-known markets located in Kedah. According to Rafiq, these dates were the most suitable because 

they were neither too dry nor too wet; besides, it had a reasonably sweet taste, which was just nice to 

be used to make Kurma Milk.  

 

Chocca Milk 

Chocca Milk was introduced in January 2018. It was made from a secret recipe by combining chocolate 

powder, cocoa powder, almonds, dates and Fernleaf’s milk powder. The combination of the natural 

buttery flavour of almonds with the unique texture of chocolate and cocoa powder resulted in tasty and 

flavourful Chocca Milk. 

 

Kurma Latte  

Kurma Latte was the most unique product of GV Raha Trading. It was introduced in October 2017. It 

was special because although the name seemed to imply it was coffee-based, it did not contain any 

caffeine. However, it had a coffee taste that came from the ground and roasted date seeds. To make 

Kurma latte, the date seeds were processed and converted to powder, which produced an aroma, 

uniquely similar to ground and roasted coffee beans. In fact, it turned out to be a more delicious and 
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healthier drink because the dates contained nutrients that were very beneficial to health compared to 

other latte drinks. According to Rafiq, creamer is one of the ingredients to produce any latte product, 

and accordingly, creamer was one of the many ingredients used to produce the delicious Kurma Latte. 

 

To produce these three kinds of dates milk (Kurma Milk, Chocca Milk and Kurma Latte), the date 

seeds were first removed and only the remaining flesh was used in the production process. The dates 

were soaked for a few hours, blended and then filtrated a few times to get the juice, which was then 

boiled together with the other ingredients at a specific temperature to deactivate the bacteria and 

microbes. The product was then poured into High Density Polyethylene (HDPE) bottles to cater to the 

high temperature and directly stored in the refrigerators at the right temperature. The products were 

sold at RM3.50 for a 250ml bottle. Any combo purchase of any of the three milk flavours was sold at 

RM10. The 500ml bottle was sold at RM6.50. A combo purchase of any of the three milk flavours 

was priced at RM18.   

 

 

4. BUSINESS OPERATIONS AND PROCUREMENT 

Rafiq was about to deliver the dates milk to his customers. On that day, his routine was interrupted 

when the phone rang. A glance at his phone screen told him that one of his production staff was at the 

other end. Rafiq instantly knew that there might be some operational problems and he was right. The 

caller told him that the UHT milk that was ordered had not been delivered as scheduled. Rafiq quickly 

contacted the supplier to reconfirm the order and delivery of the milk. 

 

The company used two types of milk: GoodDay UHT milk and Fernleaf powder milk. GoodDay UHT 

milk was used to make Kurma Latte and Kurma Milk, while, Fernleaf powder milk was used for 

making Chocca Milk. Goodday UHT milk was the preferred milk because of its freshness. Rafiq had 

tested all the milk types in the market and to him, the best milk for making healthy drinks was the 

GoodDay milk. This UHT milk was obtained directly from the Goodday factory in Penang, which 

was then delivered directly to Rafiq's shop as he was the third largest customer in Alor Setar after 

TESCO and MYDIN supermarkets. Rafiq usually ordered around 100 cartoons or over 1,000 liters of 

milk. As for Fernleaf powder milk, it was used for making Chocca Milk as it produced a great taste 

when blended with other ingredients. Usually, Rafiq ordered 12 boxes of Fernleaf powder milk from a 

supplier in Alor Setar. He did not face difficulties in obtaining the milk supplies.  

 

Dates was an important ingredient in making dates milk products.  Rafiq purchased the dates from a 

supplier in Alor Setar who imported the dates from the United Arab Emirates (UAE). Rafiq was very 

quality conscious and selected the raw materials, including dates, very carefully. He only used 

‘Khalaaf’ dates because this brand was of good quality and did not contain any added sugar. 

Moreover, the dates was very pleasantly fragrant, with the texture being neither too soft nor too hard, 

and aromatic when blended with other ingredients. This type of dates was not widely available in the 

market. The market price of the dates per kilogram was around RM100. However, as a regular 

customer, Rafiq bought the dates at a special price of RM70 per kilogram. Normally, he ordered 

around 100kg of dates per order and kept the dates in the fridge. In terms of its supply, Rafiq 

mentioned that he sometimes did experience a shortage of dates. Other ingredients, such as chocolate 

powder, cocoa powder, almonds, creamer and brown sugar, were easily obtained from different 

suppliers in Alor Setar. Rafiq stored all the raw materials in a special storage room, where there was a 

fridge to keep the dates and milk before they were processed into milk products.  

 

For the packaging, Rafiq used HDPE bottles at 250ml and 500ml. The HDPE bottles could cater to 

high temperatures of up to 70 degrees Celsius. Normally, the HDPE bottles were purchased in bulk of 

20,000 units per order, from a supplier in Alor Setar. These bottles cost 40 cents (250ml) and 50 cents 

(500ml) per bottle. As for the label for each product, the staff printed and glued it to the bottles 

themselves. 
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GV Raha Trading operated six days per week except on Friday. Usually, the machines were first run 

in the morning. Then, the machines were cleaned and sterilized for four hours, after which, the 

machines restarted operations. On average, the production per day was 200 to 300 bottles, although 

the maximum capacity was 1,000 bottles per day. A huge freezer was used to store the finished goods 

before they were delivered to customers or agents. The products could last for two weeks if 

refrigerated but for three months if stored in the freezer. 

 

Customers and agents ordered the products by contacting the marketing staff or Rafiq. Then the staff 

would distribute the products by van to areas, such as Jitra, Changlun, Alor Setar, Pendang, Yan and 

Sungai Petani. The staff were required to record the amount produced and the amount distributed to 

customers and agents. A total of 46 shops around Kedah were appointed as agents. GV Raha Trading 

distributed the products once a week to the agents. Any damaged product would be replaced. Every 

shop received 12 to 15 bottles and after three or four days, the marketing staff would call the agent to 

find out how many bottles were still unsold. Rafiq also did after-sales service to all agents’ shops. His 
staff made sure that the chiller or freezer in the shops had an appropriate temperature, so that the 

drinks would not be spoilt.  

 

 

5. MARKETING, SALES AND SERVICES 

One of Rafiq’s main challenges was the competition he had to face. “About 70 percent of the business 

resources are needed for marketing of the products, absorbing a big chunk of the budget every year” 
said Rafiq. Although GV Raha Trading was still a new company in the market, it faced stiff 

competition from other similar companies, like FarmFresh, Summerfield, and GoodDay. Without 

effective marketing techniques, Rafiq’s products would not be able to attract customers and sales 

would remain stagnant. To overcome this daunting challenge, Rafiq planned to hire a special 

consultant for the marketing tasks, when more financial resources became available.  

 

GV Raha Trading’s journey was long and winding. In the beginning, a word-of-mouth campaign and 

positive reviews by friends were among the marketing strategies applied to boost sales. Later, social 

media, such as Facebook and Instagram became handy and quick marketing techniques for Rafiq. He 

made videos of the products, and uploaded them together with photos and customers’ testimonials. 

Rafiq also used paid reviews through insta-famous via Instagram. Besides, during exhibitions and at 

booths in the shops of some agents, free sample testing was done in addition to promoting the 

products over KedahFM radio. 

 

Rafiq negotiated with several supermarkets/hypermarkets in his attempt to market his products more 

widely. However, the high terms of payment set by these supermarkets/hypermarkets was a setback 

for Rafiq due to his own financial constraints. For example, a RM5,000 registration fee was required 

for entering his products into the  hypermarket and an additional RM1,500 was required to place the 

products on the shelf. A promoter had to be appointed or the supplier could use the supermarket 

promoter but with an additional charge. Cash could only be collected after three months of sales. All 

these conditions deterred Rafiq as his business’ liquidity was still low and he had to shelf his plans to 

market his products to supermarkets and hypermarkets. 

 

 

6. COMPETITION 

One evening in 2015, Rafiq walked along the dairy section in Tesco Hypermarket. There, he chanced 

upon many fresh milk product brands, but none of those offered dates milk. The only brand that sold 

dates-flavoured fresh milk was Farm Fresh. Yet, the situation was different in 2019, established 

brands such as GoodDay, Summerfield, Dutch Lady, and Marigold had widely produced and offered 

dates milk in the market.  
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GV Raha Trading was another dairy product brand that sold dates milk products.  In fact, their 

varieties of dates milk products such as Chocca Milk and Kurma Latte were not offered by any of the 

other brands. Both products were unique with Chocca milk contained purely dates, almonds and 

chocolate extract and Kurma latte was made from dates seed. 

  

In terms of pricing, the dates milk products were relatively competitive in the market. GV Raha 

Trading offered a slightly higher price at RM6.50 per 500 ml, over other brands because the company 

did not do mass produce like other established competitors. Most of the rivals of GV Raha Trading 

were established producers of milk-based products with dates milk drink being one of their flavoured 

milk category in their product line. Farm Fresh offered Susu Segar Kurma with the price of RM 7.39 

for 700ml in the retail shops. The company also offered Café Latte and premium chocolate milk, quite 

similar to GV Raha’s Kurma Latte and Chocca Milk. However, both products were not dates-base.   

  

The other main competitors were GoodDay and Summerfield. GoodDay was not only its rival but also 

the main supplier of fresh milk for GV Raha. GoodDay introduced its Kurma Flavored UHT milk in 

2018, priced at RM8.20 per liter; whereas Summerfield offered Susu Kurma with fresh milk at 

RM7.29 per 700 ml in early 2019. Then, the company launched Kurma & Hazelnut Yogurt drink and 

Dates yogurt drink in April 2019. The following competitors were Marigold and Dutch Lady. These 

companies also offered dates milk products priced ranging from RM5.74 to RM7.29 per liter. All of 

these main competitors were offered chocolate flavored milk and latte drinks, but it did not contain 

any dates extract.  

 

Rafiq knew that other healthy drinks such as yogurt and fruit juice were another good opportunity to 

explore in the beverage sector. Rafiq said “I plan to sell yogurt drinks and fruit juice as another 

product extension in the future because both healthy drinks show an increasing demand from the 

customers”. Some competitors such as Summerfield seized this opportunity, making it as the first 
company to sell yogurt drinks with both dates and hazelnut. Like Marigold, the company had 

introduced many juice products instead of dairy drinks. Juice drinks were among the heathiest drinks 

that people always wanted; therefore, the demand was incredibly attractive.  

 

In certain circumstances, if the company failed to fit with the business environment, it would harm the 

business survival. For instance, the business players in food and beverage sector should follow the 

guidelines made by government on soda tax. The purpose of imposing such tax was to control the 

consumption on sugary food and drink among Malaysians. The company would charge RM0.40 per 

litre on all types of beverages that exceeded 5 grams added sugar per 100ml, except for fruit juice-

based products in which would be charged if contained more than 12 grams added sugar per 100ml.   

 

However, Rafiq felt released as he claimed that the best thing of Sempoibaq products was the use of 

natural ingredients with very little added sugar; and no added preservatives and flavour compared to 

some other brands in the market.  Furthermore, Sempoibaq dates milk used natural dates concentrate 

which has better nutritional values that differentiate the products exclusivity. As compared to other 

brands, only Summerfield used dates concentrated but others had used real dates extract which was 

known to have less nutrition in their dates milk range. 

 

As the new entrant in the industry, Rafiq was aware of the challenges he had to face to compete with 

the existing rivals as well as from the potential players. At any time, the rivals could easily flood the 

marketplace due to low level of entry barriers. Rafiq knew he needed to proactively plan for his 

business growth and sustainability; and at the same time to respond to not only competitive sellers and 

substitute products in the market but also several other external forces that create many opportunities 

in the future.  

 

7. FUTURE DIRECTION  
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It was raining heavily outside the office. Rafiq wondered whether he could overcome his current 

business problems within this short time. He also had many plans for his business, but could he 

achieve all his dreams? 

 

To expand his production and penetrate the market, Rafiq planned to increase the number of agents to 

120 agents. He also planned to produce Almond Dates Milk, fresh goat milk and honey raisin juice. 

Rafiq also planned to improve the packaging of his products. His marketing knowledge made him 

aware that, “high quality and attractive packaging could enhance and boost my products so that I can 

compete with established products available in the same market segment”. He planned to use the 

retort method for packaging as done by existing beverage producers to ensure that his products were 

at least on par with those offered by the competitors, if not better. In addition, Rafiq had the intention 

to apply for a loan from MARA, specifically to purchase chiller machines. These chiller machines, 

costing approximately RM1,000 each, would be used for storing the products at the agents’ shops.  
 

Rafiq was in the process of obtaining the JAKIM Halal Certificate and MeSTI Certification from the 

Ministry of Health (MoH) Malaysia. These certifications were important because Rafiq wanted his 

customers in particular, and the public, in general, to be confident of the goodness of the dates milk 

products. Moreover, Rafiq planned to transform his business into a private limited company and move 

into the corporate world. He hoped to expand his business by securing financial assistance from any 

relevant government agency. Rafiq had always envisioned becoming a world-class entrepreneur and 

all the problems he was facing were not failures but stepping stones of experience to success. He 

hoped to achieve his goal of becoming a market leader in beverage products with an instantly 

recognizable and unique corporate image. In the long-term, by using the Business-to-Business (B2B) 

model, Rafiq hoped all his plans would materialize and his products would be marketed 

internationally and become the first choice in the arena of healthy beverages. 
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Teaching Case Synopsis  
 

The teaching case is about the breach of governance of a sovereign wealth fund. The purpose is to 

expose readers to issues surrounding the failure of the sovereign fund which ended up it with huge 

debt. It can be used for analyzing behavioural and ethical considerations in relation to governance and 

leadership. Theories such as managerial hegemony and concepts related to governance structure 

(MCGC, PAC, and Companies Act) are applicable in class discussion of the teaching case.  

 

Keywords: 1MDB, sovereign fund, governance, audit 

__________________________________________________________________________________ 

 

1. INTRODUCTION 

 

Rushdan has been studying the Jabatan Audit Negara (National Audit Department [NAD]) report on 

Malaysia sovereign fund, 1Malaysia Development Berhad (1MDB), since it was available for the 

public. At first he was eager to read and to know but found the motivation started to wane. “This is 
huge but quite complicated and confusing”, he told himself. 

Malaysia since its independence has been run by the same dominant political party, the United Malays 

National Organisation (UMNO), which leads the coalition of Barisan Nasional (BN). The single 

dominating party contributes to political power imbalance at the legislative level and resulted in Acts 

which are seen to preserve the government power.  

But the result of the 14th general election has changed the history. Pakatan Harapan (PH) won the 

general election and formed a new government on 9 May 2018.  

Malaysia has a proper financial system which regulate its banking and financial service industry. 

Bank Negara Malaysia (BNM), the central bank, among its functions is to provide oversight over 

money and foreign exchange markets and payment systems. Any irregularities involving transfer of 

monies could have been red-flagged by the central bank. 

What has actually happened to 1MDB? Why has it got into such a bad state of insolvency? Why are 

such high debts incurred? What are the problems faced? What would be the best solutions?  

2. THE CASE BACKGROUND 

 

Government-Linked Investment Companies and 1MDB Formation 

Malaysian government has been involved in investments in private companies through Federal 

government-linked investment companies (GLICs), its investment arms, since the independence over 

six decades ago. In general, companies in which GLICs have certain ownership are termed as 

Government-linked companies (GLCs) which are either listed or unquoted companies. There are 

seven GLICs including Ministry of Finance Incorporated (MoF Inc.)1. Besides pension funds and 

 
 Corresponding Author: Tel: +604-928 7221 

E-mail: ahmadasri@uum.edu.my 
1 The remaining six are Permodalan Nasional Berhad (PNB), Khazanah Nasional Berhad (Khazanah), 

Employees Provident Fund (EPF), Lembaga Tabung Angkatan Tentera (LTAT), Lembaga Tabung Haji (LTH), 

and Kumpulan Wang Persaraan Diperbadankan (KWAP). 
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special investment vehicle, Khazanah is the only GLIC that can be considered as sovereign wealth 

fund (SWF). But, when Datuk Seri Najib Razak took over the premiership in 2009 a new SWF was 

bound to change this fact. 

 

To establish a private vehicle by which the excess wealth of a nation is invested in global market has 

become a trend especially in the last years of previous decades. Following this trend, the Federal 

Government under Datuk Seri Najib Razak, the then Prime Minister, took over Terengganu 

Investment Authority Berhad (TIA)2 on 31 July 2009 and changed it to 1Malaysia Development 

Berhad (1MDB) on 25 September 2009. 1MDB was fully owned by MoF Inc. with an authorized 

capital of RM1 billion and paid up capital of RM1,000,002.  1MDB aims to steer strategic initiatives 

for long-term economic development for the country by forging global partnerships and promoting 

foreign direct investment.  

 

1MDB Governance Structure 

Unlike the other GLICs, the governance structure of 1MDB was a bit unique in that it has an 

additional board known as The Advisory Board (see Exhibit 1) in addition to a board of directors (see 

Exhibit 2). Exhibit 3 portrays the management team of 1MDB as at October 2015 and Exhibit 4 

shows the position of the 1MDB’s Directors from 2009 to 2014, and to guide our understanding of the 

different individuals involved, Exhibit 5 provides descriptions of some key figures involved in the 

dealings with 1MDB. The Advisory Board was chaired by Datuk Seri Najib Razak himself, who was 

at the time, the 6th Prime Minister of Malaysia and the Minister of Finance (April 2009 to May 2018).  

The Advisory Board is responsible for providing guidance and advice as well as business investment. 

A number of decisions that require a written permission from the Prime Minister were outlined (refer 

Article 117 of the M&A) which include the following:  

a. Any changes to the company’s M&A, whether in whole or in part;  

b. Any appointment and removal of any director (including the Managing Director and Alternate 

Director) and Top Management of the company; and  

c. Any financial commitment (including investments), restructuring or matters relating to guarantees 

issued by the Federal Government of Malaysia for the company's interests, national interests, 

national security or any policy of the Federal Government of Malaysia. For this purpose, the 

determination of the meaning of 'national interest', 'national security' and 'policy of the Federal 

Government of Malaysia' shall be finalised by the Federal Government of Malaysia. 

As a registered company, 1MDB has to file its annual audited financial accounts to Companies 

Commission of Malaysia (CCM). In addition, as a wholly-owned subsidiary of MoF Inc. which in 

turn is owned and governed by the federal government’s Ministry of Finance, 1MDB is subjected to 

the oversight of the Public Accounts Committee (PAC) whenever it is required to. 

 
 
2 TIA was established by Menteri Besar Incorporated (MBI Terengganu) on 27 February 2009 as a state-level 

sovereign wealth fund aimed at ensuring the economic development of the state of Terengganu. Its fund was 

derived from outstanding oil royalty income of RM6 billion and debt up to RM5 billion issued from local and 

overseas financial markets through the Islamic Medium Term Notes (IMTNs) the first of which was signed on 

15 May 2009 between TIA and AmInvestment Bank Berhad. However, the agreement was opposed by MBI 

Terengganu. Despite the opposition from the Terengganu state government, a deal arranged by AmInvestment 

Bank Bhd was signed on 27 May 2009, to raise the RM5 billion. This exercise was advised by TIA's special 

advisor, Mr Low Taek Jho aka Jho Low. On 29 May 2009, TIA received RM4.385 billion in net proceeds from 

IMTN from the full value of RM5 billion. 

https://en.wikipedia.org/wiki/Foreign_direct_investment
https://en.wikipedia.org/wiki/Board_of_directors
https://en.wikipedia.org/wiki/Sovereign_wealth_fund
https://en.wikipedia.org/wiki/Terengganu
https://en.wikipedia.org/wiki/AmBank
https://en.wikipedia.org/wiki/AmBank
https://en.wikipedia.org/wiki/Jho_Low
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The Joint Venture (JV) with Petrosaudi 

It all started when Mr. Tarek Obaid, the CEO of PetroSaudi International Ltd. sent a letter dated 28 

August 2009 to the then Prime Minister of Malaysia, Datuk Seri Najib Razak (see Exhibit 6). The 

letter was then forwarded to the management of 1MDB for further action.  

Subsequently, on 18 September 2009, Mr. Shahrol Azral met both, Mr. Tarek Obaid and Mr. Patrick 

Mahony, arranged by Mr. Jho Low3. Mr. Jho Low had informed the parties that the joint venture 

agreement must be signed by 28 September 2009. On the same date the joint venture company 

between PetroSaudi Holdings (Cayman) Ltd (owned by PetroSaudi) and 1MDB was incorporated in 

the British Virgin Island (BVI). The joint venture company was called 1MDB PetroSaudi Ltd. (BVI) 

(see Exhibit 7). 

Pre-JV Meetings  

The First Board of Directors Meeting on 18 September 2009  

The JV proposal was presented for the first time to the Board of Directors by Mr. Tang Keng Chee, 

1MDB Executive Director of Business Development, for their consideration (see Exhibit 8 for 1MDB 

early structure). The presentation was prepared by the Investment Division officers, reviewed by Mr. 

Casey Tang himself and supported and approved by the 1MDB Chief Executive Officer, Mr. Shahrol 

Azral.  The Board was informed that the JV project proposal was between the Government of 

Malaysia and the Kingdom of Saudi Arabia. Three main objectives of the joint venture project were to 

invest in Malaysia and abroad; to support long-term economic development in Malaysia; and to 

improve relations and cooperation between Malaysia and Saudi Arabia. It was imparted that 

PetroSaudi International Ltd. was wholly-owned by King Abdullah and the Saudi Government and 

that the company has been around since 20004.  

Mr. Casey Tang insisted that the joint venture agreement be signed on the designated date, namely 28 

September 2009 although at this juncture there was no specific project that required immediate 

investment. Rather, the 1MDB Board of Directors was informed that this was an arrangement 

between the Government of Malaysia and Saudi Arabia (G2G).  

The 1MDB Board of Directors meeting ended with the following: 

1. Decided that three directors be appointed, with two of them having a professional qualification, as 

1MDB representatives in the joint venture (1MDB PetroSaudi Ltd. (BVI)).  

 

2. Directed the management to ensure that PetroSaudi contributes in the joint venture by 50% in 

cash or at least USD1billion and the other 50% in the form of assets to the 1MDB PetroSaudi Ltd. 

(BVI).   However, the instruction by the Board of Directors was not carried out by the 1MDB 

management. Instead, the 1MDB management implemented the recommendations by Mr. Tarek 

Obaid in his letter dated 28 August 2009. 

3. Instructed one of the members of the Board of Directors to find more information on and the 

profile of PetroSaudi since the Board of Directors was not furnished with detailed information 

about PetroSaudi. However, the profile had not been submitted to the Board even though the 

Board was informed by the management that the information has been obtained. However, based 

 
3 The Edge Singapore, 28 May 2018 
4 NAD cannot confirm the actual status of the company registration, whether it was owned by King Abdullah or 

the Saudi Government. PetroSaudi International Ltd.’s website stated that the company was only established in 

2005, privately owned and its ownership had nothing to do with the Government of Saudi Arabia. Mr. Tarek 

Obaid was the sole director based on the document, Written Resolution of the Sole Director of the Company. 
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on NAD’s interview with 1MDB Board of Directors, the profile was never presented to the Board 

of Directors until the joint venture agreement was signed on 28 September 2009.  

4. Requested the management to negotiate further with PetroSaudi and solve some important details 

before finalising the agreement as follows:  

 

a. Negotiate with PetroSaudi to resolve the issues raised by the 1MDB Board of Directors, to get 

better terms of negotiation. These matters should be reported back to the Board of Directors. 

b. Appoint Mr. Mohd Bakke Salleh and Mr. Shahrol Azral as corporate representatives in every 

meeting of the joint venture company after 1MDB was registered as a shareholder of the joint 

venture company5.  

c. The common seal should be stamped on each document related to the joint venture with 

PetroSaudi International Ltd.  

Loan to the Joint Venture 

The Edge Singapore further reported that on 20 September 2009, Mr. Shahrol Azral enquired Mr. 

Patrick Mahony about the assets that PetroSaudi will be injecting into the joint venture but was 

informed the next day (21 September 2009) that the list was not ready.  

On 22 September, Mr. Shahrol Azral received a draft JVA sent by Mr. Jho Low’s representative and 
he immediately forwarded it to Mr. Patrick Mahony, copied to Mr. Casey Tang, Mr. Tarek Obaid and 

1MDB’s Director of Investment.  

On 25 September 2009, it was reported by the Edge Singapore that PetroSaudi had signed an 

agreement to ‘lend’ USD700 million to the joint venture company. Hence, effectively the joint 
venture company had incurred a debt of USD700 million payable to PetroSaudi. However, it is rather 

dubious what the USD700 million loan for when the JVA has not yet been signed.  

The Second Meeting of 1MDB Board of Directors on 26 September 2009  

Two days before the joint venture project was to be signed, on 26 September 2009, a Special Meeting 

of 1MDB Board of Directors was held. During this meeting, the Board of Directors was still 

discussing whether to proceed with the investment in the joint venture.  

Finally, the 1MDB Board of Directors has approved 1MDB participation in the joint venture project 

with PetroSaudi with the subscription of one (1) billion ordinary shares in 1MDB PetroSaudi Ltd. 

(BVI) subject to the following conditions:  

a. Appoint an independent professional valuer to assess the assets of the joint venture company;  

b. Appoint three members representing 1MDB in the Board of Directors of the joint venture company, 

including those with experience in relevant sectors; and  

c. As wind up option, one party offered the shares to other shareholders at the fair market value or at 

the value agreed by both the Governments that have interest in the agreement.  

Edward L. Morse, a valuer, on 20 September 2009, wrote a letter to inform the 1MDB management 

that he will be appointed by 1MDB and 1MDB PetroSaudi Ltd. (BVI) to perform an independent 

valuation on the hydrocarbon assets of PetroSaudi and its subsidiaries. However, until the meeting on 

26 September 2009, 1MDB Board of Directors was not informed about this.  

 
5 Further check by NAD found that the appointment of Mr. Mohd Bakke was replaced by Mr. Casey Tang. 
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It was found that the joint venture agreement stated that 1MDB was entitled to appoint two directors 

in the composition of the Board of Directors of the joint venture company. This showed that the 

condition set by the 1MDB Board of Directors to appoint three members representing 1MDB in the 

Board of Directors of the joint venture company was not observed.  

1MDB Board of Directors was also seen to approve the use of common seal on all joint venture 

documents with PetroSaudi. This showed that the Board of Directors approved the participation in the 

joint venture project with PetroSaudi and not with other companies. 

The Joint Venture - 1MDB PetroSaudi Limited (BVI) 

The joint venture agreement (JVA) has been signed between 1MDB, PetroSaudi Holdings (Cayman) 

Ltd. and 1MDB PetroSaudi Ltd. on 28 September 2009, in Kuala Lumpur. PetroSaudi Holdings 

(Cayman) Ltd. and 1MDB PetroSaudi Ltd. (BVI)6 were represented by Mr. Tarek Obaid, while 

1MDB was represented by Mr. Shahrol Azral. The event was witnessed by the Prime Minister and 

Prince Turki. The objectives of the joint venture company as stated in the joint venture agreement are:  

a. To seek, explore, enter into and participate in business and economic opportunities within and 

outside of Malaysia; and  

b. To enhance, strengthen and promote the future prosperity and economic development of Malaysia, 

to the extent that achievement of the above-mentioned objectives would maximise the profits of 

the Company."  

In the JVA there was a clause which stated that 1MDB PetroSaudi Ltd. (BVI) had received an 

advance loan totalling USD700 million on 25 September 2009 from its parent company, namely 

PetroSaudi Holdings (Cayman) Ltd. The advance loan needs to be fully repaid by 30 September 2009. 

The existence of advance loan of USD700 million for the period of five days has raised questions7.  

Although the draft of the joint venture agreement has been discussed during the meeting on 18 

September 2009, but the draft JVA has failed to be submitted by 1MDB to NAD. NAD’s examination 

on the documents submitted by Mr. Shahrol Azral to NAD on 5 June 2015 found that Mr.. Brian Chia 

(Messrs. Wong & Partners - solicitors and advocates) via e-mail dated 30 September 2009 had 

questioned regarding the letter requesting repayment of the USD700 million advance loan using the 

letterhead of PetroSaudi, while the one giving the advance loan was PetroSaudi Holdings (Cayman) 

Ltd. The e-mail was dated 30 September 2009, while the transfer of money for the repayment was 

also done on the same date. 

The agreement dated 28 September 2009 also stipulated that the one billion shares subscription by 

1MDB in the joint venture company totalling USD 1 billion must be paid in full before or on 30 

September 2009. This shows that 1MDB was given a very short period (two days) to make payments 

of USD1 billion to 1MDB PetroSaudi Ltd (BVI). However, the 1MDB Board of Directors at its 

meeting on 26 September 2009 has approved the transfer of USD1 billion to the bank account of the 

joint venture company for the share subscription purpose in 1MDB PetroSaudi Ltd (BVI).  

 
6 NAD report shows that the joint venture company, 1MDB PetroSaudi Limited (BVI) was registered on 18 

September 2009 in the British Virgin Island by PetroSaudi Holdings (Cayman) Limited. The search report of 

Cayman Island Registry of Companies found that PetroSaudi Holdings (Cayman) Limited was also formed on 

18 September 2009.  
7 Investigation by NAD found no minute or document to show that the 1MDB Board of Directors was informed 

about the USD700 million advance loan before the joint venture agreement was signed. In NAD’s interview 
with the 1MDB Board of Directors (former and current) in June 2015, it was found that the advance loan was 

never presented or discussed by the management of 1MDB before the joint venture project was finalised. A 

copy of the agreement for the USD700 million loan between 1MDB PetroSaudi Limited (BVI) and PetroSaudi 

Holdings (Cayman) Limited, which was signed by Mr. Tarek Obaid, who represented both companies, has been 

submitted by the management of 1MDB but NAD could not confirm it with the original document. 
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On 30 September 2009, Bank Negara Malaysia (BNM) had given approval for a transfer of funds to 

the joint venture’s account in J.P.Morgan SA and RBS Coutts Bank Ltd. (Geneva). Hence, on the 

same date, an amount of USD300 million was transferred to account 7619400 at J.P.Morgan (Suisse) 

SA; 1MDB PetroSaudi Ltd (BVI)’s bank. However, the remaining USD700 million was transferred to 
account 11116073 at RBS Coutts Bank Ltd., owned by another company which was not involved in 

the joint venture project. Based on the documents presented by Mr. Shahrol Azral on 5 June 2015 and 

his statement during the Public Accounts Committee (PAC) meeting on 25 November 2015, the 

account was owned by Good Star Limited, which was a subsidiary of the PetroSaudi Group since 1 

September 2009. NAD also found that there was no approval given by 1MDB Board of Directors to 

transfer the money into two separate accounts. 

 

Post JV Event and Meetings  

Assessment Report by Edward L. Morse dated 29 September 2009 

Through its letter dated 20 September 2009, valuer Edward L. Morse informed that the company was 

appointed by 1MDB and 1MDB PetroSaudi Ltd (BVI) to carry out an independent valuation of 

hydrocarbon assets of PetroSaudi and its subsidiaries. The letter of appointment was signed by Mr. 

Shahrol Azral on 29 September 2009, the same day the valuation report was submitted by Edward L. 

Morse, which is the day after the joint venture agreement was signed on 28 September 2009. Taking 

into account the complexity of the assets that needed to be assessed, Edward L. Morse managed to 

produce the valuation report within eight days.  

Assessment by Edward L. Morse Energy Advisory Services was carried out on assets (oil exploration 

and production rights) of PetroSaudi, whereas the joint venture agreement had clearly stated that the 

company that owned all the rights and interest on the assets agreed for the joint venture project was 

PetroSaudi International Cayman, which was a different company than PetroSaudi. The joint venture 

agreement also stated that on the date of the agreement, PetroSaudi Holdings (Cayman) Ltd. has 

transferred all published shares of PetroSaudi International Cayman (which has all the rights and 

interest in the assets with the estimated value of USD2.7 billion) to 1MDB PetroSaudi Ltd (BVI).  

The report also stated many constraints, including PetroSaudi was unable to provide a cash flow 

model that can be used for comparison with assets in Turkmenistan, for not having the ability to 

assess the evolving royalty and fiscal regimes and check on the comparative value procedure. This 

shows that PetroSaudi did not have the expertise to deal with complex assets. While paragraph 4 of 

the valuation report also stated that the assets in Argentina was a contingent assets which were not 

tradable and non-reserves. However, it has been evaluated based on the high and low estimation that 

indicate high risk on the assets in Argentina. This shows that 1MDB has failed to evaluate 

assumptions used by the valuer regarding production, petroleum prices, discount rates and capital and 

operating expenses. The valuation report only evaluated the rights to the assets and not the value of 

the company that owned the assets. Therefore, the net worth of the company was not stated as well. 

All these constraints pose a risk to the accuracy of the valuation report. 

On 3 October 2009, 1MDB Board of Directors expressed concerns about the reliability of the 

valuation report as it has been prepared within a short period. The Board was informed before, that 

valuation report will take several months and can only be ready by March 2010. A clause in the joint 

venture agreement, which stipulated that 1MDB should appoint an independent valuer to evaluate 

assets of PetroSaudi Holdings (Cayman) Ltd. and must submit the report on or before 30 September 

2009 was an unreasonable stipulation. 1MDB Board of Directors has requested the management to get 

the valuation report and arrange for clarification by Edward L. Morse at the next meeting. This 

indicated that the investment decision was made before the assets valuation report was presented to 

the Board of Directors to be studied or explained on the assets owned by the collaborator.  
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1MDB Board of Directors Meeting on 3 October 2009  

1MDB Board of Directors expressed their disappointment when their orders were ignored, and the 

funds were distributed to other parties without their knowledge. Observations made by the Board of 

Directors were as follows: 

a. The Board of Directors was not informed about the change of plan to transfer an amount of 

USD700 million from 1MDB into an account which was not owned by the joint venture company. 

b. The Board was also not informed about the change of bank account of the joint venture company 

from BSI-SA (Geneva) to J.P.Morgan (Suisse) Geneva. This raised questions because 

investigations by NAD found that the approval to change the bank account was made by a 

resolution dated 30 September 2009 (the same date when the fund transfer was done), but 

interviews by NAD with some of the former Board of Directors found that they were not aware of 

the existence of this resolution, even though their signatures were on it. 

c. The Board of Directors was also unclear about the status ownership of the assets held by the joint-

venture company and quality of the assets transferred to the joint venture company including the 

inherent/potential risk associated with the assets. 

d. The Board of Directors also stated that investments of this scale required thorough and detailed 

consideration, and need to go through the due diligence process. 

e. The Board of Directors was of the opinion that all actions were done in a very short period and had 

compromised with the main control and check and balance which were important to protect the 

interests of 1MDB. The Board of Directors was also surprised by the speed taken by Edward L. 

Morse in preparing the valuation report.  

f. The Board of Directors had given strict instructions to Chief Executive Officer and management of 

1MDB, not to deviate from the instructions given and adhere to the agreed procedure.  

g. The Board of Directors was of the opinion that the management had ignored the main thrust of the 

company which was to focus on attracting foreign investments into Malaysia.  

Accordingly, the 1MDB Board of Directors instructed the management to take corrective measures as 

follows:  

a. Determine whether the USD700 million from PetroSaudi Holdings (Cayman) Ltd. can be refunded 

so that it can be disbursed in accordance with the original plan; 

b. Obtain written confirmation from JP Morgan on the approval of the use of funds held in the joint 

account;  

c. Obtain written confirmation that the assets injected by PetroSaudi Holdings (Cayman) Ltd. were 

owned by the joint venture company and get a copy of the valuation report by Edward L. Morse 

and legal opinion for deliberation of the Board of Directors;  

d. Arrange a meeting with representative of the valuer Edward L. Morse and legal adviser to brief the 

Board of Directors in the next meeting;  

e. Get a written confirmation on the quality of assets (including the quality and shelf life of the oil 

wells, the political risk and other potential risks related to the assets placed under the joint venture 

company); and  

f. The Board of Directors was still not satisfied and directed the management to appoint independent 

valuers to revalue the assets in the joint venture company.  

Based on the evidence of documents and interviews with former 1MDB Board of Directors, NAD 

found that instructions from the Board of Directors were not complied by the 1MDB management. 

The approval given by the Board of Directors was for the cooperation with PetroSaudi and not with its 

subsidiary, namely PetroSaudi Holdings (Cayman) Ltd.  
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It was noted that 1MDB management has repeatedly ignored the specific instructions given by the 

Board of Directors. Among them are as follows: 

a. Signing the joint venture agreement on 28th September 2009 before taking action on matters 

required by the Board of Directors. This had caused the CEO and management of 1MDB to be 

reprimanded and given stern warning at the meeting of 1MDB Board of Directors dated 3 October 

2009.  

b. Did not carry out the second valuation on the joint venture company's assets as directed by the 

Board of Directors on 3 October 2009.  

Although the 1MDB Chief Executive Officer was found not complying to the directives, guidelines 

and corporate governance, the 1MDB Board of Directors still did not take any action against him.  

 

1MDB Board of Directors Meeting on 10 October 2009  

It was during this meeting that the 1MDB Board of Directors raised the need for the valuation of 

assets where the management was asked to get 10 names of reputable valuers to be shortlisted and get 

the approval of the Chairman of the Advisory Board. Therefore, the management can discuss with 

PetroSaudi Holdings (Cayman) Ltd. on the appointment of second valuer. 

In addition, the 1MDB Board of Directors has directed the 1MDB Chief Executive Officer to provide 

a comprehensive summary paper to the Chairman of the Advisory Board which contains a chronology 

of events related to the joint venture agreement, funding status and dissatisfaction of 1MDB Board of 

Directors on the valuation report of assets of PetroSaudi Holdings (Cayman) Ltd. However, during the 

1MDB Board of Directors Meeting on 7 November 2009, Mr. Shahrol Azral informed that the second 

valuation should not be made on the assets of the joint venture company as the Chairman of the 

Advisory Board did not agree with this proposal, but directed the 1MDB Board of Directors to 

appoint a consulting company to assess ownership of the joint venture company. However, 

investigations by NAD found no document to prove that the appointment of the consultant had been 

made.  

NAD checks found that the joint venture agreement has a clause stipulating that all financial reports, 

accounts and operations must be submitted to the shareholders on quarterly basis. However, the 

document could not be submitted by 1MDB to be checked by NAD. During the period of the joint 

venture project, the 1MDB Board of Directors was not informed in where the fund has been invested 

by the joint venture company although Mr. Shahrol Azral and Mr. Casey Tang were appointed as the 

representatives of 1MDB in the joint venture company. NAD was not given any documents as well, to 

prove the investment that has been made by the joint venture company.  

Nevertheless, although the 1MDB Board of Directors was not satisfied with some actions taken by the 

1MDB management, NAD found no evidence to show that this matter has been referred in writing to 

the Chairman of 1MDB Advisory Board. According to the Chairman of 1MDB Board of Directors 

during the PAC meeting on 19th January 2016, 1MDB Board of Directors was not satisfied with the 

way the management handled the matters related to the joint venture project in general. However they 

agreed to hear further clarification and confirmation from 1MDB management.  

NAD analysis has concluded that the decision to make equity investment in the joint venture 

company, namely 1MDB PetroSaudi Limited (BVI) was an act taken without strategic planning as it 

was executed within eight days, without detailed valuation, and before solving first the issues raised 

by the Board of Directors. The joint venture agreement also contained clauses which did not 

safeguard the interests of the company. 

The summary of the important events related to 1MDB and its first JV with 1MDB- PetroSaudi 

Limited (BVI) is portrayed in Exhibit 9. 
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BUSINESS WITH IPIC  

Besides the joint-venture project with company related to the Kingdom of Saudi Arabia, 1MDB also 

had certain relationship with United Arab Emirates. In 2012 1MDB involved with the International 

Petroleum Investment Corp PJSC (IPIC), a sovereign wealth fund related to the Government of Abu 

Dhabi, and its subsidiary Aabar Investments PJS. 

In April and October 2012 through the 1MDB Board of Directors resolution, 1MDB Group has raised 

debts worth USD3.50 billion by issuing two USD notes with a nominal value of USD1.75 billion 

each. Both debts were guaranteed by 1MDB and IPIC.  However, some strange transactions had taken 

place after the debt issuance.  A total of MYR4.24 billion (USD1.367 billion) was paid to Aabar 

Investments PJS Ltd. (Aabar Ltd.). First, the name of the company was deceivingly similar to the 

IPIC subsidiary (Aabar Investments PJS). Second, the reason given for the payments made was 

enhancing the credit given by IPIC as the bondholder itself. Moreover, both payments made on 22 

May 2012 (USD576.94 million) and 19 October 2012 (USD790.35 million) were without the 

approval of the 1MDB Board of Directors. In addition, these transactions and several others were not 

disclose as after-the-balance-sheet events in the financial statements for the year ended 31 March 

2012.  

The second project with IPIC was through its subsidiary, Aabar Investments PJS, in a USD6 billion 

worth of project. The 50:50 joint venture intended to invest in real estate, energy and other strategic 

sectors. In the same year, 1MDB raised USD3 billion through two separate issuance of bonds, which 

were underwritten by Goldman Sachs. The bond issuance was to finance its working capital. 

Interestingly, 1MDB set up another company in British Virgin Islands, called 1MDB Global 

Investments Ltd. (1MDB GIL) for the purpose of issuing the USD3 billion Notes. The Government of 

Malaysia through MOF (Inc.) would need to provide letter of support (LOS) in order to give greater 

credence to the initiative. A special purpose vehicle (SPV) company, 1MDB BVICO, was formed. 

Subsequently, on 14 Mar 2013, the Minister of Finance signed the LOS. The implications were should 

1MDB GIL face financial trouble, the Government of Malaysia would be responsible for providing 

the financial assistance. 

Despite a number of projects and payments made to involving both companies, 1MDB has not yet put 

forward any confirmation regarding which of the two companies - Aabar Ltd. or Aabar Investments 

PJS (Abu Dhabi) - is the subsidiary of IPIC. 

 

Investment in Segregated Portfolio Company (SPC) 

1MDB had over the years invested in segregated portfolio company (SPC) through its subsidiary, 

Brazen Sky. In September 2012 Brazen Sky entered into an investment management agreement with 

two third-party companies one of which was to take charge of the investment. The investment worth 

USD2.318 billion involving various portfolio in SPC of the Cayman Islands. Information related to 

this investment was scarce and the management hardly report the activities and performance to the 

Board. Based on the AG’s Report, it is identified that the company whom was in charge of the 
investment was only registered a month ago before the agreement date and did not even have fund 

management license. It is very doubtful how it could manage the large funds. 

Since 2013 in almost every board meeting the management of 1MDB had been asked to redeem the 

portfolio and bring back the proceeds to Malaysia. The management did not take heed and the issue 

had been dragged for over a year. When it was finally done, albeit partially, the proceeds from the 

release of portfolio was transferred to 1MDB GIL, its subsidiary. As of December 2014, the total 

redeemed investment was USD1.39 billion and the balance as promised by the management were to 

be recovered by the end of the year. The promise was not fulfilled and the proceeds from the initial 

redemption was used to pay Aabar Ltd as a termination option in the investment agreement. 
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Energy Business – SRC International Sdn Bhd 

1MDB has also embarked in an energy business through its subsidiary, SRC International Sdn Bhd 

(SRC), which was incorporated on 7 January 2011. The intended plan was to supply coal for long-

term needs of Malaysia. Besides coal, SRC’s principal activities also involved in project related to 

conventional and renewable energy resources, natural resources, and minerals. Its board of directors 

comprised familiar figures in Mr. Che Abdullah @Rashidi Che Omar, Mr. Suboh Md Yassin, Mr. 

Ismee Ismail, Mr. Nik Faisal Ariff Kamil, Mr. Vincent Koh Beng Huat, and Mr. Shahrol Azral 

Ibrahim Hilmi whom almost all the directors of 1MDB. It was also headed by Mr. Nik Faisal Ariff 

Kamil as the CEO.  

For a start, the Malaysian Government provided development grants of MYR15 million. In August of 

the same year, the company made a 10-year loan amounting to MYR4 billion from KWAP, a 

Malaysia’s public pension fund which is also one of the seven GLICs, and by extension the loan was 

guaranteed by the Government.  

Soon in November 2011, SRC embarked on its business project. It formed a 50:50 joint venture with 

Aabar Investments PJS and named it as Aabar-SRC Strategic Resources Limited (ASRC) through its 

subsidiary, SRC International (Malaysia) Limited (SRCI). The JV’s first business project was a 
venture with Gobi Coal & Energy Limited (GCE) in the coal industry in Mongolia. The investment 

value was stated USD45.5 million. However, some questions arose as the investment was undertaken 

without any evidence of feasibility studies as to the status of the project. Besides the investment in 

Mongolia, SRC also invested in PT ABM Investama TBK for USD120 million (RM366.68 million) 

through published share prices listed on the Indonesian Stock Exchange. 

After just over a year of its inception, SRC whose shares were owned by 1MDB reported to the board 

meeting an estimated profit on its investment amounting to USD4 million. Albeit this financial 

results, on 15 February 2012 1MDB transferred its equity in SRC to MOF (Inc.) by means of share 

transfer through dividend-in-specie interim payments. In turned out that the takeover by MOF (Inc.) 

was to qualify SRC for the MYR4 billion loan from KWAP of which the first tranche was disbursed 

in August 2011. 

However, there was not much information available to the public with regards to SRC activities. Its 

financial statements as of 31 March 2012 reported that SRC Group’s total liabilities have exceeded 
the total assets by MYR77.5 million. As if this was not shocking enough, The Wall Street Journal in 

2015 reported that MYR42 million had been transferred to Datuk Seri Najib’s personal account from 

SRC in three deposits between December 2014 and February 2015. These transactions were done 

through SRC’s subsidiary, Gandingan Mentari, which in turn transferred the MYR50 million deposit 
to a company named Ihsan Perdana. The latter was a private company established to undertake 

corporate social responsibility programs for 1MDB. 

3. CLOSING REMARKS 

The NAD report was full of details but with the sheer amount of information and parties involved 

made it hard to comprehend. You are approached by Rushdan to help him analysed and explain what 

went wrong and how it took place. He also wants your comments8 from the corporate governance 

perspective. 

 

BIBLIOGRAPHY 

Brown, M. E., & Treviño, L. K. (2006). Ethical leadership: A review and future directions. The 

Leadership Quarterly, 595-616. 

 
8 The case on 1MDB is currently on trial since 28 August 2019 at the High Court. The facts for the teaching case 

were not based on the proceedings that have taken place since this date.  



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

100 

 

Gomez, E. T. (2018). Minister of Finance Incorporated: Ownership and Control of Corporate 

Malaysia. Kuala Lumpur: Palgrave Macmillan. 

Kosnik, R. D. (1987). Greenmail: A Study of Board Performance in Corporate Governance. 

Administrative Science Quarterly, 32(2), 163-185. 

Malaysian Code on Corporate Governance (2017). Securities Commission Malaysia. 

(2016). Laporan Jawatankuasa Kira-Kira Wang Negara Parlimen Ketiga Belas Kawalan Pengurusan 

Tadbir Urus 1Malaysia Development Berhad (1MDB) Kementerian Kewangan. Kuala Lumpur. 

Retrieved October 21, 2018, from https://www.parlimen.gov.my/pac/review/docs-122-146.pdf 

(2018). Ringkasan Eksekutif Laporan Pengauditan 1MDB. Kuala Lumpur: Jabatan Audit Negara. 

Tat, H. K. (2018, May 28). Reporting the 1MDB scandal: A look back. The Edge Singapore. 

 

  



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

101 

 

EXHIBIT 1 List of Advisory Board in 1MDB as at October 2015 

 

EXHIBIT 2 List of Board of Directors of 1MDB as at October 2015 
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EXHIBIT 3 List of Management Team of 1MDB as at October 2015 

 

EXHIBIT 4 Position of the 1MDB’s Directors from 2009 to 2014 
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EXHIBIT 5 Key Figures 

No 

Key Figure 

Description 
Name 

Age (As 

At 2018) 

1 Low Taek Jho aka 

Jho Low 

38 • was said to be the mastermind of the world's biggest 

financial fraud.  

• knew Mr Riza Aziz, Mrs Rosmah's son from her first 

marriage. It was through his connection with Mr Riza 

Aziz that Mr Jho Low tried to get close to Mr Najib 

Razak and Mrs Rosmah.  

• had a good connection to the Royal Houses of Saudi 

Arabia and Abu Dhabi.  

• had no positions in 1MDB. 

• the man, who controlled the money, that flowed out of 

1MDB to various bank accounts all over the world.  

• controlled Good Star Sdn Bhd. 

2 Mr Shahrol Azral 

Ibrahim Halmi 

 • CEO of 1MDB (23 March 2009 to March 2013) - It 

was during his tenure as 1MDB CEO that major deals 

were executed. A number of decisions were made 

without the consent from and knowledge of the Board. 

• Board members of 1MDB. 

• assigned to the Prime Minister’s Department (from 9 
March 2015 onwards)  

• formerly an executive at Accenture.  

• He was identified as 1MDB Officer 2 by the United 

States Department of Justice (US DoJ).  

• President and Chief Executive of Malaysia Petroleum 

Resources Corporation (MPRC) (current). 

3 Mr. Tang Keng 

Chee aka Mr. 

Casey Tang 

 • Identified as 1MDB Officer 1 by the US DoJ 

• 1MDB Executive Director of Investments 

• Accused of misleading the Board of 1MDB with 

various presentations made to justify investments by 

1MDB. 

• On the wanted list of Bank Negara in 2015. 

4 Mr Tarek Obaid  • Co-founder and CEO of PetroSaudi International Ltd. 

• an experienced business leader, who has been both a 

founder and investor in a variety of businesses in the 

financial services, technology, and real estate 

industries.  

• a graduate of Georgetown University's School of 

Foreign Service. 

5 Mr Patrick 

Mahony 

 • head of Mergers and Acquisitions at PetroSaudi 

International Ltd. 

 

EXHIBIT 6 PetroSaudi letter to PM 

The letter from Mr. Tarek Obaid, the CEO of PetroSaudi included the JV proposal that: 

• 1MDB would be shareholding 40% worth or USD1 billion in a joint venture between 1MDB and 

PetroSaudi.  

• PetroSaudi agreed to give a goodwill discount valuation of its assets worth of USD1.5 billion.  

• PetroSaudi would also contribute assets in the energy sector worth USD2 billion into the joint 

venture company. 
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EXHIBIT 7 1MDB and Partners 

 

 

EXHIBIT 8 1MDB Early Management Structure 

 

EXHIBIT 9 1MDB Formation and Early Events 

 

 

 

 

 

1MDB PetroSaudi International Ltd.

• PetroSaudi Holding (Cayman) Ltd.  
(PSH Cayman)

• PetroSaudi Oil Services Ltd (PSOSL)

Shahrol Azral Ibrahim Halmi 
(CEO)

Casey Tang Keng Chee 
(Executive Director of Business 

Development)

Jasmine Loo Ai Swan (General 
Counsel & Executive Director of 

Group Strategy

Kelvin Tan (Director of 
Investments)

Robert Ho (Head of Corporate 
Communication)

TIA and Acquisition by Federal Government

established 27 Feb. 2009 by 
Terengganu state. 

taken over by MoF Inc. on 31 July 2009 

renamed as 1MDB on 25 Sept. 2009

JV with PetroSaudi Holdings (Cayman) Ltd. (Pre_Signing) 

18 Sept. 2009: 1st presented proposal 
to the Board

25 Sept. 2009 received US$700m from 
PSH Cayman (the parent) and needed 
to be repaid fully by 30 Sept. 2009

26 Sept. 2009: BOD special meeting 
gave conditional approval

1MDB-PetroSaudi (BVI) (Post-Signing)

28 Sept. 2009: Signing of JV named 
1MDB-PetroSaudi (BVI)

29 Sept 2009: appointed valuer for 
partner's asset valuation and received 
the report

30 Sept. 2009: 1MDB transferred 
US$1b i.e. US$300m to 1MDB-
PetroSaudi (BVI) and US$700m to 
GoldStar Ltd.
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__________________________________________________________________________________ 

 
Teaching Case Synopsis 

 

The wisdom of the major players in the entertainment organization to devise strategies for 

removing the oscillations from further losses is crucial. The objectives of this study are first, 

to identify existing business models in entertainment organizations, second; identify internal 

and external factors that influence the success and strengthening of third-party entertainment 

organizations; developing a new business model for entertainment organizations. The focus 

of the study was on how a major player in the entertainment organization is En. Ramelle 

Ramli brings Movie Animation Parks Studio (MAPS) out of the shackles of losses. Besides, 

factors of economic change, demographic style changes, and staff are also identified as 

external and internal factors that influence the success of the entertainment organization. The 

introduction of new business models like Pay per Ride is in addition to traditional media use 

collaboration with new media where social media use like Facebook is a medium promoting 

MAPS. The next step is to get out of the familiar cocoon for the entertainment organization 

which diversifies MAPS' main product by establishing MAPS as a family-friendly food 

destination based on the strength of the MAPS location located near the South-North 

Expressway. To build a good rapport with the journalist and travel agents, MAPS 

consistently organized event special for them. 

 

Keywords: Movie Animation Parks Studio (MAPS), Business Transformation Model, 

Transformasi Model Perniagaan, entertainment organization 
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__________________________________________________________________________________ 

 
Sinopsis Kajian Kes  

 

Kebijaksanaan pemain utama dalam organisasi hiburan merangka strategi bagi mengeluarkan 

oganisasi dari terus dihimpit kerugian adalah amat penting. Objektif kajian ini pertama, 

mengenal pasti model perniagaan yang sedia ada di organisasi hiburan, kedua; mengenal 

pasti faktor dalaman dan luaran yang mempengaruhi kejayaan dan pengukuhan organisasi 

hiburan, ketiga; membangunkan model perniagaan yang baru bagi organisasi hiburan. Fokus 

kajian adalah mengenai bagaimana seorang pemain utama dalam organisasi hiburan iaitu En. 

Ramelle Ramli membawa Movie Animation Parks Studio (MAPS) keluar dari belenggu 

kerugian. Di samping itu, faktor perubahan ekonomi, perubahan gaya demografi, kakitangan 

turut dikenal pasti sebagai faktor luaran dan dalaman yang mempengaruhi kejayaan 

organisasi hiburan. Pengenalan model perniagaan yang baru seperti Pay Per Ride di ambil 

selain dari kolaborasi penggunaan media tradisional dengan media baharu yang mana 

penggunaan media sosial seperti Facebook sebagai medium mempromosikan MAPS. 

Langkah seterusnya diambil dengan keluar dari kepompong kebiasaaan bagi organisasi 

hiburan yang mana mempelbagaikan produk utama MAPS dengan membentuk MAPS 

sebagai destinasi makanan bagi keluarga berpandukan kekuatan lokasi MAPS yang terletak 

berdekatan Lebuh Raya Utara Selatan  Tidak ketinggalan  hubungan kerjasama dan 

penghargaan terhadap media turut dilaksanakan dengan menganjurkan majlis secara tahunan 

untuk meraikan wartawan atau orang media serta agen pelancongan di seluruh Malaysia.  

 

Kata kunci: Movie Animation Parks Studio (MAPS), Transformasi Model Perniagaan, 

Organisasi Hiburan 

 

 

1. PERINTIS KEWUJUDAN MAPS 

 

En. Ramelle Ramli seorang usahawan muda yang terlibat secara aktif dalam perniagaan berasaskan 

hiburan termenung di satu petang sambil menikmati minuman petang ligat memikirkan apakah yang 

wajar di buat di negeri Perak bagi meningkatkan pendapatan penduduk dan seterusnya mencipta satu 

tarikan utama bagi pengunjung untuk memilih Negeri Perak sebagai destinasi percutian.  Pemikiran 

En. Ramelle Ramli turut membawa kepada langkah yang diambil oleh negeri-negeri di Semenanjung, 

Sabah dan Sarawak dalam menjadikan suatu identiti tarikan pelancong di negeri tersebut.  Renungan 

dan pemikiran beliau membawa kepada bagaimana negeri Kelantan mencipta identiti tarikan 

pegunjung ke negeri tersebut dengan industri Batik yang tersendiri, seni wayang kulit, dan pembuatan 

serta permainan wau bulannya.  Terengganu terkenal dengan keindahan pantai dan keropoknya, 

manakala negeri Sabah dengan keindahan dan cabaran mendaki gunung Kinabalu. Namun bagi negeri 

kesayangan tanah tumpah ibundanya iaitu Perak masih samar dan tiada lagi identiti tersendiri yang 

dapat menimbulkan ketagihan pengunjung untuk ke negeri Perak.  
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Lantas, En. Ramelle Ramli terus berfikir bahawa inilah masa dan ketika beliau harus bergerak 

kehadapan dengan satu   rancangan yang unik iaitu untuk membina Taman Tema Upin Ipin bagi 

tujuan mewujudkan satu tarikan pengunjung ke negeri Perak.  Terlintas idea ini di benak En. Ramelle 

Ramli bahawa kebanyakkan Taman tema yang sedia ada kini hanya menyajikan permainan air dan 

sedikit permainan di darat. Tambahan pula, di negeri Perak pada ketika itu telah ada Taman tema Lost 

World of Tambun yang terletak di Tambun, maka En. Ramelle merasakan bahawa Taman tema yang 

akan dirancang kelak harus berbeza dari aspek konsep dan temanya.  Ekoran dari populariti yang 

mendadak watak Upin & Ipin sehingga berjaya menjadi punca pendapatan kepada ramai orang yang 

menjual pelbagai barangan bercirikan Upin & IPin, maka En. Ramelle Ramli percaya bahawa 

penubuhan Taman tema yang bercirikan hiburan animasi mampu membawa pengunjung ke negeri 

Perak dan secara tidak langsung mampu meningkatkan ekonomi rakyat negeri Perak. Semangat untuk 

mempertaruhkan konsep animasi dalam Taman tema yang ingin ditubuhkan olehnya berkobar 

memandangkan hiburan animasi kini bukan sahaja diminati dan digilai oleh kanak-kanak sahaja 

malah orang dewasa.  Kebetulan pengalaman yang dimiliki selama bertahun dalam perniagaan 

berasaskan hiburan turut membantu beliau merealisasikan impian tersebut. Namun disangkakan panas 

sampai ke petang, membuatkan En. Ramelle yakin dan terus mengusulkan cadangan tersebut kepada 

kerajaan negeri Perak pada ketika itu. Meskipun rancangan tersebut mendapat sokongan kerajaan 

negeri Perak pada ketika itu sehingga mendorong Menteri Besar pada ketika itu iaitu YAB Datuk Dr. 

Zambry Abd Kadir mengadakan sidang akhbar bagi menghebahkan rancangan tersebut. Namun 

disebabkan beberapa faktor yang tidak dapat dielakkan rancangan tersebut terpaksa dibatalkan.  

 

Meski pun begitu, En. Ramelle Ramli tidak berputus asa. Bersesuaian dengan prinsip hidupnya ‘tidak 

mudah mengalah’, rancangan diubah dengan mencadangkan penubuhan Taman tema bercirikan 

animasi juga namun konsep yang berbeza sedikit dari rancangan asal Upin & Ipin. En. Ramelle Ramli 

merasakan perlunya mengabungkan watak animasi tempatan dan antarabangsa dalam membentuk 

kelainan bagi taman tema yang di rancang,  Maka, lahirlah idea penubuhan Movie Animation Park 

Studios (MAPS) pula di tapak yang disyorkan oleh kerajaan negeri Perak yang terdahulu. Tanpa 

berlengah lagi, En. Ramelle Ramli memperkukuhkan kertas kerja penubuhan MAPS agar kesilapan 

dan kegagalan lalu tidak datang lagi. En. Ramelle Ramli mempertaruhkan watak Boboi Boy sebagai 

watak utama dan gabungan dengan watak animasi dari luar negara namun popular di rantau Asia iaitu 

watak Smurf, Donald Duck, Mickey & Minnie yang di bawah hak cipta syarikat Dreams Work.   

Semangat untuk memberi sesuatu kepada rakyat negeri Perak ini diwarisi oleh beliau yang daripada 

ayahandanya iaitu Tan Sri Ramli Ngah Talib yang banyak menabur bakti di negeri kelahiran beliau 

semasa menjadi  Menteri Besar Perak suatu ketika dulu.  

 

En. Ramelle Ramli terus memikirkan siapakah pihak yang wajar berkerjasama dengan beliau dalam 

merealisasikan impian beliau dan negeri Perak khususnya. Dalam masa lima minit sahaja, En. 

Ramelle Ramli terus teringatkan sahabat yang sudah lama berkerjasama dan mahir dalam perniagaan 

organisasi berasaskan hiburan. En. Ramelle Ramli nekad untuk memilih rakan perniagaannya iaitu 

Sandersons Group.   

 

Dengan tidak berlengah lagi, kedua pihak membentuk kata sepakat untuk mementerai perjanjian 

kerjasama. En. Ramelle Ramli memilih Sandersons Group (SG) kerana SG merupakan sebuah 

organisasi yang terlibat secara aktif dalam perniagaan hiburan (entertainment) di Australia.  Dalam 

benak En. Ramelle Ramli amat berharap agar impiannya kali ini dapat direalisasikan dengan 

kerjasama rakan perniagaan dan pemilihan SG adalah tepat. En. Ramelle Ramli turut meletakkan 

kepercayaan akan kualiti kerja yang mampu dihasilkan oleh pihak Sanderson Group. En. Ramelle 

Ramli selaku usahawan dan Ketua Pegawai Operasi (CEO) MAPS terus mengaturkan pertemuan bagi 

perjanjian persetujuan antara syarikat beliau dan kerajaan negeri Perak. Apabila persetujuan diantara 

Perbadangan Kemajuan Negeri Perak (PKNP) melalui Perak Corporation Berhad Development 

(PCBD) sebuah anak syarikat kerajaan negeri Perak dengan beliau dan  Sandersons Group dicapai 

mengikut terma-terma yang dinyatakan dalam perjanjian, maka langkah seterusnya adalah 

menyediakan kertas kerja bagi dimajukan kepada kerajaan negeri Perak bagi mendapatkan 

persetujuan . En. Ramelle Ramli sangat gembira apabila kerajaan negeri Perak memberikan sokongan 

padu dengan menawarkan tapak seluas 52 ekar berhampiran lebuh raya Utara Selatan bagi mendirikan 
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taman tema tersebut. Kegembiraan En. Ramelle Ramli turut bertambah kali ganda apabila kerajaan 

negeri Perak turut memudahkan urusan pembinaan dengan memberi kelulusan segera permohonan 

dan permit pembinaan, bantuan kewangan, khidmat nasihat dan lain-lain.  

 

En. Ramelle Ramli tidak terlepas dari berhadapan dengan masalah semasa penyediaan kertas kerja. Ini 

adalah kerana kerajaan negeri Perak sangat mementingkan akan faedah dan kemudahan yang dapat 

diberikan kepada rakyat negeri Perak sekiranya MAPS direalisasikan. Oleh itu, kertas kerja ini pernah 

ditolak beberapa kali oleh kerajaan negeri Perak bagi tujuan penambahbaikan agar matlamat 

penubuhan tercapai. Disebabkan En. Ramelle Ramli terkenal dengan sifat kental dan tidak mudah 

menyerah kalah maka kertas kerja tersebut berjaya diterima setelah dibuat beberapa pindaan.  

 

Melalui perbincangan antara En. Ramelle dan Sandersons Group mereka bersetuju dengan 

pembahagian saham iaitu Sandersons Group yang memiliki saham sebanyak 51%. Manakala pemilik 

tapak MAPS iaitu Perbadanan Kemajuan Negeri Perak (PKNP)  melalui Perak Corp Berhad 

Development (PCBD) pula memegang saham sebanyak 49%.  PCBD merupakan salah satu subsidari 

utama Perak Corporation Berhad (PCB’s) dan telah disenaraikan di papan utama Bursa Saham 
Malaysia semenjak 2003. Pembinaan dimulakan dengan melantik pihak Sanderson Group sebagai 

kontraktor pembinaan dengan kos sebanyak RM520 juta. Disebabkan Sandersons Group turut 

memegang topi sebagai pemegang saham, maka En. Ramelle Ramli percaya bahawa pihak Sanderson 

Group akan mengutamakan tanggungjawab dan peranan mereka sebagai pemegang saham dari 

kontraktor pembinaan, maka tugasan tersebut diberikan dengan hati yang terbuka dan penuh 

kepercayaan dan pengharapan agar pembinaan  MAPS berjalan lancar. Namun sebaliknya berlaku, 

apabila pihak Sanderson Group lebih mengutamakan peranan dan kapasiti mereka sebagai kontraktor 

yang mana lebih mementingkan keuntungan dan menuntut kos pembinaan yang lebih tinggi dari yang 

disasarkan. Apa yang lebih parah, En. Ramelle Ramli telah tersilap percaturan dengan memberikan 

tanggungjawab kepada pihak Sandersons Group untuk membekalkan peralatan dan logistik. Maka, 

situasi ini turut membawa kepada peningkatan kos dari yang disasarkan dan menghimpit fikiran En. 

Ramelle untuk mencari jalan menyelesaikan permasalahan ini.  

 

 

2. RANJAU  PERJALANAN MAPS 

 

En. Ramelle Ramli sekali lagi diuji dalam tugasnya sebagai Ketua Pegawai Eksekutif MAPS. Masalah 

kewangan pula muncul apabila kelulusan permohonan pinjaman kewangan dari institusi kewangan 

seperti Bank Pembangunan dan Affin Bank  mengambil masa yang agak lama. Situasi ini menjejaskan 

tempoh pembinaan taman tema. Memandangkan pembayaran kontraktor pembinaan harus dibuat 

berperingkat.  Namun demikian,  di hati kecil En. Ramelle Ramli  tidak menganggap ianya sebagai 

masalah dan situasi ini dianggap sebagai salah satu dari  cabaran dalam merealisasikan penubuhan 

MAPS.   

 

Dugaan tidak terhenti di situ sahaja, En. Ramelle Ramli turut  berhadapan dengan kesukaran dan 

kegagalan dalam  menepati syarat dan terma yang ditetapkan dalam perjanjian pemberian Hak Intelek.  

Elemen utama dalam sebarang perjanjian pemberian harta intelek atau hak intelek adalah kepatuhan 

kepada terma dan syarat yang ditetapkan. Antara elemen tersebut adalah asset atau peralatan yang 

disediakan harus mematuhi standard pemilik harta intelek bagi menjaga imej, kualiti dan mencipta 

keseragaman dengan pemilik asal. Perjanjian pemberian hak intelek ini telah di menterai pada Januari 

2013 adalah antara Dream Works yang mempunyai hak intelek terhadap watak animasi seperti Smurf, 

Mickey, Minnie, Donald Duck dan lain-lain lagi. Perjanjian yang bernilai RM450 juta ini dimajukan 

sebagai tarikan utama sebelum pembukaan ‘soft opening’ MAPS yang berlangsung pada 26 Jun 2016. 
Perjanjian yang termenterai pada Januari 2013 tamat mengikut tempohnya  dan tidak disambung lagi. 

Perjanjian ini melibatkan pemberian IP ini adalah melalui lesen yang dikeluarkan oleh pihak Dream 

Works. Namun demikian, sehingga kini pihak MAPS masih memilliki lesen hak cipta terhadap 

Smurf.  Sepertimana niat asal En. Ramelle ingin mengabungkan watak animasi tempatan dan luar 

maka watak animasi  Boboi Boy turut di pilih. Malah Boboi Boy turut dijadikan tarikan utama di 
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MAPS ini sejajar dengan sasaran penubuhan adalah untuk memberi hiburan kepada golongan kanak-

kanak.  

 

Umpama “Elok buruk dan busuk hanyir” begitulah ranjau perjalanan dalam organisasi  perniagaan 

turut melanda MAPS yang bermaksud kesenangan dan kesusahan sentiasa ada. MAPS turut dilanda 

konflik yang agak berat apabila dikecam hebat oleh sebilangan ahli parti politik pembangkang pada 

ketika awal penubuhan  yang mengatakan bahawa operasi MAPS tidak mendatangkan keuntungan 

dan merugikan wang rakyat. En. Ramelle turut bersedih apabila dikritik hebat begini. Umpama cubit 

peha kiri peha kanan terasa begitulah perasaan dialami oleh En. Ramelle Ramli. MAPS telah menjadi 

sebahagian dari kehidupannya. Seluruh jiwa dan raganya diserahkan untuk MAPS demi memastikan 

pengukuhan dan survival MAPS. 

 

Apa yang menyebabkan dakwaan ini dibuat adalah ekoran dari sebahagian saham MAPS dipegang 

oleh anak syarikat Kerajaan Negeri Perak. Desakan demi desakan diperhebatkan agar MAPS ditutup 

demi ‘menyelamatkan’ wang rakyat menurut salah seorang ahli politik yang berpengaruh di Perak. 

Namun tindakan tegas Menteri Besar Perak (Datuk Seri Azumu) yang tidak mudah melatah dengan 

kecaman dan desakan tersebut menegaskan  tidak akan menutup operasi MAPS demi memastikan 

keadaan tidak menjadi lebih buruk. En. Ramelle Ramli turut memberikan pandangan dan buah fikiran 

beliau kepada pejabat Menteri Besar melalui satu mesyuarat yang diadakan bagi membincangkan 

tuntutan ini. En. Ramelle Ramli berpandangan bahawa keadaan pengangguran dan kerugian yang 

lebih besar terpaksa ditanggung sekiranya tindakan drastik penutupan MAPS  diambil sebagaimana 

desakan yang dibuat oleh ahli parti politik.   

 

Hakikatnya,  desakan  ini berjaya melenyapkan  persepsi positif masyarakat terhadap kecekapan  

pengurusan MAPS pada ketika itu. En. Ramelle turut tertekan dengan situasi ini memandangkan 

beliau merupakan peneraju utama MAPS. Sambil duduk bersendirian, En. Ramelle Ramli mengimbas 

kembali tentang apa yang ada atau yang telah diaplikasikan pada masa itu  yang membawa kepada 

kegagalan MAPS dalam menarik pengunjung. Beliau meneliti satu persatu model perniagaan yang 

sedang dilaksanakan. Beliau mencongak satu persatu model yang diperkenalkan pada ketika itu iaitu 

Dream Day Pass merupakan pakej bagi lawatan harian yang mana harga tiket bagi dewasa adalah 

RM195 tetapi di beri potongan sehingga sehingga harga RM95 untuk sekali masuk. Manakala bagi 

kanak-kanak adalah RM75.  Bagi memberi lebih banyak pilihan kepada pengunjung, pakej Dream 

Annual Pass turut dipekenalkan. Pakej ini merupakan tawaran berupa keahlian (membership) setahun 

yang mana harga sebanyak RM260 bagi dewasa dan RM250 bagi kanak-kanak dengan tawaran 

percuma untuk 1 ahli sekiranya dilakukan pembelian bagi 3 ahli. Bagi menarik pengunjung yang 

terdiri dari anak jati negeri Perak, pakej Dream Perak Pass turut disediakan. Bagi pakej ini harga tiket 

bagi dewasa adalah RM180 dan RM150 bagi kanak-kanak untuk setahun iaitu 12 bulan.  Kelonggaran 

tawaran ini melibatkan cukup sekadar ibu dan bapa berasal dari negeri Perak meskipun kanak-kanak 

tersebut dilahirkan di luar negeri Perak.  

Terlintas di fikiran beliau, adakah model perniagaan yang diperkenalkan semenjak pembukaan tidak 

memberi sebarang perkembangan positif. Pemikiran beliau beralih  kepada harga tiket yang 

ditawarkan semenjak pembukaan  iaitu RM95 untuk seorang pengunjung dewasa dan RM75 bagi 

pengunjung kanak-kanak. Adakah harga tiket yang menjadi puncanya? Terlalu mahal bagi rakyat 

Malaysia? Adakah tidak berbaloi mengeluarkan RM95 untuk menikmati hiburan di MAPS?  Adakah 

dengan kekuatan sebanyak enam tema zon yang berlainan konsep  yang ada di MAPS tidak cukup 

untuk menarik hati pengunjung yang perlu membayar sebanyak RM95 seorang ? Pelbagai persoalan 

berlegar di fikiran beliau. 

 

Maka, En. Ramelle Ramli mendesak pasukan pengurusan untuk membentuk satu ‘task force’ khusus 
bagi merangka dan melaksanakan pelan pemulihan MAPS. Langkah proaktif di ambil dengan 

menyenaraikan apakah kekuatan dan kelemahan MAPS terlebih dahulu.  Langkah ini penting dalam  

melaksanakan langkah pelan pemulihan bagi mengelakkan keadaan berterusan dan seterusnya 

membawa MAPS keluar dari belenggu kerugian yang lebih teruk. Lantas, sesi ice breaking dibuat 

bersama Ketua-Ketua Bahagian. Selain dari merangka strategi baru, langkah menilai semula strategi 

lama yang tidak memberikan keuntungan turut dilakukan. Ini termasuk mengkaji semula strategi 
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pemasaran yang melibatkan konvesional dan baharu, memperkukuhkan  kerjasama dengan pihak 

vendor ‘strategic alliance’ dengan pihak yang telah mencipta nama terlebih dahulu seperti Tea Live, 

KFC, Big Apple dan lain-lain pembekal makanan authentic negeri Perak. Terlintas di fikiran En. 

Ramelle Ramli untuk memberi penekanan yang serius dalam meningkatkan penjualan makanan di 

dalam MAPS. Ini adalah kerana En. Ramelle Ramli percaya bahawa setiap pengunjung amat 

memerlukan makanan sepanjang berhibur di MAPS. Justeru, bahagian ini harus diperkasakan dengan 

menambah bilangan dan jenis makanan yang dijual di gerai-gerai yang disediakan di MAPS.  

 

Untuk menjadikan impian ini satu kenyataan, En. Ramelle Ramli terus berkata di dalam hati bahawa 

sesuatu di luar kotak perlu dilakukan. MAPS perlu diperkasakan bukan sahaja dengan produk hiburan 

semata malah dia perlu mempelbagaikan produk yang ada selain hiburan iaitu makanan. En. Ramelle 

Ramli sedar MAPS mempunyai kekuatan yang tersendiri berbanding taman tema yang ada seperti 

LWOT, iaitu lokasi MAPS yang berdekatan dengan lebuhraya Utara Selatan.  Ini  membawa En. 

Ramelle ke impian untuk menjadikan MAPS sebagai destinasi pilihan penguna lebuhraya untuk 

berhenti rehat sama ada menikmati makanan atau mencuba permainan yang ditawarkan. En. Ramelle 

terus membayangkan betapa jutaan pengunjung saban tahun memilih untuk  berhenti rehat di Hentian 

Rawat & Rehat Tapah sebelum meneruskan perjalanan sama ada ke Utara atau Selatan tanahair.  Oleh 

itu, mengapa tidak kesempatan ini diambil oleh MAPS iaitu menukar selera pengguna lebuh raya dari 

memilih hentian R & R Tapah kepada MAPS sebagai destinasi berehat dan menikmati makanan.  

 

En. Ramelle Ramli sangat mengambil berat akan komen dan cadangan yang disalurkan melalui media 

sosial seperti Face book, twitter, whatsapp, blog dan lain-lain medium yang digunakan oleh orang 

ramai. Justeru, En. Ramelle Ramli menekankan perlunya pasukan pemasaran dan jualan untuk 

sentiasa peka akan komen yang dilontarkan berhubung MAPS agar satu tindakan segera dapat 

diambil. Melalui FB juga En. Ramelle Ramli turut menerima komen bahawa tiket masuk bagi MAPS 

didakwa sangat mahal dan tidak berbaloi bagi keluarga yang mempunyai anak kecil dan orang tua. 

Komen dan pandangan dari pengunjung ini terkesan di hati En. Ramelle Ramli dan merasakan 

bahawa inilah punca yang membawa kepada kerugian MAPS. Ini berdasarkan kutipan tiket MAPS 

semenjak pembukaan sehingga ke 2018 adalah sangat rendah bagi sesebuah taman tema. Berdasarkan 

pengalaman En. Ramelle Ramli dalam bidang perniagaan hiburan, perkara ini harus diambil perhatian 

serius memandangkan inilah punca utama menyebabkan pengunjung memilih taman tema lain yang 

sedia ada. Meskipun di hati En. Ramelle Ramli tetap mengatakan bahawa MAPS tidak boleh 

disamakan dengan taman tema yang lain seperti Lost World of Tambun (LWOT) yang menyajikan 

hiburan yang berbeza namun LWOT tetap dianggap sebagai pesaing kepada MAPS.  

 

En. Ramelle Ramli merasakan bahawa komen yang menekankan tentang harga tiket yang mahal perlu 

diberi perhatian. Setelah berfikir sejenak berhubung aduan dan luahan pengunjung yang mengatakan 

bahawa adalah merugikan sekiranya berkunjung di MAPS dengan ahli keluarga yang tua dan anak 

kecil yang mana rata-rata permainan di situ tidak sesuai dengan mereka tetapi masih perlu membayar 

tiket yang mahal.  

 

Hasilnya, model lama yang diaplikasikan sebelum ini dimansuhkan dan diganti dengan model baru 

iaitu ‘Pay per ride’. En. Ramelle Ramli percaya model baru ini mampu memberi impak yang besar ke 

atas peningkatan pengunjung ke MAPS. Ini sekali gus dapat memperkasakan bahagian  penjualan 

makanan di dalam MAPS.  Apa yang jelas, pengurusan organisasi yang berlandaskan media hiburan 

ini  adalah dinamik iaitu harus sentiasa bergerak mengikut perkembangan teknologi dalam semua 

aspek pengurusan. Sebagai contoh, sekiranya percaturan asal rancangan tidak memperoleh kejayaan, 

maka pengurusan perlu pantas menukar strategi baru agar kerosakan atau kerugian tidak menjadi lebih 

teruk. Apatah lagi, rakyat kini lebih memilih percutian atau pusat hiburan yang memberi kegembiraan 

berganda dan di tambah pula sekiranya dapat menjimatkan kos. Prinsip ini bukan sahaja di pegang 

kemas oleh pengunjung negara ini malah pengunjung dari luar Negara. Apatah lagi dengan perubahan 

ekonomi yang melanda Negara ini.   

 

Semasa perbincangan atau sessi ‘ice breaking’ dijalankan bagi mencari penyelesaian kepada kemelut/ 
konflik yang dihadapi oleh MAPS, En. Ramelle Ramli turut tidak melupakan akan salah satu 
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bahagian yang amat penting dalam merangka pelan pemulihan iaitu sumber manusia. Justeru itu, 

beliau turut  menilai semula dan memperkasakan sumber manusia melalui penstrukturan semula 

organisasi. Ini dilakukan dengan menyenaraikan setiap Bahagian dengan kapasiti tugasan/peranan 

yang dilakukan dan melihat sekiranya berlaku pertindihan tugas antara setiap Bahagian.  Setelah 

pengenalpastian dilakukan, mereka menyusun semula Bahagian yang tidak aktif dibubarkan dan 

pergabungan turut dilakukan bagi Bahagian yang berlaku pertindihan peranan. Bagi En. Ramelle 

Ramli tindakan ini adalah penting bagi mendapatkan penempatan kakitangan yang berkebolehan di 

tempat yang betul dan bersesuaian dengan kepakaran yang dimiliki.  Berpandukan kepada seramai 

300 orang kakitangan pada peringkat permulaan, En. Ramelle Ramli percaya mampu melancarkan 

perjalanan operasi MAPS. Justeru itu sebanyak 13 Bahagian dibentuk iaitu  Bahagian Khidmat 

Pelanggan, Pemasaran, Jualan, Teknologi Maklumat, Sumber Manusia, Housekeeping, Pentadbiran, 

Makanan dan Minuman, Keselamatan, Teknikal, Pasukan Perubatan, Kreatif, dan Bahagian 

Pertunjukan Majlis & Hiburan (Event Show & Entertainment).  

 

En. Ramelle Ramli percaya bahawa penambahbaikan perlu di buat terhadap sikap dan etika kerja 

mereka.  Sebagaimana Ketua Pegawai Eksekutif yang lain, En. Ramelle Ramli turut memegang 

kemas prinsip pengurusan  bagi memastikan pasukan pengurusannya dan pekerja bawahan selaras 

dengan matlamat organisasi. Pegangan falsafah atau Leadership Framework ini turut diterapkan 

kepada semua Ketua Bahagian di bawah kelolanya.  Antara intipati ‘Leadership Framework’  adalah  

‘BE KNOW DO’ 
 

a. BE – Perlu professional. Contohnya, setia kepada organisasi, mempamerkan perkhidmatan 

yang tidak berkepentingan peribadi, memikul tanggungjawab secara personal dan 

mempunyai karektor yang baik seperti kejujuran, komited, integriti, dan sentiasa 

bersemangat dan bertenaga;  

b. KNOW – 4 faktor dalam kepimpinan  iaitu pengikut, ketua, komunikasi dan keadaan 

disemat dengan jitu di sanubari.  Contohnya, mengetahui kekuatan dan kelemahan karektor, 

pengetahuan dan kemahiran diri sendiri; 

c. DO – melaksanakan. Contohnya, komunikasi, kordinasi, penyeliaan dan penilaian yang 

berkesan.  

 

En. Ramelle Ramli dapat merasakan bahawa ranjau perjalanannya dalam mengeluarkan MAPS dari 

belenggu kerugian berterusan  dapat dicapai melalui pegangan falsafah ini yang turut sama membantu 

pasukan pengurusan MAPS terus berusaha dan bertahan dalam menghadapi cabaran dan kekangan 

yang dialami.  

 

En. Ramelle turut menegur pasukan Bahagian Jualan untuk mengambil kira akan faktor perubahan 

ekonomi dalam merangka strategi baru pelan pemulihan. Ini adalah kerana beliau merasakan bahawa 

perubahan ekonomi turut menyumbang kepada peralihan dan perubahan dalam perkembangan 

industri hiburan. Ini adalah kerana, En. Ramelle Ramli melihat bahawa masyarakat kini lebih peka 

akan setiap sen yang dibelanjakan terutama apabila melibatkan aspek hiburan. Justeru, En. Ramelle 

Ramli menekankan akan elemen ini harus di ambil kira dalam pembuatan keputusan yang melibatkan 

penetapan harga tiket atau pakej yang cuba ditawarkan kepada  pengunjung. En. Ramelle Ramli turut 

mengingatkan agar penekanan turut diberikan kepada fokus utama pelan pemulihan iaitu untuk 

menarik lebih ramai pengunjung tempatan di samping ketidakstabilan ekonomi yang melanda negara 

ini. 

 

Apabila pasukan ‘task force’ membincangkan isu ekonomi, maka timbul idea oleh En. Ramelle Ramli 
untuk meletakkan isu ini sebagai tonggak utama yang harus diselesaikan. Maka, lahirlah idea 

pengenalan model baru iaitu Pay Per Ride. Idea ini tercetus apabila En. Ramelle Ramli melihat 

bahawa kebanyakkan pengunjung MAPS pada ketika itu datang bersama keluarga. En. Ramelle Ramli 

turut melihat bahawa  ahli keluarga yang hadir tidak semuanya dapat menikmati permainan yang 

disediakan di sebabkan faktor usia dan tahap keupayaan tubuh badan. Ini adalah kerana sekiranya 

sebuah keluarga terdiri dari datuk, nenek, anak dan cucu, maka sudah pasti hanya anak dan cucu 

sahaja dapat menikmati permainan sedangkan datuk dan nenek tidak berupaya untuk mencuba 
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permainan di 6 tema zon yang disediakan. Justeru itu, En. Ramelle Ramli merasakan perlunya 

bayaran dikenakan hanya apabila pengunjung menikmati permainan. Maka, timbullah idea pay per 

ride iaitu bayaran hanya dikenakan pada setiap permainan yang dinaiki dan bayaran tiket masuk 

dimansuhkan. 

 

En. Ramelle Ramli seorang yang sentiasa mengikuti perkembangan industri hiburan dan peka akan 

kehendak pengguna pada abad ke 20 ini. Melalui pembacaan beliau, melihat bahawa rata-rata orang 

ramai kini lebih berpendidikan , canggih dan mencabar. Perubahan demografi ini turut membawa 

kepada perubahan selera orang ramai terhadap industri hiburan. Orang ramai/pengguna lebih gemar 

merasai sendiri pengalaman dari pemilihan produk atau barangan.Justeru, En. Ramelle Ramli yakin 

untuk mempelbagaikan permainan yang ada dan memberi kelainan dari taman tema yang lain. Selesai 

sedikit kajian yang dijalankan rata-rata masyarakat/penguna/ orang ramai amat meminati sukan lasak. 

Maka Stunt Legend Arena di wujudkan. Permainan ini merupakan pertunjukan  kereta stunt atau lasak 

selain dari 10 lagi tarikan yang disediakan di MAPS bagi zon aktiviti hiburan keluarga. 

 

Jelas di fikiran En. Ramelle Ramli bahawa perkembangan teknologi  turut  mengheret sama 

perubahan kaedah menghiburkan diri bagi masyarakat. Ini dapat dilihat rata-rata masyarakat lebih 

menumpukan kepada penggunaan telefon bimbit dari melakukan interasi social dengan orang lain 

mahu pun ahli keluarga. Sebagai rakyat Malaysia, En. Ramelle Ramli turut merasa terpanggil untuk 

membantu kerajaan mewujudkan masyarakat penyayang dan harmoni. Lantas, En. Ramelle Ramli 

terfikir untuk mewujudkan medium hiburan yang dapat dinikmati oleh semua golongan masyarakat. 

Meskipun kecanggihan  teknologi membawa kebaikan namun En. Ramelle Ramli percaya ianya tidak 

mampu  menandingi ‘authentic interaction’ sesama manusia. Kesan  ini di beri perhatian yang serius 

oleh  En. Ramelle Ramli dan pihak pengurusan MAPS untuk menyediakan lebih banyak tarikan yang 

berkonsepkan pengalaman interaksi sosial. Persembahan Teater di pilih sebagai salah satu tarikan 

yang bercirikan elemen ini.  

 

Maka persembahan teater yang pertama telah diadakan iaitu  Muzikal Puteri Gunung Ledang dengan 

memberi tiket percuma kepada wartawan di sekitar Kuala Lumpur dan Perak bagi persembahan 

malam pertama. Tindakan ini merupakan sebahagian dari program promosi untuk memperkenalkan 

tarikan baru di MAPS. Bagi menjadikan persembahan teater ini sebagai daya tarikan, En. Ramelle 

Ramli memastikan bahawa panggung yang dibina bersesuaian dengan persembahan teater yang akan 

diadakan. Ini termasuk penyediaan lantai pentas, tatarias, lampu limpah, tempat duduk penonton, 

laluan keselamatan dan yang paling penting adalah sistem audio yang dibekalkan. Dengan 

berkonsepkan mini teater pengemar teater dapat menikmati alunan muzik dan cerita dalam keadaan 

yang selesa dan harmoni bersama keluarga seolah berada di rumah. MAPS turut berani menongkah 

arus dengan menawarkan harga tiket yang rendah bagi penonton teater tersebut yang lazimnya 

menawarkan harga tiket yang mahal bagi setiap persembahan teater.  

 

Dalam pada mempelbagaikan usaha untuk menarik lebih ramai pengunjung ke MAPS, En. Ramelle 

Ramli terfikir apakah kakitangan yang sedia ada cukup terlatih dan mampu mengalas tugas yang 

semakin mencabar?. Lantas, En. Ramelle Ramli mengatur satu perjumpaan dengan semua kakitangan 

Bahagian Sumber Manusia. Tujuan perjumpaan ini adalah untuk mengenal pasti jenis latihan yang 

telah dijalankan, kesesuaian dengan kakitangan dan impak kepada mutu dan kualiti kakitangan. En. 

Ramelle terus berfikir alangkah mudah sekiranya Unit Latihan Dalaman diwujudkan untuk bertindak 

sebagai urusetia bagi setiap latihan. Ini akan membawa kepada langkah yang lebih sistematik dalam 

penyediaan latihan kakitangan.  Maka, satu unit kecil latihan dalaman dibentuk dengan dianggotai 

seramai 5 orang kakitangan dari Bahagian Sumber Manusia.  En. Ramelle Ramli percaya latihan yang 

berkesan amat membantu dalam memastikan kakitangan dalam keadaan yang sentiasa bersedia dan 

mampu memberikan kualiti kerja yang memuaskan. Tambahan pula, satu bilik yang telah dijadikan 

bilik latihan telah lama di bentuk. Oleh itu, wajar sekiranya ianya dimanfaatkan bagi kemudahan 

latihan. Oleh kerana, kebanyakkan kakitangan merupakan ‘front liner’ maka, En. Ramelle 
menekankan akan kepentingan latihan berupa Komunikasi Berkesan diberikan kepada setiap 

kakitangan. Ini bagi membolehkan kakitangan sentiasa berasa yakin untuk berkomunikasi dengan 

pengunjung/pelanggan seterusnya memberi imej yang baik kepada MAPS.  
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Apabila menyemak akan laporan kewangan yang dibentangkan oleh Bahagian Kewangan, En. 

Ramelle melihat bahawa kos bagi item penyelenggaran peralatan permainan adalah tinggi. Ketua 

Bahagian Kewangan menerangkan bahawa kos yang terlibat adalah bagi membaikpulih peralatan 

yang dibuat di luar negara. Justeru, En. Ramelle Ramli melihat akan peri pentingnya pekerja di beri 

latihan dalam aspek penyelenggaran peralatan agar kos penyelegaraan di luar negara dapat dielakkan. 

Dengan bantuan pihak Sanderson Group, En. Ramelle meminta Bahagian Sumber Manusia 

mengaturkan siri latihan penyelenggaraan kepada kakitangan di Bahagian Penyelenggaraan. 

 

‘LIVE YOUR DREAMS’ merupakan moto yang dibentuk bagi MAPS. En. Ramelle Ramli 

merasakan moto ini cukup mantap dan sesuai dengan fasiliti yang disediakan di MAPS. Namun beliau 

sedih dengan jumlah pengunjung yang datang ke MAPS. Dimanakah silapnya? Begitulah persoalan 

yang bermain di benak En. Ramelle Ramli. Beliau menelusuri semula tindakan pemasaran yang telah 

dijalankan. Ternyata kaedah pemasaran masih lagi berkonsepkan tradisional iaitu hanya menumpukan 

kepada golongan tertentu. Sebagai contoh, pasukan pemasaran menumpukan kepada kerjasama 

dengan pihak sekolah dalam menawarkan pakej kursus motivasi dari personaliti popular seperti Datuk 

Aznil Nawawi berserta pelajar berpeluang mencuba beberapa permainan yang ada. Sesuatu yang di 

luar kotak harus dilakukan, fikir En. Ramelle Ramli dalam usaha untuk meningkatkan pengunjung ke 

MAPS.  

 

Pasukan pemasaran juga perlu dirombak agar pengukuhan dan pemerkasaan tindakan pemasaran 

dapat dilakukan. Maka, En. Ramelle Ramli bersama Ketua-Ketua Bahagian yang lain merombak 

pasukan pemasaran dengan membentuk pasukan mengikut segmen pasaran. Segmen pasaran ini 

terdiri dari Media, Agensi Pelancongan Sekolah, Jabatan Kerajaan, Swasta, ahli politik dan 

Antarabangsa. Ini bagi tujuan membolehkan tindakan promosi dijalankan bertepatan dengan segmen 

pasaran dan lebih efektif. Sebagai contoh, bagi segmen Pendidikan strategi pemasaran lebih kepada 

menumpukan kepada pakej yang murah, berkala dan paling utama bercirikan pendidikan. 

 

Buat masa kini,  MAPS telah melaksanakan program rakan strategik di mana beberapa sekolah telah 

dijadikan Sekolah Angkat. Program yang dinamakan ‘School Attack’ ini merangkumi beberapa pakej 
menarik. Antaranya adalah program bercirikan pendidikan dengan kerjasama pihak Persatuan Guru 

Besar Sekolah di negeri Perak. Salah satu dari program yang popular dan dilihat maju adalah siri 

motivasi bagi pelajar yang akan menduduki PT3 dan SPM. Program motivasi ini diadakan di MAPS. 

Berpaksikan penawaran 40 tarikan yang tersebar melalui 6 zon yang disediakan di MAPS tidak 

mustahil mampu menarik lebih ramai pelajar untuk merebut peluang ini.  Apa yang menarik mengenai 

program ini selain dari pelajar dapat meningkatkan keyakinan diri, pakej ini turut disertakan dengan 

peluang mencuba beberapa permainan di MAPS mengikut pakej yang ditentukan. Pada kebiasaanya 

pakar motivasi yang dijemput di MAPS merupakan pakar motivasi yang terkenal seperti Dato Fazilah 

Kamsah, Dato Aznil Nawawi dan pakar motivasi yang lain.  

 

Bagi memastikan serakan pemasaran dilakukan kesegenap aspek, maka, pihak MAPS turut 

menggunakan  medium komunikasi moden seperti media social dalam mempromosi dan memasarkan 

MAPS di mata pengunjung tempatan mahupun luar Negara. Platform Facebook, Instagram, Twitter, 

digunakan dengan sepenuhnya bagi mewar-warkan setiap aktiviti dan tarikan serta pakej yang 

ditawarkan. Pengenalan kaedah ‘1 like 1 tiket’ juga diperkenalkan bagi menarik lebih ramai 
pengunjung. Ternyata kaedah ini mendapat sambutan yang menggalakkan dari orang ramai.  

 

“So the situation that we have, bisnes model tidak berjalan dengan lancar and we couldn’t get the 
numbers. Jadi kita di pihak pengurusan buat keputusan untuk buat sistem baru iaitu bisnes model 

yang kita ada sekarang, Pay Per Ride (PPR) model.” Begitulah luahan pandangan dari En. Ramelle 

Ramli semasa di temubual berikutan kegagalan model terdahulu yang diaplikasikan semenjak 

pembukaan MAPS tidak memberi sebarang pulangan. Menurut En. Ramelle Ramli, model ‘Pay Per 
Ride’ merujuk kepada kaedah dimana bayaran hanya akan dikenakan ke atas permainan yang ingin 

ditungangi sahaja. Ini bermakna model ini turut melenyapkan kaedah pembelian tiket masuk 

sebagaimana yang lazim dibuat oleh mana-mana taman tema yang wujud di Negara ini. Sistem masuk 
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secara percuma merupakan kaedah yang pertama kali diperkenalkan dalam organisasi hiburan di 

negara ini.  

 

Rasional kepada pengenalan model ini adalah kerana pengurusan MAPS ingin menjadikan matlamat 

penubuhan MAPs dilestarikan iaitu hiburan bersama keluarga. Melalui model ‘Pay per ride’ ini 

membolehkan sesiapa sahaja dibenarkan memasuki MAPS dan membawa keluarga tanpa perlu 

memikirkan kos tiket yang akan ditanggung. Sesuai dengan penubuhan MAPS untuk hiburan seisi 

keluarga maka pengunjung boleh membawa ahli keluarga yang lebih berusia seperti Datuk, Nenek 

dan yang berusia tanpa merasa kerugian bagi pembayaran tiket.  Justeru kelonggaran ini membantu 

golongan yang kurang berkemampuan untuk menikmati media hiburan dengan harga yang berpatutan 

dan membantu pegawalan kewangan.  

 

“The new model selain dari PPR , we are pushing and looking to third party operator, akan datang 

untuk invest di MAPS, kita ada 10 third party operator, contoh semua kita buat semua in house, ride 

in house, sekarang kita ada 3- 4 F & B third party. Sepertt Tea Live, Coconut Shake, sekarang kita 

ada ride, u- bike”bicara ini dituturkan oleh En. Ramelle Ramli tatkala ditanya tentang perancangan 

seterusnya bagi MAPS. 

 

Bagi merealisasikan impian ini, pihak MAPS telah mengadakan perjanjian dengan vendor makanan 

dan minuman seperti TeaLive, Coconut Shake, dan sebagainya untuk menjalankan perniagaan di 

dalam MAPS. Bagi meningkatkan keuntungan, En. Ramelle Ramli mencadangkan agar pengendalian 

untuk semua ‘outlet makanan’ dibuat secara ‘inhouse’. Kaedah ini berjaya menjimatkan kos operasi 

dan meningkatkan pendapatan MAPS. Sejajar dengan matlamat asal penubuhan untuk meningkatkan 

ekonomi rakyat di negeri Perak, En. Ramelle Ramli bersama pasukan MAPS juga telah mengatur 

strategi dengan mempelawa usahawan yang mengusahakan makanan popular di negeri itu untuk 

menjadi vendor makanan dan minuman di dalam MAPS. Ini bertepatan dengan misi MAPS ingin 

meletakkan MAPS bukan sahaja sebagai destinasi hiburan keluarga malah sebagai destinasi makanan 

di negeri Perak.  

 

Hasil dari pengalaman selama bertahun dalam industry hiburan, En. Ramelle Ramli menyedari 

bahawa media memainkan peranan yang sangat penting dalam membantu populariti personaliti atau 

organisasi. Justeru, En. Ramelle Ramli bercadang untuk menganjurkan secara tahunan acara ‘Press 
Nite’. Majlis ini bertujuan untuk menjalin hubungan yang erat dengan pihak media dan menghargai 
kerjasama pihak media dan MAPS selama ini.  

 

Jalinan ini turut dilebarkan kepada pihak agen pelancongan di seluruh Negara.  Majlis ‘Travel Trade 

Nite’ turut diperkenalkan saban tahun bagi menghargai pihak agen pelancongan yang sentiasa 
berusaha menarik pelancong untuk singgah di MAPS. Selain dari itu, kerjasama pihak agen 

pelancongan diperlukan bagi mempekenalkan MAPS di mata pengunjung luar Negara.  
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Teaching Case Synopsis 

 

This case discusses the scenario of School of XYZ, which requires appropriate mechanisms for 

generating reports of academic staff attendance at seminars / conferences. This process of accessing 

information is important for decision making at the top management level. The existing system, the 

TIS System, is not in line with the requirements of the school. What will happen and what action 

should be taken by School of XYZ in addressing this issue. 
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Sinopsis Kajian Kes 
 

Kes ini membincangkan senario sebuah pusat pengajian , iaitu PPXYZ yang  memerlukan mekanisme 

yang sesuai bagi menjana laporan kehadiran staf akademik ke seminar/persidangan.  Proses capaian 

maklumat ini penting untuk tujuan pembuatan keputusan di peringkat pengurusan.   Sistem sedia ada, 

iaitu Sistem TIS tidak selari dengan keperluan pusat pengajian. Apakah yang akan berlaku dan apakah 

tindakan yang sepatutnya diambil oleh pihak pengurusan PPXYZ dalam menangani isu ini. 

 
Kata Kunci: Lambakan maklumat, capaian maklumat, penjanaan laporan, akademik. 

 

 

1. PENGENALAN  

 

Pada pagi 8 April 2018; 

 

Prof. Wan, Dekan PPXYZ seperti biasa sedang menikmati sarapan pagi di Kafeteria 769. Sambil 

menikmati sarapannya, fikirannya ligat memikirkan bagaimana cara menguruskan data yang semakin 

hari semakin bertambah di pusat pengajian.  Data yang banyak perlu diuruskan untuk penjanaan 

keputusan yang baik dan tepat. Fikirannya terus ligat berfikir sambil memandang tasik berhampiran. 

 

Tiba-tiba, datang rakannya Prof. Hanif dan Prof. Harith menghampiri dan menyapa Prof Wan.   Prof. 

Wan menyuarakan kebimbangannya. Prof. Hanif menjawab, "Ya, kita perlu melakukan sesuatu, 

Sepatutnya kita boleh menjana laporan tidak lebih daripada 1 saat.  Kita perlu lakukan sesuatu". Jam 

menunjukkan jam 8 pagi. Bersama-sama mereka berjalan meninggalkan kafeteria. 

 

Tiba di pejabatnya, Prof. Wan disambut oleh setiausahanya, Puan Faezah. "Prof, minggu depan, akan 

ada mesyuarat di Pusat Penerbitan Universiti" kata Puan Faezah. "OK" jawab Prof. Wan.  Kemudian, 

Puan Faezah memberikan butiran agenda mesyuarat. "Apa?" Prof. Wan terkejut. Beliau terkejut 

apabila melihat salah satu agenda ialah Dekan hendaklah melaporkan kehadiran kakitangan akademik  

ke seminar pada bulan Jan-Mac 2018.  Prof. Wan sedar tentang keupayaan sistem semasa untuk 

pemantauan staf akademik ke seminar, iaitu Sistem Maklumat Latihan (TIS).   

 

Dengan tergesa-gesa, Prof. Wan membuat panggilan kepada Cik Alani, orang yang bertanggungjawab 

mengelola  seminar dan latihan staf akademik.  Jawapan dari Cik Alani sangat mengecewakan.  "Kita 

perlu mencapai semua rekod sekali lagi dari sistem TIS seperti yang kita telah lakukan sebelum ini". 

 

Cik Alani akan mencapai semua data dari system TIS. Sementara menunggu Cik Alani, Prof. Wan 

disapa oleh timbalannya, Prof. Hafiey.   "Prof, hampir tiga rim kertas yang telah digunakan untuk 

mencetak”.  Prof. Hafiey merasakan adanya pembaziran.  "Kami terpaksa, Prof." "Saya yakin bahawa 

selepas ini, perkara-perkara ini tidak akan berlaku lagi" sambung Prof Wan. 

 

Jam menunjukkan setengah jam ke pukul 2 petang. Cik Alani belum menyerahkan laporan yang 

dikehendaki kepada Prof. Wan.  Kemudian, Prof. Wan terus menuju ke meja Cik Alani. Prof. Wan 

dengan lembut bertanya,  "Bila boleh serahkan laporan kepada saya?"  
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2. PUSAT PENGAJIAN XYZ (PPXYZ) 

 

PPXYZ (Rajah 1) ditubuhkan di bawah Kolej Perniagaan & Teknologi pada 1 Mei 2010.  Pusat 

pengajian ini merupakan penggabungan dua bidang pengurusan penting iaitu pengurusan perniagaan 

dan teknologi.  Terdapat dua jabatan iaitu; Jabatan Teknologi dan dan Jabatan Perniagaan. Rajah 2 

menunjukkan carta organisasi PPXYZ.  Saban tahun, PPXYZ perlu berusaha untuk mencapai Indeks 

Prestasi Utama (KPI) yang ditetapkan oleh universiti. Sama seperti pusat pengajian yang lain, PPXYZ 

mempunyai visi dan rancangan jangka panjang, yang termaktub dalam pernyataan visi berikut: 

 

"Visi PPXYZ adalah untuk menjadi pemimpin Revolusi Pengurusan Hijau dalam Pengurusan 

Perniagaan dan Teknologi" 

 

 
Rajah 1: Bangunan PPXYZ  

 

Untuk mencapai wawasan yang telah dirangka, menjadi misi PPXYZ, iaitu menggalakkan staf 

akademik untuk berkongsi pengetahuan melalui seminar atau persidangan samada dalam atau luar 

negara.   

 

Pada masa ini, PPXYZ menawarkan program sarjana dan pascasiswazah dalam bidang berkaitan 

berikut seperti;  

(1) Sarjana Muda Pengurusan Teknologi dengan Kepujian, 

(2) Sarjana Muda Pengurusan Perniagaan dengan Kepujian,  

(3) Sarjana Sains (Pengurusan Teknologi) dan 

(4) Doktor Falsafah. 

 

PPXYZ diketuai oleh dekan dan disokong oleh dua ketua jabatan (Rajah 2). Setiap ketua jabatan 

bertanggungjawab untuk program akademik PPXYZ.  Sejak ditubuhkan, Prof. Wan memainkan 

peranan penting sebagai dekan PPXYZ. Kakitangan pentadbiran yang diketuai oleh Penolong 

Pendaftar memberi sokongan kepada pengurusan pusat pengajian. Sokongan termasuk pengurusan 

sumber manusia, kewangan, inventori dan logistik, kerja perkeranian dan lain-lain.  Selain itu, 

PPXYZ mempunyai seramai 100 staf akademik dan 6 orang staf pentadbiran. 
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Rajah 2: Carta organisasi bagi PPXYZ  

 

3. LATAR BELAKANG SISTEM MAKLUMAT LATIHAN (TIS) 

 

Sistem ini merupakan sistem intranet yang digunakan untuk memantau kakitangan UAM ke 

persidangan/seminar setiap tahun. Berdasarkan sistem, terdapat tujuh pilihan;  

✓ permohonan kursus  

✓ cetak borang permohonan  

✓ rekod permohonan  

✓ semak keputusan permohonan  

✓ semak senarai penyertaan 

✓ laporan penyertaan pekerja dan statistik  

✓ elaun kursus.   

 

 
Rajah 3: Muka depan Sistem TIS 

 

 

4. TRANSFORMASI BERMULA 

 

Pada hari Ahad, 12hb April 2018, Prof. Wan telah menghadiri mesyuarat Jawatankuasa Penerbitan 

Universiti seperti yang telah dijadualkan.  Fikirannya masih lagi memikirkan sesuatu perlu dilakukan. 

"Data semakin banyak, kita pulak perlu mencetak setiap kali bagi memenuhi keperluan mesyuarat" 

rungut Prof. Wan di dalam hatinya. 

 

Pada 16 April 2018, Dr. Hana menerima panggilan penting dari pembantu Dekan, memintanya untuk 

segera bertemu dengan Dekan. Dekan menjelaskan masalahnya kepada Dr. Hana. Dr. Hana dipilih 

kerana minat penyelidikan dalam bidang kelestarian ICT  dan juga pengurusan sumber data. Bersama-

sama dengannya ada beberapa ahli lain. 
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Rajah 4: Mesyuarat diketuai oleh Dr. Hana 

 

Perkara pertama yang dilakukan oleh Dr. Hana adalah mengkaji sistem TIS.  Selepas meneliti sistem, 

Dr. Hana dan pasukannya dapat mengenal pasti masalah sebenar dan menyimpulkan bahawa sistem 

TIS ini telah dibangunkan untuk kegunaan pendaftar UAM dan tidak mempunyai sub-sistem bagi 

setiap pusat pengajian. "Tidak hairanlah pusat pengajian menghadapi masalah besar," detik Dr. Hana 

dalam hatinya.  Rajah 5 menunjukkan sebahagian paparan di dalam system TIS, di mana paparan 

adalah melibatkan penyertaan staf akademik ke seminar/persidangan untuk satu Kolej Perniagaan & 

Teknologi. 

 

 
 

Rajah 5: Contoh Paparan dari sistem TIS 

 

Pada akhir perbualan dengan Dekan pada 16 April 2018; 

 

Prof. 

Wan 

: Saya mohon Dr. cari jalan penyelesaian untuk mengatasi MASALAH BESAR 

PPXYZ. Saya percaya Dr. dan ahli yang lain boleh membantu pusat pengajian kita ni.  

Kalau boleh saya nak lihat penyelesaiannya dalam masa terdekat.  Mohon sediakan 

laporan kepada saya. 

Dr. Hana : Okey, Prof. Saya akan lakukan yang terbaik dan akan merangka cadangan 

penyelesaian terbaik. 
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5. PENUTUP 

 

Selepas perbincangan bersama dekan, Dr. Hana bertemu Cik Alani; 

 

Dr. Hana : Cik Alani, sila akses sistem TIS dan dapatkan semua semua staf akademik Kolej 

Perniagaan & Teknologi yang telah menghadiri persidangan sehingga ke tarikh hari 

ini.  Dan juga, saya nakkan senarai penuh kakitangan akademik PPXYZ.  Sila e-mel 

kepada saya. 

Cik Alani : Maaf, data-data tersebut adalah peribadi & sulit, Dr. 

 

Dr. Hana : Jangan risau, Cik Alani, dekan sudah maklum dengan perkara ini. 

Cik Alani : Okey, Dr. Saya akan e-mel kepada Dr. secepat mungkin. 

Dr. Hana : Terima kasih, Cik Alani. 

 

Anda sebagai Dr. Hana dikehendaki untuk menguruskan masalah besar PPXYZ. Anda perlu 

mengemukakan laporan tersebut kepada Dekan pada minggu berikutnya. 

 

6. LAMPIRAN 

 

Dalam kes pengajaran ini, dua fail dalam format MS Excel akan disertakan kepada para pelajar.  Fail-

fail tersebut adalah seperti berikut; 

  

✓ Fail 1: SenaraiStafKolejPerniagaanTeknologi.xls 

✓ Fail 2: SenaraiStafPPXYZ.xls 
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Teaching Case Synopsis  
 

This case is about how Mr. Rafiq needs to come out with the right business strategies to ensure the 

survival of his company. He had to make numerous decisions so that the business operations were 

efficient and sustainable. In addition, he had to understand in-depth the risks associated with the milk 

drinks business. Mr. Rafiq needs to set the price of the milk drinks and the costs of production and 

running the daily operations, how much had he to sell in a month or a year to cover these costs. Also 

Mr. Rafiq has to plan how to meet the customers’ demands, whilst maintaining the quality of the 
products and making a profit from the sales. 
 

Keywords: profit or loss, fixed costs, variable costs, breakeven, contribution margin 

 

 

1. INTRODUCTION 

 

Sitting on his armchair in his cozy office room, Mr. Rafiq sipped a cup of coffee and pondered on the 

right business strategies to ensure the survival of his company. It dawned on him that managing a 

business is not the easiest of tasks. He had to make numerous decisions so that the business operations 

were efficient and sustainable. In addition, he had to understand in-depth the risks associated with the 

milk drinks business. So how did Mr. Rafiq go about deciding the price of the milk drinks and the costs 

of production and running the daily operations? How much he had to sell in a month or a year to cover 

these costs? Can Mr. Rafiq meet the customers’ demands, whilst maintaining the quality of the products 

and making a profit from the sales? 

 

2. COMPANY BACKGROUND  

 

GV Raha Trading was established on 20 December 2015 in Jalan Pegawai, Taman Malik, 05050 Alor 

Setar, Kedah. The core business of GV Raha Trading was to produce health and energy drinks using 

dates and milk. The company started with a small capital of RM35.00 to produce Kurma Milk. After 

getting good reviews and positive feedback from his friends and family on the Kurma Milk, Rafiq 

increased his production from 20 to 300 bottles of Kurma Milk per day. After three years, he increased 

his capital to RM30,000 and moved to a new premise located in the GiatMara building at the Mergong 

Industrial Park, Alor Setar. After a few months of operations in the new location, he successfully 

obtained a loan of RM 100,000 from Majlis Amanah Rakyat (MARA). He used this money to improve 

the production floor plan, and purchased semi-automatic production processor machines and a van for 

transportation and delivery services.  

 

The company had five staff and each staff member was assigned specific job functions in order to 

achieve the company’s goals. Two staff were involved in production, two were responsible for sales 

and delivery and a newly appointed staff managed all matters related to marketing. The staff responsible 

for sales was also responsible for product delivery. The organization structure is as depicted in Figure 

1.  
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Figure 1: GV Raha Trading Organization Structure 

 

Initially, the staff received their salary on a daily basis, but after a period of time, their salaries were 

paid monthly. Usually a six-month period could determine whether or not an employee was actually 

serious in working for the company. Some employees only worked for a short period. According to 

Rafiq, “some staff expect high pay but I only operate a small business, and thus, I cannot afford to pay 
high salary to my staff. The minimum salary that I can offer is only RM1,100 per month”, which 
complied with the Malaysian government’s minimum wage policy. 
 

Under the business model engaged in by GV Raha Trading, 40 agents were appointed to market the 

products. Each agent was paid a commission based on sales. Almost 95% of the agents were part-timers, 

and therefore, it was quite difficult to get their full commitment to market the products. Besides this 

lack of commitment, Rafiq had to skillfully deal with agents who asked for a higher commission. 

 

3. STAYING AHEAD IN THE NEW MARKET SEGMENT  

 

Mr. Rafiq was the owner and founder of GV Raha.  As a new player with less than five years’ experience 

in the food and beverage business, he knew that facing the challenges to stay ahead of the competition, 

was indeed a daunting task. He assured himself that, “I am a fighter and will not let any unpredictable 

circumstances deter me”. His desire to gain a market share was strong but limited facilities, access to 

distribution channels and insufficient capital, were among the main issues he had to pay more serious 

attention to.  

 

SempoiBaq drinks were also competing with a number of existing drinks produced by local and 

international companies, such as Farm Fresh, GoodDay, Summer Fill and Tammar Milk. However, 

Rafiq’s knowledge of the blue ocean strategy, made him realize that SempoiBaq could gain a 

competitive advantage over competitors. Kurma Milk, Latte Milk and Chocca Milk drinks were the 

innovative products that attracted consumers, especially those who loved health drinks. Consumers 

were impressed in that SempoiBaq products were unique with no added preservatives.  

 

4. PRODUCTION ACTIVITIES 

 

The raw materials involved for the production included plastic bottles, GoodDay milk, dates, cocoa 

powder, red sugar, almonds, creamer and Fernleaf milk. SempoiBaq hoped to capitalize on high quality 

and no added preservatives in its drinks. Choosing the best quality raw materials was very important, 

and so, Rafiq settled for nothing less than plastic bottles with High Density Polyethylene (HDPE) 
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quality, the GoodDay milk brand to make Kurma Latte and Kurma Milk, the Fernleaf milk to make 

Chocca Milk and the Khaalaf brand for the dates from the United Arab Emirates (UAE).  

 

“The best tasting fresh milk is the GoodDay Brand”, said Rafiq. This was the reason why he chose this 

brand as the main supplier of his products. SempoiBaq purchased the UHT milk directly from the 

GoodDay factory in Penang. About 100 cartons of milk were ordered every month at the cost of RM54 

per carton. Rafiq believed that one of the core strengths to sustain this business was for customers to 

recognize the quality and good taste of his products and instantly think of SempoiBaq whenever they 

wanted to purchase high quality health drinks. Rafiq therefore also used high quality and less sweet 

dates with a soft texture and enticing aroma. The cost per kilogram of the dates was usually around 

RM100. As a regular customer, the supplier offered Rafiq a special price of RM70 per kilogram. He 

ordered around 100 kilograms every two weeks and refrigerated the dates.  

 

To produce the dates milk with other flavours, other ingredients were utilized. For Kurma Latte, Rafiq 

used the date seeds to replace the coffee powder. The date seeds were ground and processed into 

powder. Creamer was also necessary for producing Kurma Latte. For Chocca Milk, chocolate powder, 

cocoa powder, almonds, brown sugar and milk powder, were the main ingredients. The stock of cocoa 

powder was obtained from suppliers in Alor Setar, while milk powder was purchased directly from 

wholesalers. As for almonds, Rafiq easily obtained them as they were readily available in many shops 

in Alor Setar. For the plastic bottles, SempoiBaq usually purchased 20,000 bottles per order every one 

or two months, depending on the demand. The HDPE plastics bottles cost around 40 to 50 cents per 

bottle. The sticker or label for each product, were printed and pasted manually on the bottles by the 

staff. 

 

A semi-automated process was used for making the drinks. The machines were subsidized by the Muda 

Agricultural Development Authority (MADA). The room temperature had to be consistent and an air 

ventilator turned on during the operations to prevent wall fungi. Both production staff had to be properly 

dressed with apron and cap. Before starting operations, the staff checked the condition and the 

cleanliness of the machines, and strictly adhered to the cleaning and sanitizing procedures of the 

equipment to ensure that no product contamination occurred. For the production layout, every section 

was categorized according to the production processes. Rafiq said, “My premise is in the process of 

applying the HALAL and MESTI certificates and one of the procedures is to develop a proper 

production layout”. Therefore, the floor plan included proper signage with the sections properly 

demarked with a clear line.  

 

SempoiBaq ran its operations six days a week and was closed on Fridays. On average, the production 

per day was around 200 to 300 bottles. However, the maximum capacity was 500 bottles for 500ml and 

the machines could be run twice a day. Usually, during the Ramadhan month, the demand for health 

and energy drinks was high. Usually the machines were run in the morning for the first run, then the 

machines were cleaned and sterilized for about four hours, after which, the machines restarted 

operations.  

 

The first milk drink of SempoiBaq was Kurma Milk way back in 2015. To make this Kurma Milk, 

several steps were carefully followed, which included soaking the dates to soften them, and then de-

seeding them, which were done manually. The dates were cooked and blended with milk at 70 degrees 

Celsius to prevent the bacteria and microbes from becoming active. After the Kurma Milk was cooked, 

the milk was filtered and filled into bottles. The Kurma Milk can only remain fresh in room temperature 

(36 degrees Celsius) for one to four hours. The bottles were sealed using a machine and labelled, after 

which the bottles were stored in a freezer as part of the pasteurization process and in a ready form for 

sales.  

 

The second product, Kurma Latte, was launched in October 2017. For producing Kurma Latte, the seeds 

from the dates were used. The seeds were dried well before they were fried and ground into powder. 

Although it smelt like coffee, there was no caffeine. The powdered kurma seeds were blended with milk 

and creamer and boiled at 70 degrees Celsius. The third product, Chocca Milk, made from dates, cocoa 
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powder and Fernleaf fresh milk, was the newest product launched in January 2018. The steps to make 

this milk were the same as the other two kinds of milk. 

 

In terms of pricing, SempoiBaq drinks were sold at RM2.50 per 500 ml bottle. Though it was higher 

than DutchLady drinks at RM2.00, the advantage of SempoiBaq drinks was that the milk had no added 

preservatives, with a natural and pure taste. The milk could last for two weeks if kept in the fridge and 

up to three months if stored in the freezer. SempoiBaq usually stored several bottles for another two 

days in case there was a greater demand by agents or customers. This usually occurred during the 

Ramadhan month, where people specifically looked for health and energy drinks, such as Kurma Milk. 

 

SempoiBaq products were also sold in certain shops by agents appointed by the Company. When the 

products were stored at the shops, the staff made sure the chiller or freezer in the shops had the right 

temperature, to prevent spoilage. Staff also visited the shops to give after-sales service. The staff came 

every weekend to collect the unsold bottles, restock the products required and collect the cash for the 

week. Initially, 51% of the goods were returned which was considered high, and SempoiBaq made a 

loss in both years of 2015 to 2016. From 2019, only 20% of the goods were returned. This was because 

during the provision of after-sales service, the staff advised the retailers on the right temperature for the 

chiller, how to budget for weekly sales and which products were more favored by customers. Staff also 

were more motivated as when sales were higher than what was targeted by the company, they received 

extra income based on a profit sharing system, i.e., the more the sales of the products, the higher the 

commission obtained by the staff. 

 

5. COSTS AND SELLING PRICE 

 

Determining the right price was crucial. If Rafiq wanted to enjoy increased sales of the Kurma Milk, he 

knew that price would be the important factor and coming up with the right price would certainly be 

the most important factor that would determine sales. Of course, the selling price must be greater than 

the cost of producing the Kurma Milk. Several questions played on Rafiq’s mind, for example, how 

many bottles of Kurma Milk must be sold in a given period of time to cover all the costs? Rafiq knew 

that costs could be classified according to behaviour and by function. In terms of behaviour, costs can 

be divided into fixed costs and variable costs. He recalled the lecture on management accounting given 

by Dr. Ahmad in the University. Dr. Ahmad’s words still rang clear in Rafiq’s mind that, “fixed costs 

do not change when the volume of activity changes. On the other hand, variable cost changes in 

proportion to the changes in the volume of activity”. In terms of classification by function, Rafiq 

recalled that costs could be classified as either product costs or period costs. Therefore, Rafiq had to 

identify the costs according to behaviour and by their functions, accordingly.  

 

Rafiq used HDPE bottles. The HDPE bottles were used to accommodate high temperature up to 70 

degrees Celsius. According to Rafiq, “normally, if the HDPE bottles were purchased in bulk of less 

than 10 thousand units, the price was 45 cents per bottle. If 20 thousand units were purchased, the price 

was 40 cents per unit”.  
 

6. RAW MATERIALS 

 

UHT milk was one of the main ingredients used in producing the SempoiBaq products. The UHT milk 

was obtained directly from the factory in Penang. UHT milk supply was delivered directly to Rafiq's 

place as he was the third largest customer in Alor Setar after TESCO and MYDIN supermarkets. Rafiq 

usually bought around 100 cartons, constituting over 1,000 litres of milk. Dates were also one of the 

main ingredients for Kurma Milk.  Rafiq said, “I am very particular about the quality of dates used in 

my products. I choose dates of high quality which do not contain additional sugar, have a pleasant 

fragrance with the texture being neither too soft nor too hard”. Rafiq purchased the dates from a 
supplier in Alor Setar who imported the dates from the UAE. The type of dates that Rafiq used was not 

widely available in the market. The price per kilo was RM70. Besides dates, Rafiq used the seeds of the 

dates to replace the coffee powder to produce Kurma Latte. The date seeds were processed and ground 

into powder. Creamer was another ingredient necessary for producing Kurma Latte. 
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Additional ingredients were needed to produce Chocca Milk. Besides UHT milk and dates, chocolate 

powder, cocoa powder, almonds, brown sugar and milk powder, were also necessary. The stock of 

cocoa powder was obtained from suppliers in Alor Setar, while milk powder was obtained directly from 

wholesalers, and almonds could be easily bought from many shops in Alor Setar.  

 

Rafiq rented a shop from MARA, a government agency under the Malaysian Ministry of Rural 

Development and the rental was RM560 per month. He was very lucky that the shop was located in the 

MARA building, as there was also security services provided at no additional charge.  Besides monthly 

rental expense, Rafiq also had to pay the monthly utility bills for the shop, which comprised internet 

(RM179), water (RM25) and electricity (RM700). About 80% of the rental, electricity and water bill 

expenses was allocated for production, while the remaining 20% was for sales and administrative costs. 

Rafiq also obtained a loan from MARA and made a monthly repayment of RM200. Besides that, Rafiq’s 

petrol expenses for delivery of products approximated RM1,000 per month. Depreciation of office 

furniture and machinery was RM100 and RM500, respectively.  

 

According to Rafiq, the variable costs and selling price for SempoiBaq products are as follows: 

 

Table 1: Details on products, variable costs and selling price 

Products Variable costs (RM) Selling price (RM) 

Kurma Milk 1.45 2.50 

Kurma Latte  1.05 2.50 

Chocca Milk 1.41 2.50 

 

Normally, total daily sales by unit was 500 bottles (40% - Kurma Milk, 35% - Chocca Milk and 25% - 

Kurma Latte) except for Friday, as the business days were only from Saturday to Thursday.  

 

7. CONCLUSION 

 

Rafiq looked out of the window and realised that it was late in the evening already. The office was 

deserted and quiet as all the staff had gone home. In his quiet solitude, Rafiq’s mind did not rest. He 

kept thinking about the strategies to sustain and compete in the market, which was inundated with all 

kinds of health drinks. He knew that to successfully make it, the following issues related to costs had to 

be addressed: 

 

1. Identify and classify the fixed and variable costs of SempoiBaq. 

2. Indicate and list direct material cost, direct labour cost and factory overhead cost of SempoiBaq. 

3. Classify the costs incurred by SempoiBaq, as either product cost or period cost. 

4. Compute the contribution margin ratio and unit contribution margin for Kurma Milk, Kurma 

Latte and Chocca Milk. 

5. Compute the break-even sales in units for Kurma Milk, Kurma Latte and Chocca Milk. 
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Teaching Case Synopsis  

 

This case was discussed advance on the application of technology and management team towards 

Pixelated Sdn. Bhd. company to inspire the students on that case, so the students would be able to 

analyze and evaluate the Pixelated Sdn. Bhd. in the development of its business in order to discusses 

the growth challenges that organizations face as they go through their business phases. The purpose of 

this case is to show that technology plays a much larger role in the digital era than it did for previous 

generations which has made today’s generation having a high level of technological literacy. This case 

shows a discussion about the few challenges they faced before the company was created and the 

situation that brought Mr. Syed into a dilemma.  

 

Keywords: Entrepreneurship, Technology application, Technology management. 
 

 

1. INTRODUCTION  

 

Upon his return from business lunch on a sunny afternoon of July, the 24th 2015 with perspective 

investors; Syed Ahmad Fuqaha, Founder and CEO of Pixelated Sdn. Bhd. is puzzled about the future 

expansion of his newly initiated Katsana project. Mr. Syed is confused as to which option to opt from 

this growth triangle. The triangle refers to the three possible expansion options available to the 

Pixelated.  With shortage of time, Mr. Syed needs to take responsive decision for the fate of his company 

keeping the market situation, investment options and above all the interest of his team at Pixelated. 

 

2. BACKGROUND  

 

Mr. Syed Ahmad Fuqaha Sd Agil is an aspiring individual with a diversified portfolio and a love for 

technology. After earning a Bachelor of Science degree in Architecture, he started off his professional 

career as Desktop Publishing Designer (DTP), at a local company in 2008. Since then he responsively 

progressed and moved to different organizations in various capacities (Refer Exhibit 1). Syed in all his 

initial years of professional career, remained in search of something that he would love doing by heart 

with energy and compassion. Somewhere deep down in his mind there lied an entrepreneur that Syed 

himself was not even aware of. That entrepreneur in him needed one sound reason to come out and the 

unfortunate car theft incidents of his friend and brother turned out to be a fortunate window of 

opportunity for him.  

 

It was April, 2012 when Syed’s elder brother lost his car in a theft row. Since the car was not equipped 

with any tracking device, they failed to get the car back even after through search by metropolitan police 

Kuala Lumpur (KL). Consequently, two months later Syed’s close friend parked a car outside a 

shopping mall in the metropolitan area of KL and found the car missing upon his return from shopping. 

Syed closely experienced these two incidents as he reminds personally involved in the search of the 

vehicles and preventive measures for future. During that period Syed came to know that there is one car 

stolen every 24 minutes in Malaysia, particularly in the metropolitan cities. Syed also came to learn that 
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there were a very handful of tracking services available and majority of them were not sophisticated 

and highly cost ineffective.  

 

This situation with paucity of good vehicle security providers pushed Syed to think of how this issue 

could be possibly addressed. Syed, started discussing this issue need of the clock with his family and 

colleagues at work. In his discussions he looked as to how he could possibly develop or establish 

something that could pave a way out for this growing problem of the society. He noticed that some of 

his coworkers also started taking interest in his unique idea. 

 

Finally, in September 2012 Syed along with his colleagues reached to the conclusion that it’s high time 
for someone to capitalize on this entrepreneurial opportunity and why not they be the one to make a 

move in this regard. 

 

2.1 Market and Risk Assessment  

 

Syed and colleagues teamed up to develop initial blue print to strategize the future course of action. The 

team comprised of well experienced software engineer, architect, web developer, web designer, sales 

and a human resource professional.  

 

The first thing for this diversified team was to develop a comprehensive business plan. With their 

regular full time employments, Syed and his team started working on the business plan over the 

weekends. Everyone vigorously contributed in the development of a proactively executable business 

plan. After four months of tireless hard work and struggle which involved market survey, regular 

company meetings, supplier evaluation, technology and product information analysis, pricing strategies, 

Syed and his team managed to finalize a comprehensive business plan. 

 

As per the plan the initial challenges included arrangement of startup capital and supplier of advanced 

technology for wireless tracking and virtual network development at a market competitive rate. Syed 

and team faced discouragement in securing a considerable investor and therefore he drew his personal 

savings and borrowed the remaining. As a result of these efforts Syed registered the company in 2013 

under the name of Pixelated Sdn Bdh. 

 

2.2 Pixelated Sdn. Bhd.  

 

As per the company’s official webpage “Pixelated Sdn. Bhd. is a Malaysian startup that brings advanced 
and latest web technologies into everyday households, blurring the line of hardware and software in 

creating a tightly integrated Software-as-a-Service application that simply makes sense, with a 

cumulative experience of over 25 years of web development, social platform and scalable applications”. 
Under the Pixelated Katsana is the core project. According to the company website “Katsana brings 
affordable and value-for-money GPS-enabled car tracking system for the Malaysian public. It brings 

technologies that are previously too expensive to be installed and maintained by regular users; to be 

within reach and within highly acceptable subscription cost”.  
 

The Katsana offers four packages of tracking services. Katsana Track for general consumer market; 

Katsana Fleet for enterprise and corporate clients; Katsana Shuttle for university students and staff; and 

Katsana Marine which is a deep sea vessel tracking system (Refer Exhibit-II). The company currently 

processes nearly three million raw data files on a daily basis. These data files contain client’s vehicle 
information, movement and travel routes. The company partners with ALTEL for the supply of special 
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SIM Card which is not available in the consumer market. Altel provides Pixelated this exclusively 

designed SIM card on special package at a market competitive rate. Besides that, the company also 

partners with Heitech Padu that provides virtual infrastructure and web services free of cost. These two 

components are at the heart of any tracking business. Since, Syed and his team aimed to offer user-

friendly and cost effective vehicle tracking service, the company became lucky enough in this regard.  

 

3. Why Katsana  

 

“Choosing Katsana for your automotive tracking needs is the best option available in town”; says Mr. 
Syed. According to him Katsana is uniquely innovative, market competitive and offers a great deal of 

user friendly features. The company believes that it, with its diversified range of services can simply 

provide better tracking service to its clients. Moreover, with the option of customized tracking service 

the company dominantly marks an edge in the automotive tracking business in Malaysia. (Refer Exhibit 

– III, Exhibit-IV and Exhibit-V).  

 

3.1 Company Operations  

 

The company operates with a flexible work hour policy, leaving no restrictions on the employees with 

a straight 9-5 policy. According to Syed the company is very open to suggestions and opinions for 

improvements, both from employees as well as customers. For responsive provision of service, the 

company frequently conducts surveys and also regularly monitors the market happenings.  

 

The company was awarded “teraju super” award by the prime minister of Malaysia in 2014. Pixelated 
became the first tracking company ever to receive this award. The award holds great significance for 

the entire team of Katsana; Says Syed. It constantly reminds them of the notable contribution they have 

made to the society and its strategic significance for the vehicle owners. As per the statement of Chief 

Operating Officer “What matters is how we do it and what we offer to our clients at the end. We have 
strived and have gone beyond the conventional products and services offered by the rivals in this 

business. This not only provides value for money to the customers but has also raised the market 

standards in this regard. We have noticed a considerable shift and positive improvement in the services 

provided by other businesses after the launch of Pixelated’s Katsana project which is a healthy sign of 

mature competition.  

 

Currently the company is based in Kuala Lumpur and employs with 15 employees excluding the top 

management officials. Each of the Katsana project’s product is looked after by a dedicated team of 3-4 

individuals with a separate team to manage centralized monitoring and data maintenance. Refer Exhibit-

VI for further information on organizational hierarchy. Ms. Sariza looks after HR matters concerning 

to recruitment, selection, compensation and performance evaluation. According to her Pixelated 

recruitment process is based on merit and objective selection. People are evaluated on the basis of their 

performance in the assigned projects and overall work ethics and compensation is finalized accordingly. 

‘We ensure to provide market competitive salary and fringe benefits to ensure employee retention, says 

Ms. Sariza. In terms of business, the company has managed to double the customer base during 2014. 

 

4. COMPANY ASPIRATIONS AND WAY FORWARD  

 

With an overwhelming response in the first two years of the business in Kuala Lumpur, Syed and his 

team eyes to expand further by launching services in other potential cities of Malaysia such as Johar 

Baru, Penang, Ipoh and so on. Pixelated is confident that it can dominantly offer better tracking services 
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with its expertise and team of seasoned professionals. But, to launch this entire set of service in another 

city requires an initial investment of two hundred thousand Malaysian ringgit including GST. 

 

Syed has been in talks with several companies and private investors on this but no conclusion has been 

reached so far. According to Syed, majority of the investors are interested in patterning and investing 

with us for expansion in other countries such as Singapore and Thailand but we aspire to establish and 

strengthen our market position in Malaysia at the first place. However, we may consider such 

expansions in the future but not at this point in time; says Mr. Syed.  

 

Syed has more scheduled meetings in his planner over the coming months. He is hoping to get some 

productive response in the shape of some potential sponsors. However, it’s still no very clear, some of 
the officials at Pixelated are of the view of seeking loan from financial institutions rather than wasting 

time and effort looking for a suitable investor. Syed however, is not in the favor of this option because 

of high interest rates. Additionally, Syed wants potential investors also because he is in the favor of 

growing internationally in the long run which would be more feasible through collaborating with 

potential investors.  

 

Interestingly, some people in the company are also of the view that the business should focus generating 

capital for further expansion and investment by itself through focusing and expanding its current 

operations in Kuala Lumpur but Mr. Syed sees this as the right time for the company to expand 

nationally. He is also of the view that as per the market report there are very few tracking service 

providers at present in other metropolitan cities which will give Pixelated first-mover advantage.  

 

This situation has taken Mr. Syed into a dilemma and he seriously needs to take a mature and thoughtful 

decision for the strategic survival of his business as soon as possible.  
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EXHIBIT-I  

 

Profile 

Syed Ahmad Fuqaha Sd Agil  

CEO & Founder at Pixelated Sdn Bhd  

Selangor, Malaysia  

Information Technology and Services  

 

EXPERIENCE  

Founder  

Pixelated Sdn. Bhd. 

  

January 2013 – Present (2 years 7 months) Kuala Lumpur, Malaysia  

Pixelated Sdn. Bhd. is a Malaysian startup that brings advanced and latest web technologies into 

everyday households, blurring the line of hardware and software in creating a tightly integrated 

Software-as-a-Service application that simply makes sense.  

We are a strong, close-knit team with cumulatively over 25 years of experience in web development, 

social platform and scalable applications.   

Our primary project at the time being is Katsana, www.katsana.com. Katsana brings affordable and 

value-for-money GPS-enabled car tracking system for the Malaysian public. It brings technologies that 

are previously too expensive to be installed and maintained by regular users; to be within reach and 

within highly acceptable subscription cost.  

The company focuses on usage-based insurance & connected cars. Our prediction and gamification 

engine excels in understanding driver behaviour patterns, scoring drivers based on actual risk on the 

road, and engage them to become better drivers. 

The company has collected over 1.3 billion kms of driving data, with over 3 million km collected daily. 

Thus far it has 98.2% successful recovery rate of stolen cars with 62% reduction of risky behaviors over 

12 months. 

Regional Operations Manager  

Ijoomla LLC  

January 2013 – April 2013 (4 months) Kuala Lumpur, Malaysia  

Handles JomSocial ownership transition from Slashes & Dots Sdn Bhd to IJoomla LLC, USA.  

Responsible in locating, liaising, and setting up a new Malaysian office in Kuala Lumpur which include 

logistic handling, negotiations and lease signing up with the office owner, to setting up utilities of the 

new office and managing contractors in furnishing the working space. 

 

Ensuring a smooth transition period from the old Malaysian owner to the new USA owner by keeping 

customers updated, and developers & support personnel motivated and informed. 
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Manage multinational development teams in Malaysia, Indonesia, Vietnam, and support team based in 

Poland, Vietnam and Indonesia. Act as the intermediate between the stakeholders, customers, 

developers and support team personnels, managing and delivering expectations.  

Manage resource allocation and distribution across affected channels. 

 

Project Manager  

Slashes and Dots 

April 2011 – January 2013 (1 year 10 months) Kuala Lumpur, Malaysia  

Coordinate development effort across multinational development & support teams in Malaysia, 

Indonesia, Vietnam, Poland, Hong Kong and Belgium  

Draft, distribute, elaborate and execute project objectives, schedule, milestones and workflow to the 

development teams.  

Ensuring the quality, integrity, and delivery of the project with respect to time, budget, scope, change 

and resources.  

Draft, implement and execute software release cycles  

Identify new features to be implemented with regard to customer demand, project goals, operating 

limitations and development technicalities.  

Assess known & potential project issues, identify solutions, and release fixes to customers in a timely 

fashion according to a defined SOP. 

Customer Experience Manager  

Slashes and Dots 

April 2011 – January 2013 (1 year 10 months) Kuala Lumpur, Malaysia  

Analyse policies with regard to customer service and efficiency, recommending policy updates and 

workflow improvement as needed.  

Ensuring the accuracy, consistency and user-friendliness of outgoing official information and 

documentation.  

Supervise and provide advanced training for support team members to keep up with latest updates and 

technologies.  

Projects (inexhaustive):  

Initiate JomSocial Translation project to localize JomSocial into 20+ languages. 

Initiate 3rd-party Template Developer engagement program to migrate outdated themes to be 

compatible with latest JomSocial version. 

Migrating JomSocial Support Forum to Support Ticket system and native Joomla support forum.  
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Technical Support  

Slashes and Dots 

June 2006 – February 2011 (4 years 9 months) Kuala Lumpur, Malaysia  

A part-time position to fund my architectural degree.  

Provide timely and friendly assistance to customers with the scope (inexhaustive):  

PHP applications (JomComment, MyBlog, JomSocial) on an open-source CMS platform, Joomla! 

Apache/PHP system compliance with application requirements: GD Library, Imagick, FFMPEG, and 

other modules  

sales inquiries and feature elaboration of the products  

HTML/PHP/CSS customizations as required by customers and deem supported by the policy. 

 

Desktop Publishing (DTP) Designer  

Art & Design Sdn Bhd  

December 2004 – July 2005 (8 months) Kota Bharu, Kelantan, Malaysia  

A temporary post high-school experience that allowed me to contribute in  

Official 2004 Diary of the HRH Sultan of Kelantan publication 

Design and strategic implementation of publications for various state charters  

HONORS & AWARDS  

Winner of Teraju SUPERB Grant  

Unit Peneraju Agenda Bumiputera, Jabatan Perdana Menteri 

April 2014  

Winner of the first series of Skim Usahawan Permulaan Bumiputra (SUPERB) by Teraju, Prime 

Minister's Department.  

EDUCATION  

University of Malaya  

Bachelor of Science, Architecture  

2006 – 2010  

2006  

Editor in Chief, 11th Residential College  

Class Representative, BEA06 Architecture Studio  

Executive Treasurer, 11th Residential College Student Body  
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2007  

Measured Drawing of the Old Sanitary Board Building, Kuala Lumpur.  

2008/09  

University of Malaya - National University of Singapore Joint Studio Program, row of shophouses in 

Kuching, Sarawak.  

2010  

Editor in Chief, Faculty of the Built Environment magazine.  

Activities and Societies: Measured Drawings, 3D designs and renderings 

Malay College Kuala Kangsar 

2000 – 2004  

Editor in Chief, The Malay College Magazine 2004  

President, Infolab 2004  

Activities and Societies: The Malay College Magazine, Infolab  

Source: The Company  

 

EXHIBIT – II 

Katsana Track, 

This is for consumer market.  

Katsana fleet  

Intuitive, Modern Fleet Management System for enterprise and corporate. Tailor-made for the 

Malaysian business environment.  

Katsana location service helps business owners to manage their fleet, improve customer satisfaction 

and avoid costly incidents.  

Katsana Fleet Management and GPS Tracking platform is designed to be affordable and cost-effective 

to maintain. Using Katsana, your business can save up to 90% compared to other systems. Let us help 

you in managing your trucks and fleet of vehicles while you concentrate on what you do best; running 

your business.  

The also provide the following information for their consumers; 

Exportable, printable reports in PDF-All vehicle and drivers’ reports are exportable to PDF and CSV 

format for printing. 

Automated daily and weekly Reports-Important reports are generated automatically and sent to fleet 

managers email on daily, weekly and monthly basis. 
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Support for multiple fleets and Managers-Manage multiple fleets using one single account. You may 

also add new fleet managers to handle different branches or fleet departments. 

Detailed fleet health analytics & Summary-Receive the overview of the entire fleet in a dashboard. The 

dashboard summarizes important incidents and data for easy consumption by fleet managers. 

Real-time Tracking-Fastest location update in the industry with Smart Update feature to provide fleet 

managers with real-time location of vehicles. 

 

Katsana shuttle 

Liberation of bus location information, Real-time location of buses, available at all times on modern 

devices.  

Our vision is to provide Malaysia with a world-class public transportation infrastructure. To do so, we 

engineered Katsana Shuttle™ to empower existing public transportation systems by enabling 

commuters to have the most up-to-date location and scheduling information of their ride.  

Live location of buses  

Movement of buses are tracked every 5 seconds and viewable on a public tracking page. 

 Accessible on PC & mobile  

Get the latest location of buses through PC, smartphones and tablets. You will only need internet access.  

 

Bus stops & user location  

Display the location of all available bus stops on a given route. Katsana Shuttle™ will try to detect 

location of the current user.  

Route information  

View a list of available routes, together with buses available on each route. Routes are marked in 

different color to better visualize the movement of buses.  

 

Estimated time of arrival  

Be more efficient and productive by knowing the estimated time of bus arrivals, ensuring that your time 

is not wasted by uncertainties.  

 

Custom & Interactive landmarks  

Greatly improve geographical recognition by adding image elements onto the Katsana Shuttle™ map.  
Driver coaching through mobile app 

Train drivers to become safer on the road by enabling them to see behavior score in real-time and review 

performance against safety benchmarks 

 

Katsana Marine  

Advanced Vessels and Ship GPS Tracking System.  

Multi-redundancy, dual satellite-cellular GPS tracking system for cost-effective worldwide tracking. 

Industry-specific live monitoring features for maritime applications.  
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Katsana Marine™ combines satellite communication technology, powered by the reliable Inmarsat 

satellite service, with the cheaper, readily available GSM technology in a single package.  

Data transmission through satellite communication enables vessel operators to view the location of their 

ocean-going vessels anywhere within the world.  

Katsana Marine™ advanced dual satellite-cellular hardware will automatically switch to GSM 

connectivity upon contact with shore. This reduces the communication costs and improves profitability 

for your company.  

Source: The Company documents  

 

EXHIBIT – III 

For regular vehicle owners  

Trace the current position of your vehicles, in real-time. Very useful in locating stolen cars or 

superbikes. Retrieve the history of your car's movement. Useful in reviewing the travel log of your car. 

Katsana GPS Tracker can precisely display the position of your vehicle at any moment in time, whether 

it is a day ago, last week, or even last year.  

Locate the current position of your family members, for example your teenagers.  

Review the travel information of your vehicle from Point A to Point B.  

Worried that the driver of your car might do a detour or had an accident in an area that he's not familiar 

with? Katsana vehicle tracking system allows you to locate your car easily and efficiently.  

Be notified via Push notification when your vehicle has been moved out of a predefined area. *in 

development  

Safeguard your superbike against thieves. Superbikes are hot items and frequently stolen by culprits. 

Protect your superbike and trace your stolen superbike in Malaysia using Katsana Tracking system.  

Identify vehicles with excessive idling & wasting Fuel-Quickly solve the lowest hanging fruit by 

identifying vehicles with excessive idling and wasting fuel. 

Remote Engine Shutdown-Add the ability to remotely immobilize the vehicle in event of an emergency. 

This upgrade can also be coupled with RFID & NRIC Driver Identification System. 

For business owners  

Your driver has a suspiciously high mileage claim? Review the history of his journey for the past day, 

week or even months ago.  

Worried that the company vehicle is being used as personal vehicle? Use our real-time GPS tracker 

system to locate the position of company vehicles to know what your employees are up to.  

Own a fleet of vehicles that need constant monitoring? Katsana GPS tracking system allows you to 

trace your vehicles instantly, and at a much lower acquisition and operating cost compared to other 

tracking systems.  
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Your drivers having too many unexpected stops or teh tarik sessions? Thanks to Katsana, you will be 

able to closely monitor their activity and thus increase productivity with minimal time wastage. 

Need to track valuable goods and shipments? Our real-time vehicle monitoring system allow you to see 

the exact location of your valuable goods and shipments. There have been cases of hijacked lorries & 

trucks; with Katsana, your company and reputation is protected. 

Reduce vehicle wear and tear due to reckless Behavior-Use DriveMark® technology to identify drivers 

with reckless behavior tendencies that may cause damage to vehicles. 

Fuel Monitoring System-Monitor fuel level of the vehicles. Get notified when there is potential fuel 

theft. 

Source: The Company documents  

 

EXHIBIT-IV 

WHY YOU SHOULD USE KATSANA 

 

High Quality European-made tracking device  

Katsana believes in quality. Our GPS tracker is manufactured in Europe, abiding strict European 

standards. We do not simply rebrand cheap China-made products.  

You can be assured that you are using the best quality GPS tracker available in the market.  

 

 
Vehicle location is updated every 10 seconds  

Katsana monitors and updates the location of your vehicles every 10 seconds, ensuring that your cars 

are constantly protected. Typical services in the market can only update the location of your vehicle 

every 60 to 180 seconds.  

 

 
24 months’ warranty  

We are confident that Katsana GPS Tracker will last longer than typical GPS tracking devices available 

in Malaysia. Our high quality, European-made GPS Trackers offers the longest protection for your 

vehicle. We offer 2 years’ device warranty, the longest warranty available in the market. 
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Support for GPS, GLONASS and Galileo satellite signals  

Katsana is the only GPS Tracking service provider in Malaysia that offers support for latest GPS, 

GLONASS and Galileo satellite signals. We are always at the forefront of innovation and continuously 

innovate for our users.  

 

 
Large internal storage  

100,000 points. That is the amount of location data that Katsana Advanced Tracking device will store 

in its memory. In the event that the vehicle is driven outside of GSM coverage area, we will still be able 

to view the travel history with explicit detail. 

 

 
Internal backup battery  

Internal backup battery within Katsana GPS tracker serves as an additional safeguard against car thieves 

who may interrupt or disengage your vehicle's primary battery. Katsana tracking device will still update 

the location of your vehicle thanks to its internal battery.  

 

 
Waterproof up to 1-meter deep  

Katsana GPS tracking device is IP67 certified, meaning it is hermatically sealed and can withstand up 

to 1-meter-deep of water.  

 

 
CE & RoHS Compliancy  

Katsana GPS tracker is engineered according to European standards, offering you with the best 

hardware quality in the market.  

 

 
Advanced energy saving and motion detection capability  
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Katsana GPS tracker is optimized to use minimal power as possible to prolong your car's battery life.  

 

 

 

 

 
Review travel routes  

Review the route used by your vehicles. See where the car has been, or how it was drove there. 

 

 
Pinpoint exact date/time  

Travel information is stored for 12 months so that you will be able to access it whenever you need it.  

 

 
Accurate and high precision  

Watch over your vehicles in real-time as it reports the location to us every 10 seconds.  
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KATSANA ALSO PROVIDE 

  

 
365 days’ vehicle location history  

Typical GPS Tracking services can only store location data for 30-90 days. With Katsana GPS tracking 

system, you will be able to review vehicle location information for up to 365 days ago. Easily the longest 

GPS data retention in Malaysia.  

 

 
Dedicated iOS and Android app  

Katsana offers good-looking GPS Tracking apps for your iPhone and Android devices. Track the 

location of your vehicles anywhere you are, ensuring the safety of your family and cars. You are able 

to view multiple vehicles with just a swipe.  

 

 
Modern, easy-to-use web tracking system  

Katsana is developed by a seasoned team with vast experience in web development and social 

applications. Katsana Platform is designed to be user friendly and intuitive for everyone to use. 

  
Quickly review route/travel history  
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Katsana Platform's intuitive interface allows you to quickly review your vehicle's route history for 

today, yesterday, the entire week, and the past 30 days. You could also search for specific timespan 

within the last 365 days.  

 

 
Every car has a face  

You are able to upload pictures of the vehicle to further personalize its information. You may want to 

upload the image of the driver or anything that makes it easier for you to identify specific vehicles.  

 

 
Information that makes sense  

Katsana Platform makes relevant information readily available for you to review. Thus, you are able to 

monitor multiple vehicles live by having relevant information updated every 10 seconds.  

 

 
Social Sharing 

You can share the location of your vehicles with your friends, family members or even the authorities 

with this feature 

 

Source: The Company documents 

 

EXHIBIT – V 

Applications of Katsana GPS Tracker and Its Advanced Fleet Management System 

 
Car Rental Services  

Track the location, speed and travel route of vehicles in your car rental business.   
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Logistics and Transportation  

Review the whereabouts of your drivers and the route that they are using.   

 

 
Taxi and Limousine  

View the positions of all taxis that you manage. Reduce cost and improve customer satisfaction. 

  

 
Technical Services  

Locate the nearest technician available for your customers. Faster service equals satisfied customers.  

 

 
Construction and Development  

Secure your valuable trucks, lorries and cranes by tracking them using Katsana GPS Tracker.  

 

 
Utility Services  

Track the route of garbage trucks and make sure that they follow all necessary points.  

 

 
Public Transportation  

Improve efficiency and ensure the safety of the passengers by enabling speed and route restriction to 

each vehicles.  
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Healthcare services  

Monitor the location of ambulances and be able to provide the drivers with the shortest route to the 

patients and hospitals.  

 

 
Fast food deliveries  

Reduce wastage and minimize fuel usage by knowing exactly which dispatch is nearest to customer's 

location. 

 

 
Cold Chain Operation 

Full visibility of cold chain operation from Cold Room to Logistical tracking of Reefer trucks, to 

delivery of products to customers. 

 

 
Public Works & Utilities 

Katsana connects existing sensors in Water Treatment Plants and make them available on the Cloud. 

Additional sensors can also be added to give better understanding of your plant operation. 

 

 
Industry: Energy & Power Grid 

Driver mark technology scores driver behavior on the road, allowing you to identify risky drivers for 

improvements, and potentially reward safer drivers in your fleet. 

 

 
Estates & Plantations 

Bring Estates and Plantation operations to the 21st century. Get automated reports from tanks, machines 

and other assets in the plantations.  

 

Source: The Company documents. 
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EXHIBIT VI 

Top Countries with Road Traffic Fatality 

Motor vehicle accidents are one of the major causes of death globally, with rates highest in the 

developing world. Around our globe, an average three thousand automobile related-deaths occur every 

day 

Automobile-related deaths rank as the 11th most common cause of death in developing countries, with 

young people in the age groups from 5 to 24 years old possessing the highest risks. 

Dominican Republic- 41.7 

Thailand-  38.1 

Iran-   34.1 

Nigeria-  33.7 

South Africa-   31.9 

Iraq-    31.5 

Oman-    30.4 

Equador-   27.0 

Sudan-    25.1 

Malaysia-   25.0 

 

Top 10 Countries with Highest Car Theft 

If you’re talking about car thefts, the car theft capital of the world seems to change every year, with 
places such as Italy, France, the U.S., and Switzerland all taking top spots in the last decade according 

to the United Nations Office on Drugs and Crime. 

Others on the list include New Zealand, England & Wales, Sweden, Australia and Denmark 

Uruguay-   502.8 

Italy-    295.1 

Sweden-   288.5 

France-    263.7 

Greece-    227.1 

United States of America- 215.8 

Australia-   212.5 

Canada-   207.8 
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Chile-    185.0 

Lebanon-   179.2 

 

Source: UNODC International Burglary, Car Theft and Housebreaking Statistics, 2014 

 

EXHIBIT – VII 

Company Hierarchy 

 

Source: The company documents 
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Teaching Case Synopsis  
 

The case covers issue surrounding the adoption of information communication technology (ICT), 

internet of things and big data in a small and medium enterprise (SME). The company located in Telok 

Panglima Garang produced chili via fertigation technology system. Additionally, the company owned 

a shop which supplied fertigation technology related materials. At the same time, the company offered 

the fertigation technology installation, maintenance, and technical advice to those who were interested 

in starting up the business. From time to time, the company organized training courses pertaining to the 

technology system installation and farm business start-up to potential farmers, interested agriculture 

companies and public and private agencies locally and internationally. The case is useful to expose 

relevant Management Information System (MIS) theories, Supply Chain Management (SCM), current 

issues related to Internet of Things, Big Data within agriculture industry.  

 
Keywords: ICT, Information Systems, Internet of Things, Bigdata Analytics, SME, Agriculture 

 

 

1. PROLOGUE  

 

The following was an excerpt at Digital Agriculture Hackaton session in an event called 

#mydigitalmaker Fair 2019 Digital Agriculture organized by Malaysia Digital Economic Corporation 

(MDEC1) on the 14th September 2019. The moment was captured in Figure 1 between Encik Norhashim 

bin Kamisan (NK) and school pupils invited to the event.  

 

 
Figure 1: Encik Norhashim at #mydigitalmaker Fair 2019 

Source: Encik Norhashim Kamisan 

 

Encik NK: Anyone here wish to be a farmer? Silent… none of the pupils raised 
their hands. Encik NK then asked another question.  

 
1 MDEC previously known as Multimedia Development Corporation, is a government owned institution 

established in 1996 in response to the then new concept of ‘Digital Economy’. It is responsible to organize and 
lead Malaysia’s Digital Economy forward.  
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Encik NK: Anyone of you who live without eating? Everyone raised their hands and 

some even answered, 

 

Pupils: We can even die without eating. He then continued, 

 

Encik NK: Who wish to gain RM20K a week? Everyone raised their hands. He 

finally asked last question, 

 

Encik NK: Who wish to be freed from time constraints? Everyone raised their 

hands. 

 

Following the above passage, Encik NK continued his speech, portraying to these pupils, the potential 

of being successful farmer by adopting information technology in their business operations. He was 

invited as the speaker in the session for his success adoption of Internet of Things (IoT) in part of his 

supply chain business process. He brought the idea of a new landscape of agriculture sector via 

information technology adoption into the kids’ mind. At the end of the session he gained feedback on 
the interests of these young generations to pursue farming as a career. Though farming were not their 

first choice, but the thoughts of being farmers as a second choice was something that enlightened him.   

 

2. THE DATA DRIVEN AGRICULTURE LANDSCAPE IN MALAYSIA 

 

16th of July, 2016, Professor Datin Paduka Dr Fatimah Mohamed Arshad wrote an article “IoT solutions 
for the agriculture sector in Edge Weekly of The Edge Magazine. It was highlighted in the article, the 

challenges faced by farmers among others were to maximise yield per hectare, lessen operating cost 

and to sell the harvest at the highest possible price. Utilizing a traditional farming exercises with low 

access to technology, lack of institutional support and vulnerability to wide range of ambiguities such 

as pest disease and attacks, change in climate and swings of market were among other challenges 

highlighted in the article. The author argued that IoT was no longer an option but a necessity for 

Malaysian agriculture. 

 

In 2016, Malaysian government through Ministry of Agriculture (MOA) called for Internet of Things 

(IoT) implementation within agriculture industry and among SME owners. This was observed by the 

company as an opportunity to improve many of their business operations. Several steps were taken by 

the company in trying to answer the call.  

 

Figure 2 shown the landscape of data driven agriculture in Malaysia. As can be seen, population was 

expected to grow to 9.6 billion by 2050. It caused an increase of 70% more food within the same or 

even less size of resources such as land and water. Demand of agriculture products increased while 

water shortage becoming threat. Many other factors shaped the landscape.  

The figure was highlighted by Sharala Axryd and Chari TVT. Both wrote an article titled ‘A digital 
solution towards data-driven agriculture in Malaysia was featured in Digital News Asia (DNA) in 8th 

February, 2019. Based on the landscape portrayed in the Figure 2, both outlined four key challenges: 

• Low crop yield 

• Variation within farms and region 

• Lack of ability to manage calamities; and 

• Produce wastage 
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Figure 2: Landscape of data driven agriculture in Malaysia 

Source: https://www.digitalnewsasia.com/insights/digital-solution-towards-data-driven-agriculture-

malaysia 

For the above key challenges, they suggested the use of precision agriculture where data and automation 

can assist farmers to tackle the many challenges ahead. According to the two authors of the article, a 

new smart and high-tech era were needed to be commenced following the worrying global trend as 

depicted in the Figure 2. It can be seen in the figure that the global trend such as water shortages; 

weather and climatic variations; reduction of arable land; population increment and many others became 

the global trends that pressured the food systems. 

Based on his more than a decade experience, Encik NK, agreed with what being portrayed in the same 

figure. According to him, the common risks associated to farmers in Malaysia involved four main areas. 

The first was the water and climate. Low supply of water as well as the low quality of the water became 

among the two challenges in the first area. Weather was another test. A prolonged dry weather affected 

most farmers. Land was considered second challenge when not every land suitable for farming and it 

was also limited. The challenge was on the yield. Limited sources such as utility, fertilizer, and human 

resources lowered the yield. Commitment towards quality and farming consistency does affect the 

production. Fourth challenge was on the human capital. As scripted in the passage between Encik NK 

and the pupils at the #mydigitalmaker Fair 2019 Digital Agriculture event, most people regardless of 

age were not interested in agriculture sector. Most who were interested in the sector demanded for high 

wage and most of them were ill-discipline.  

 

3. THE TECH SAVVY FARMER 

Encik NK as pictured in Figure 3 was born in 2nd of January1984 in Selangor. He was the founder and 

the managing director of Pewaris Bumi Hijau (M) Sdn Bhd. His attractions toward chili fertigation 

plantation began in 2005 when he was 21 years old. It was his mentor, Encik Kamarul who inspired 

him to it. While still working as a runner, he started doing some research concerning the plant. 

Concurrently, he saved some cash in pursuing his dream. He was fed with information by his mentor 

that any chili fertigation start-up will need between RM5000 to RM7000 to start planting between 500 

to 800 polybags of chili. RM7000 was in his hand by 2006. The same year, he embarked in the planting 

at his mother’s land. It was an acre size that fit 800 polybags as a start.     

            

            

    

It was hard at the beginning, as he need to save a lot of capital the time he started. For nearly 2 years, 

he pursued his chili fertigation project while working as runner concurrently. In other words, he was 

https://www.digitalnewsasia.com/insights/digital-solution-towards-data-driven-agriculture-malaysia
https://www.digitalnewsasia.com/insights/digital-solution-towards-data-driven-agriculture-malaysia
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running the project on part time basis. To him, it was a learning process before he decided to quit from 

his runner job.  

 

 

Figure 3: Encik Norhashim bin Kamisan (Encik NK) 

Source: Encik Norhashim Kamisan 

 

Within the 2 years of learning process, he managed to increase the number of polybags. He continued 

saving and added more to reach to 2000 polybags. He then added another 6000 polybags to become 

8000 polybags. When the number reached to 10,000 polybags, he quitted his job in October 2018 and 

seriously concentrated on the project. It was hard at the beginning when he decided to increase planting 

more chili as the land was not enough. He managed to convince his eldest brother who was the trustee 

of other land of his mother. He then added more plants as his brother agreed to turn their 2 acres palm 

oil tree’s estate to chili fertigation planting farm.  
 

3.1 His company 

Pewaris Bumi Hijau (M) Sdn Bhd was established in 2009 in Telok Panglima Garang, Selangor, 

Malaysia. Began with the main focus to produce chili however, the company gradually expanded into 

other related business areas. He initiated the study about the industry in 2005 and started to outset 

farming on part time basis in 2006. He was just turn 22 when he started to plant the chili. Despite 

challenges concerning the business, he managed to overcome them through knowledge giving and 

sharing as well as through experiences. Sustainability was considered important for every business 

organization in particular the small and medium enterprise (SME) similar to the company.  

 

The company began with chili planting using fertigation technology within 12-acre land in Telok 

Panglima Garang, Selangor. Becoming the main supplier for chili production was the mission of the 

company. The reason was to minimize the reliability toward imported chili. As at September 2019 the 

company was located in Telok Panglima Garang, Selangor. The company also owned a branch in Pagoh 

with 3 employees. The company acted as the centre for the members of Green Fertigation Group (GFG) 

to pool their harvests. The centre was called Pusat Pengumpulan Hasil Pertanian (PPHP) which was 

located at the company’s headquarters in Telok Panglima Garang. The year 2019 marked the history 

for the company, as the centre will be expanded and shifted to a newly constructed building in a new 

location, 1.5km from the current centre.  It was a construction project covering an acre piece of land. 

The construction began in September the same year. The cost of constructing the building was RM4.1 

million and projected to complete in the middle of 2021.   

 

Figure 4 depicted the view of the future building of PPHP which will locate the company’s headquarter. 
The building will also locate the hall used for all events related to the centre as well as laboratory for 

the fertigation technology initiatives.  
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Figure 4: The view of future PPHP and PBH 

Source: The owner of Pewaris Bumi Hijau (M) Sdn Bhd 

 

Though the company produced chili, the main objective was to provide technical service in fertigation 

system installation for every possible plant. The company also involved in supplying planting and 

farming materials mainly fertigation technology related material. Added to these objectives were to 

assist as well as to develop trained and skilled entrepreneurs in practically use the fertigation technology 

in their farm. As at 2018, the company have productively developed and trained 250 entrepreneurs. 

These entrepreneurs who were also the members of GFG, practiced their planting skill using fertigation 

technology mainly the red chili production. Fertigation technology can be applied in other crops such 

as cucumber, ginger and turmeric. 

 

The company was divided into three different sections namely Technical Division, Office and Shop 

Division and Farm Division with 13 employees. From time to time, the company received several 

interns from various higher learning institutions in Malaysia. Continuously, the company received 

between 8 to 18 interns at any particular internship session. The organization chart of the headquarters 

is depicted in the left column of Figure 5 while the left column of the figure illustrated the organization 

chart of Pagoh’s branch. The branch has three employees who in charged on matters related to 

fertigation technology farming, pooling and serving centre to farmers in the Johor state. 

 

 

 

 

Figure 5: Organizational chart (Headquarters & Pagoh’ branch) 
Source: Encik Norhashim Kamisan 

 

3.2 His attitude: information at your fingertips  

Encik NK was a Gen-Y category of person. He supported the evolution of digital technology and agreed 

with the importance and influence of this technology towards agricultural productivity. He was the first 
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farmer selected by MDEC in collaboration with Pertubuhan Peladang Kecil (PPK) Kuala Langat to 

venture into the E-Satellite Farming.  

 

As a way to get in touch with the stakeholders of his business operation, he adopted many mobile 

friendly applications. Social media applications were important to his business operations particularly 

the downstream supply chain activity. He started to write about his business activities in a blog which 

can be accessed via http://fertigasihijau.blogspot.com since 2009. The same year, he opened his 

Facebook account using his name. Due to the limitation of friends allowed for a personal account, he 

then created a page named Fertigasihijau Pewaris Bumi Hijau. He actively used all these social media 

apps as medium to provide information to everyone interested in the technology.  

 

He started to use WhatsApp, another social media application owned by Mark Zuckerberg, the owner 

of Facebook, Inc.  The application was used in 2016. In 2018 he took advantage of Telegram application 

for the advance feature which was not offered by other apps as well as to broaden up his reach towards 

the potential users or farmers who may not be having other social media apps. WhatsApp was currently 

the main social media application to communicate with the GFG member who wished to send their 

harvest to the PPHP to be distributed and marketed.   

 

In the upstream supply chain activity was where the IoT device adopted by his company. The device 

was the main part of the E-Satellite Farm project.  

 

3.3 Triumps 

Encik NK can be considered a prosperous agropreneur2. He made five digits Ringgit Malaysia (RM) 

monthly since when he fully determined in his chili fertigation farming. He obtained many awards and 

recognition in Malaysia. Since the success of his fertigation experiences, he has been invited by many 

broadcasting channels, such as TV1, TV3, TV9 and others in their live segments to share with the bigger 

crowd. His success and experiences were not only broadcasted in documentary segments in these major 

Malaysian television channels, he was also featured in their live segments.  He was also broadcasted in 

newspapers such as Sinar Harian, Berita Harian and many others. He was also featured in many 

magazines across the country.  

 

Encik NK received other recognitions and awards such as in the Figure 6. He was one of the initiators 

to collaborate with Pertubuhan Peladang Kawasan (PPK) Kuala Langat to established the GFG. As in 

early 2019, the group consisted of 450 members among entrepreneurs throughout Malaysia. The group 

chili plantation coverage was 200 acres which contained 1 million polybags across the country accept 

Penang and Perlis. One of his farms was featured in Malaysian Guinness Book of Records for a record 

of producing 23 tonnes of chili via smart fertigation method in a day.  

  

 
2 An entrepreneur within agriculture industry 

http://fertigasihijau.blogspot.com/
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Figure 6: The Awards and Recognitions 

Source: Encik Norhashim Kamisan 

 

He was also a certified trainer in fertigation systems continuously organized the system training courses 

from time to time. As at July 2010, 18 fertigation technology courses conducted in various premises. 

By 2019, hundreds of courses of this technology were organized by his organization. He was also 

invited as panel, keynote speaker, jury for many related events across the country. 18th of April, 2019 

marked a history in his life and his career, when he had a live streaming conversation with the Prime 

Minister of Malaysia, Tun Dr Mahathir Mohamad. He posted it in his Facebook account depicted in 

Figure 7.  

 

 

Figure 7: Live Streaming with the Prime Minister of Malaysia 

Source: Encik Norhashim Kamisan 

4. E-SATELLITE FARM 

e-Satellite Farm was the biggest fertigation planting project where the farm was fully 

systematic controlled via IoT. The project initiated by Pertubuhan Peladang Kawasan 

(PPK) Kuala Langat, was joined collaborated with Malaysia Digital Economic 

Corporation (MDEC), Atilze and Pewaris Bumi Hijau (M) Sdn. Bhd. (PBH)  

       ~ Owner of PBH 

 

Ikon Agroprenuer Muda 2018/2019 

(Kluster Tanaman Fertigasi) 
Pavilion Agro Youth Hall A, MAHA 2018 

Anugerah Agroprenuer Tanaman 

Terbaik (Sayuran) 
Selangor AgroFest Tahun 2018 
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Figure 8: Two views of the site of e-satellite farm 

Source: Encik Norhashim Kamisan 

 

Figure 8 pictured two views of the site of the e-Satellite Farm in Telok Panglima Garang, 2km away 

from the PPHP. The farm placed along a slim village road in Teluk Mengkuang. It was a one and half 

acre satellite chili farm in the middle of oil palm plantations.  

 

It was interesting to read an article in Selangor Journal reported by Cecelia Alphonsus on this site. 

Posted on the 24th of September 2019 titled ‘Now Everyone Can Farm’ the report coverage featured the 
application of precision agriculture via the deployment of IoT. Other newspaper reported similar 

coverage. Figure 9 depicted few coverages on the information technology used in the company. These 

technologies covered both the upstream and the downstream of the supply chain activities of the 

company.  
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Figure 9: News coverage on precision agriculture technology 

Source: Selangor Journal, Sinar Harian and BHPlus 2019 

 

4.1 About the Technology 

Pewaris Bumi Hijau Sdn. Bhd. designed the structure of fertigation system for e-Satellite Farm under 

the PPK Kuala Langat. The company was responsible to supply and install the fertigation system in the 

farm. The difference between e-Satellite Farm compared to other was that it was activated, controlled 

and monitored through smart phone.  

Smart Farming is an element of technology adopted in fertigation system 

through internet of things which enabled unlimited data access anywhere. 

           ~ Owner of PBH 

 

According to Encik NK, there were four functions and benefits of Smart Farming which featured as 

follows:  
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• Accuracy in EC3 measurement of fertilizer. Adoption of IoT in the system managed to 

reduce the fertilizer cost up to 30%. 

• The yield and grade of chili improved. With IoT adoption, 20% - 30% yield increased and 

more Grade A chili produced.  

• Manpower reduction. Part of the system allowed the use of machine as a controller instead 

of human. 

• Finger tips monitoring. Monitoring and controlling of the farm was done via smart phone 

and all updates received via short message service (SMS) connected to the IoT device.  

 

The technology unit and its functionality are illustrated in Figure 10. The top picture of the figure 

depicted the unit equipped with the IoT device while the bottom illustrated the link between the unit 

with smart phone.  
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n system 
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Figure 10: The fertigation system unit and its functionality 

Source: Encik Norhashim Kamisan 

 

4.1.1 Comparison of two systems 

It appeared that the smart farming featured greater advantages in comparison to a conventional 

fertigation system. Based on research by MDEC, the used of Smart Farming system improved the 

productivity in the aspect of farm management (EC reading) and operation cost. Figure 11 illustrated 

the finding of the research as reported by Encik NK. Reduction of fertilizer cost was apparent when the 

IoT device abled to read the EC reading accurately.  

 
3 EC stands for electrical conductivity which measure the fertilizer level. Understanding the reading of EC will 

help in producing a high yield within fertigation technology  
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Figure 11: The difference of EC readings with and without Smart Farming 

Source: Encik Norhashim Kamisan 

 

As reported by Encik NK, annual income for chili production was RM96,000. The amount involved 2 

seasons with accumulating RM48,000 per season. The average price was RM6 per kilogram (kg) with 

an average of 2kg production per polybag. Figure 12 shown the annual income on the top of the figure 

while the second of the figure portrayed the comparison in terms of initial cost as well as the cost of 

operations. The bottom of the figure represented the difference in terms of land ph reading between 

farm equipped with IoT device and the without the smart feature.  
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 Figure 12: The initial cost and cost of operation comparison 

Source: Encik Norhashim Kamisan 

 

 

4.1.2 The mobile feature of the application 
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The mobile application connected to the IoT device equipped in the fertigation system was named 

Fabrick. Figure 13 and Figure 14 represented the look of the mobile application of its various 

functionalities.  

 

  
 

 

 

Samples of the look on 

smart phone apps 
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following dashboard views on 

smart phone apps 

Figure 13: Fabrick application: the views from smart phone 

Source: Encik Norhashim Kamisan 

 

  
 

 

 

Samples of SMS received from 

the application by the user on 

the update of the reading and 

related function of the system 

 

 

 

Samples of reading metre 

following graph views on smart 

phone apps 

Figure 14: Fabrick application: the samples of SMS and graph readings 

Source: Encik Norhashim Kamisan 
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5. EPILOGUE 

 

Apparently Encik NK was a dedicated business person when he ventured into the business and featuring 

current technologies in his business operations. All the technologies adopted by the company were 

potentially good for the business but there was even bigger opportunity to the business if these 

technologies be integrated and connected to each other to ease information processing to following the 

flow of information through the supply chain activities. Many questions lied in the mind of Encik NK: 

Is there any other possible improvement of the current technologies? Are there any missing parts that 

can be identified to gain greater yield and cut the cost to the minimum possible level? He knows that 

he still faced a lot of challenges.  
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Teaching Case Synopsis  
 

This 8-scenes designed teaching case revolved around En Sanuri, an Education District officer of Kerian 

Pulas, who was asked by his superior to cut down school clubs expenditure and to close unnecessary 

clubs that emerged in schools.  This was the effect of budget cut across the Ministry of Education due 

to the current economic status. Neuroscience clubs established in four schools in Kerian Pulas were 

likely targets for closure. The clubs were externally initiated by a senior lecturer Dr. Badrina from a 

university nearby who helped coordinate activities that the four schools benefited. However weighing 

the situations and all parties, which include Dr. Badrina, the teachers from the respective schools and 

students involved, making it more difficult for En Sanuri to make the ultimate decision. This decision 

or unfinished case was designed to suit various courses, namely language, and communication-based 

on language and communication theory or educational psychology related theory and courses. 

Specifically, issues provided in the various scenes of the case are related to communication strategies, 

adult development, understanding learners and learning as well as leadership. This case was designed 

to help understand the various roles that the characters play in communication strategies as well as how 

each adult, in this case, approach their position either as officer in charge or as club advisors and how 

they develop their students' learning of science. 
 

Keywords: Communication Strategies, Adult Development, Understanding Learners and Learning, 

Leadership   

 

 

1. INTRODUCTION  

 

When Mr. Sanuri, an Education District officer of Kerian Pulas, received a visit from Dr. Badrina, a 

senior lecturer from Kerian International University, he realised what he thought would have happened 

a long time ago will truly happen now. He knew that her visit was to discuss the sustainability of the 

Neuroscience clubs, established in four schools in Kerian Pulas district with the help of Dr. Badrina 

since 2014.  His boss also informed him earlier that day that funding to all school clubs was depleting. 

Even more so for the Neuroscience clubs, which was merely initiated by Dr. Badrina as part of her 

community service to the district via the four schools to improve students' love of learning science. 

However, her determination and the school support, as well as students' enthusiasm, had made the club 

thrived longer than he expected. He realised if ever he needed to close any clubs in the four schools, it 

would be the ones not initiated by the Education Department or Ministry. Neuroscience clubs were one 

of them.  Nevertheless, the four schools have benefited from the Neuroscience clubs far better than 

other clubs established in the schools.  The fate of the four Neuroscience clubs was in his hand. It was 

easy to decide if it was not for Dr. Badrina's visit to his office.  He could not stop but remember her 

enthusiasm and realised to be fair, he needed to weigh all aspects carefully before he can make the 

important decision. He needed to let his boss know his decision soon – to close or not to close the 

neuroscience clubs.   
  

2. THE CASE 

 
Scene 1: A problem well stated is a problem half solved 

Knock! Knock! 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malays 

 160 

"Come in! Oh, it's you Dr. Badrina… Please have a seat. I thought our meeting is scheduled tomorrow. Sorry, 
I've been swamped with work." Mr. Sanuri sounded apologetic. 

"No, that's fine. I'm sorry to be bothering you but we need to discuss the future of the Neuroscience Club", said 

Dr. Badrina as she seated herself opposite Mr. Sanuri.  A very typical nature of Dr. Badrina who gets to the point 

in whatever she says. 

“Yes... Yes. How long has this club been running for again? I completely lost track of time” 

“Ït’s been more than 4 years…” said Dr. Badrina almost feeling slightly awkward towards En Sanuri who to her 

was not keen about the neuroscience club existence in the schools.  

“Honestly, I didn’t think that it could last that long…(paused as if realised that he had awkwardly blurted his 

view and might have offended Dr. Badrina and so sheepishly he added)… But the club seems to be thriving I see, 
with activities and competition, which is good actually”, observing Dr. Badrina with an almost apologetic 

expression. 

"Yeah, but …", Dr. Badrina hesitated before she continued, "there are issues that need to be discussed since now 

I'm holding an administrative position in the University.  All these years, I didn't mind coordinating activities for 

the clubs but I'm afraid now I cannot do it anymore and it's time for them to become independent… I think the 
school should be ready by now to sustainably maintain the Neuroscience club but they would need your support 

and funding of course". 

"I'm sure you are aware of the financial situation of the country and we need to cut down expenditures. This means 

we may need to cut down funding for clubs which could affect the establishment of any new clubs.” 

"But generally, the clubs are doing well. The neuroscience club is not new right?... considering more than 4 years 

it has been running in the four schools. Students are getting excited. They can see the potential of learning science.  

That’s what the government aims for right? You should be happy…And if I may say, Neuroscience clubs are the 

only active club in the respective schools especially at the national level", Dr. Badrina insisted full of passion. 

Worried that he might say something wrong and offend the passionate lecturer, who for more than four years has 

done what she could possibly do for the clubs in the four schools he decided to end the conversation.  “Okay. Let 
me think about it and I’ll get back to you” 

Scene 2: To close or not to close: What to do with the Neuroscience Clubs 

Later that day… 

Mr. Sanuri glanced out of his office windows. His frowning face depicts his state of mind. Feeling frustrated and 

under pressure, he sighed softly while his fingers slowly pressed against his temple. Throwing himself on his 

chair, he clumsily flipped through the neuroscience file for the umpteenth time. It was essential that a decision is 

made soon. The real dilemma lies between allowing the continuation of neuroscience clubs in the future or 

otherwise. It didn't make it better that his superior called him to his office to remind him of the urgency of the 

situation. It was without a doubt that Neuroscience clubs, which were pioneered in four different schools, had a 

mixture of responses from both teachers and students alike. This was also emphasized by the North Zone 

Coordinator for Neuroscience Clubs, Associate Professor Dr. Badrina Abdul Rahman.  

However, knowing that his decision will affect all of the schools involved only adds fuel to the fire. Personally, 

he could not care less whichever way this goes, as he was not the person in charge of the clubs, he neither initiates 

this project nor the Ministry or people of authority above him. But explaining to the teachers, students involved 

and especially the coordinator will be a daunting task. He felt obliged to Dr. Badrina because of her voluntarily 

initiatives for the past 4 years has made Kerian Pulas (KP) district proud when a 12-year-old student from Sekolah 

Kebangsan Seri Amar Tanjung won first place at the national level for the Malaysian Brainbee Junior 

Competition.  

Decisions decisions decisions… 

He sat at his desk looking through the files to study each school.  He knew he had to be objective in looking at 

each school's progress and consider the view and effort of the Coordinator, Dr. Badrina. 

Scene 3: Primary School 1- Sekolah Kebangsan Pulau Kapas (SKPK) 

Ms. Shakirah, a vibrant teacher in her 40s, watched her students with a wide grin on her face. Even though she is 

no longer the teacher advisor for Neuroscience Club (NS), the weekly meetings conducted by them were always 

a delight as far as she was concerned. She was only the teacher advisor for one year when the club was initially 

established. Nevertheless, she voluntarily spends time with the NS members because the current NS teacher 

advisors are clueless. She enjoyed watching her students who range from 9 – 12 years of age take charge and 
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become active members, deciding on activities they could carry out together. She welcomes students no matter 

when if they felt they needed her help. Feedback from the students was also pleasant. They enjoyed the activities 

carried out and felt it was a way to enjoy science. They did, however, have problems with proficiency as 

information given in handouts was in English. However, it didn't deter their interest in the subject. Essentially 

though, Ms. Shakirah felt the club could be improved by providing a comprehensive module that is standardized 

for all schools because at times she felt she ran out of ideas. Hence, a module would be helpful. This will ensure 

schools have a standardized syllabus they can refer to.  Besides, instead of using only English for the quizzes, she 

felt that by adding the mother tongue, students may feel more comfortable. In her view, more workshops were 

also felt essential for all teachers as more cooperation from other teachers would benefit the club. However, she 

needs the coordinator to suggest this to the headteacher. Constraints in terms of the budget should also be 

addressed as they require money to conduct most activities. The budget given by the school was not enough as 

they also need to collect money from students and parents. However, the other teachers were not as positive. They 

felt they needed more time and guidance. They also felt that the objective of the club is not yet met as they felt it 

was unclear. 

Scene 4: Primary School 2 - Sekolah Kebangsan Seri Amar Tanjung (SKSAT) 

Her steps were fast and determined. Ms. Marlina, a 40-year-old science teacher, entered the teachers' lounge 

carrying more than she could bear. Her small stature makes it even more apparent. Relieved, she dumped the 

students' exercise book on her table. Her table looks like a war zone even without the extra books. This was her 

normal routine every day. It's a wonder that she gets a chance to grab lunch. Although she is in charge of the 

Neuroscience Club, the students do most of the work. They meet every other week to discuss the activities that 

can be carried out and asks for her opinion and approval. She's amazed that even though her students are young 

between the age of 9-12 years of age, but they are so excited to handle club matters. Most of the time, she provides 

the information required for students which in turn helps them to conduct the activity. She entertains messages 

from her students at even ungodly hours. The discussions were done in groups and groups were given alternate 

weeks where they are responsible for activities carried out. Students were active and came up with ideas that were 

out of the box which gained the interest of others. To think that they are young and yet can take charge of the 

activities makes her excited as the club advisor. Last year, when Farhana, one of the club members won first place 

at the national level, many more students were motivated to join the club and some have already been inspired to 

follow her footsteps. Although in her opinion the club is extremely useful, the syllabus is quite high for her primary 

students. Her students were mostly high performers who joined the club due to their interest. They did not need 

much guidance from the teachers as they do most reading on their own. They then discussed what they've learned 

with peers. She does, however, feel she does not get the support from other teachers as most were busy with their 

own tasks. The club helped the students to become more independent. They were able to explore on their own 

especially with the use of computers. This in turn also improves their ICT skills and they can use the dictionary if 

they do not understand the terms. However, since the computer lab isn't functioning, it does hinder the activities 

carried out. 

Scene 5: Secondary School 1 - Sekolah Menengah Sg. Muda (SMSM) 

The hot and stuffy weather didn't bother Ms. Noraizah, a 50-year-old teacher, to complete her task of marking 

students' test papers while waiting for them to complete the first round of the Neuroscience competition. Her hand 

movements were deliberate, swift and portrayed more than 20 years of experience. She calmly completed her task 

while waiting patiently outside the hall. Her students were motivated and excited that morning. They had studied 

hard before together. Even though they were from diverse backgrounds, races, and religions, it did not stop them 

from becoming one big happy family through activities conducted in the Neuroscience Club. Feeling motivated 

and positive, they were ecstatic to enter the competition. The door suddenly burst open, and students tumbled out 

of the door rushing to their respective teachers. Her students walked towards her in loud voices, excited to tell her 

what happened. She listened attentively while offering fruits as snacks. Concerned that her students might feel 

hungry by noon, she persuaded them to eat up. Her students eagerly accepted and continued telling their stories. 

Every time activities or competitions were conducted, students enjoyed it immensely. Thinking back, she thought 

that the school has changed because of the NS club members. After all, the school was considered a black sheep 

in the Kerian Pulas (KP) district. But that all changed when many of the NS club members became finalists in the 

Malaysian Brainbee competition compared to the so-called academically inclined schools. Their achievement has 

transformed not only the students' self-confidence but also the teachers'. Teachers began teaching collaboratively 

and that made the concepts that were taught in class easier for the students to relate to. Students have more 

opportunities and exposure to science-related concepts which in turn will make them more interested to further 

their studies in the science field. To ensure students who may not be as academically inclined learn better, activities 

were done mostly via group projects, student presentations and science fair. Ms. Noraizah recalled in the year 

2015, her student named Wei Leong, who was 17 at that time, became the top 5 finalist but was shy of a few 

points to become the champion representing Malaysia. Wei Leong now is doing medical robotic engineering. She 
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also feels that the objective of the club is fulfilled although more planned activities could be conducted for all the 

schools. They would learn better too if more field trips were conducted to see the symptoms that they discuss in 

the notes.   

Scene 6: Secondary School 2 - Sekolah Menengah Junjung (SMJ) 

Ting! Ting! The endless notification kept coming in. Ms. Xena frowned as she checked her email. To her utmost 

dismay, the list just keeps getting longer and longer. She let out a loud sigh as she read an email regarding the 

Neuroscience club competition. Frustrated, she can’t help feeling helpless, like she’s drowning, swamped with 
work. Closing her eyes, she still could remember the day she started working as a teacher. It was always her 

lifelong dream to become one. She was so full of passion and motivation until it all started to become an endless 

routine and constant pressure in getting excellent results. The passion slowly started to fizzle out. She's been given 

a lot of responsibilities especially being the excellent teacher for science. She's constantly not in school, having 

to conduct training and attend meetings. She hardly had time to read emails what more to answer them. Now, in 

her early 40s, she just feels like she is dragging herself to work every day, waiting for school to be over. Waiting 

for her retirement days. The club is undeniably beneficial for the students and they are interested. Yet, the lack of 

support from other teachers and students' heavy workload does not help. Her students are all very bright and active 

but lack of time and commitments hinder the whole process. Most of the time notes are given for them to memorize 

or read on their own. Moreover, most of the activities were all planned by the teachers, which made it all more 

exhausting.  

Scene 7: North Zone Coordinator for the Neuroscience Clubs - Associate Professor Dr. Badrina Abdul 

Rahman 

Dr. Badrina glanced at the clock hanging in her office as the new dean of the School of Humanities.  

“Oh no! It’s already 5.30 p.m!” she exclaimed shocked to see the time.  

As usual, she is easily distracted and occupied when she’s doing her work. However, there is so much more to be 
done and the day is already over.  

Nervously, she grabbed her phone to check for any new emails or messages. There is one particular news that she 

is waiting for, the status of the Neuroscience Clubs. Feeling anxious and slightly upset, she is dreading to hear the 

latest situation of the clubs especially when she has put in blood, sweat, and tears in coordinating the activities. It 

was her baby! 

Her main motivation behind the establishment of the clubs was to develop young minds and to give them 

opportunities to learn science, which may lead to an interest in the area. However, now that she is busier as ever, 

she knows it will be nearly impossible to coordinate it like before. It’s time for the teachers to become more 

independent and take charge of the clubs rather than relying on her to run the club. She wants the clubs to continue 

to thrive and grow but she knows it will not be an easy task to sustain it without everyone’s cooperation.  

Scene 8: The decision 

Mr. Sanuri closed the files. He sat reclining in his chair and closed his eyes.  Reading the files made him more 

confused than before. On one hand, he understands that there is pressure from his authority that funding for clubs 

in schools will undergo further budget cuts. On the other hand, the active participation of the members and teachers 

of the neuroscience clubs in the schools cannot be denied. 

The sun outside his window peeped through the thick clouds in the evening setting, a sign to show the day is 

almost over.  While he packed the report in his bag and prepared himself to leave his office for the day he cannot 

help it but whispered to himself, “What would it be Sanuri? To close or not to close”. 

 
3. BACKGROUND OF THE ESTABLISHMENT OF THE CLUBS 

 
In 2014, four schools in the district of Kerian Pulas (KP) agreed to start a neuroscience club (NS) in 

their respective schools for the first time. The four schools, which included two primary schools 

(Sekolah Kebangsan Pulau Kapas (SKPK) and Sekolah Kebangsaan Seri Amar Tanjung (SKSAT) and 

two secondary schools Sekolah Menengah Junjung (SMJ) and Sekolah Menengah Sg. Muda (SMSM) 

agreed to run the clubs. These schools are government-funded national schools where the co-curricular 

activities such as the activities carried out by clubs, like neuroscience clubs, were monitored by the 

district education officer, Mr. Sanuri Omar. Mr. Sanuri Omar is the officer in charge of Science and 

Mathematics. The diagram (Figure 1) below depicts the schools involved in neuroscience clubs in the 

district of Kerian Pulas.  
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 Figure 1: Structure of person in charge for co-curricular activities including neuroscience clubs in Kerian Pulas 

 
The District Education Department hoped that school co-curricular or extra-curricular activities such as 

the neuroscience clubs proposed provided the potentials to promote the love of science-related fields 

amongst students. Learning of science-related subjects were unpopular especially amongst the high 

school students. The Ministry of Education had suggested a 60-40 policy and Science Technology, 

Engineering and Mathematics (STEM) integration in schools, targeting 60% of the total population of 

students opting for science stream in high school as opposed to Arts and other streams. The policy was 

designed with the intention to encourage more students opting for pure science subjects. Nevertheless, 

the reality shows just around 20% of students opted for science-based subjects in most government-

funded secondary school. Each school has various co-curricular clubs headed by a Teacher Advisor and 

supported by the respective Head Teacher (for primary schools) or Principals (Secondary schools). 

Depending on the support received by the management and the district education office, these schools 

had the autonomy to offer new clubs in their schools. Nevertheless, all the schools involved embedded 

the neuroscience clubs under the existing Science and Mathematics Club though some attempted to 

rename the club. 

 

These schools have been involved in the neuroscience club activities since 2014. Part of the annual 

activities of the clubs included participation in the Malaysian Brain Bee Challenge for the secondary 

schools and Mini Brain Bee Challenge (MBBC) or later renamed to Malaysian Brain Bee Junior 

Challenge (MBBS Jr) for the primary schools. There were other activities done by the pioneer schools 

involving Science and Maths Division Officer in Charge from District of Kerian Pulas (KP), specifically 

from the District Education Department, who is Mr. Sanuri.  He is in charge of science and mathematics 

division to monitor all schools under the District of Kerian Pulas and so is very aware of the existence 

of neuroscience clubs in SKSAT, SKPK, SMSM, and SMJ, which varies, from one club to the other. 

However, he was not instrumental in the development of the neuroscience clubs and has left the clubs 

under the coordination of Associate Professor Dr. Badrina who, part of her community services and 

passion, coordinates the activities in the four schools. 

 

The graph in Table 1 below shows the drastic increase in the number of students who became members 

of the NS clubs in all schools. The upsurge affected all schools with SKSAT leading with the highest 

number of members in 2019.   

  

Pioneer schools involved 
in setting up neuroscience 

clubs in 2014

Officer in Charge

District of Kerian Pulas District Education 
Department

Mr Sanuri Omar

(Science & 
Mathematics)

SKSAT SKPK SMSM SMJ
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Table 1: Number of students as members of NS clubs per school between 2014-2019 

 

 
 

In addition, even though there is no apparent trend that can be concluded in the graph shown in Table 

2 below, which displays the number of finalists in the national competition (MBBC and MBBC Jr) by 

school, there is a growth for almost all schools in 2019 in comparison to 2014, the year NS club was 

introduced.  

 

Table 2: Number of finalists in the Brain Bee competition from 2014-2019 by school 

 

 

 

The success of NS club can also be seen when in 2018, one of the students from SKSAT became 

National Champion of Malaysian Brain Bee Junior. Challenge. The email conversation below in exhibit 

1 was shared by Dr. Badrina to Mr. Sanuri to inform of the achievement.  
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Exhibit 1: Email that Dr. Badrina shared with En Sanuri 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

     
Exhibit 2: Third place was won by SKPK pupil 

                                                                  
Meanwhile, in 2019, SKPK won third place in the 

National Brain Bee Competition. SKPK always seems to 

think that they can never outshine SKSAT, which is 

considered a high-performance school.  When SKSAT 

won the national MBBC Junior championship in 2018 

the students in SKPK felt that they could do the same and 

in 2019 one of the students came through as third place 

winner in which the school felt overwhelmed. 

 
 

 

Although the questions in Malaysian Brain Bee Challenge (MBBC) were considered tough, but students 

in SMJ shown in exhibit 3, who participated in the semi-finals, enjoyed it. The picture below showed 

the students in the hall ready to answer the questions in the competition. Students were nervous but they 

were mostly excited to demonstrate their understanding.  

 

 

Badrina 

Badrina 

Farhana 

SKSAT

Dear Mr. Sanuri 

Just to share the message given by 

the main organizer. One student 

from SKSAT became National 

Champion of Malaysian Brain 

Bee Junior.  Well done to her and 

her school as well as you and 

Kerian Pulas Education 

Department. 

 

Badrina 
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Exhibit 3: Students participated in MBBC 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
The schools also gave their cooperation in ensuring the activities were done for the NS club. For 

instance, as can be seen in the WhatsApp conversation below (refer to exhibit 4), SMSM had a mini-

brain exhibition in their school's library. This exhibition was creatively organized by the club members 

under their teachers' supervision. The exhibition was not only a platform to showcase what they know 

about the brain but it also exposed other students to learn more about the brain in particular. 

 
Exhibit 4: Ms Noraizah shared what SMSM NS club members did with Dr. Badrina 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Moreover, cooperation was also given for material development for teachers involved in SKSAT to 

support the neuroscience club activities. One example is the training that was done in SKSAT to help 

develop more materials that can be adopted by their NS club. The picture in Exhibit 5, showed their 

teachers hard at work collaborating to help develop materials.   

 
Exhibit 5: Teachers collaborating to develop materials for NS club in SKSAT 
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4. CLOSING PARAGRAPH  

 
Mr. Sanuri Omar, as the officer in charge in the Education District of Kerian Pulas, would have to 

decide what he needed to do and report to his superior his decision as soon as possible. The case ends 

in Scene 8 with him still unsure of his decision.  

  

 
5. ACKNOWLEDGEMENTS 

 

The authors would like to acknowledge the Institute for Management and Business Research (IMBRe) 

for funding this project.  Our gratitude also goes to all parties involved in the respective schools, 

Education department, and organization related to supporting the development and completion of this 

teaching case.  

  

 

BIBLIOGRAPHY 

 

McGuire, Stephen & Whaley, George. (2017). Guidelines for Writing a Management Teaching 

Case Study. Journal for Research in Mathematics Education. 

Strelchonok, Angela & Ludviga, Iveta. (2013). The use of case studies in the business English 

language teaching. Social and Natural Sciences Journal. 7. 144-151.  

 

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

__________ 

*Corresponding Author. Tel.: +6048113/+ 60192102249 

E-mail: zakhiri@uum.edu.my 

 

 The Application of the Principle of Ijarah Muntahiah bi al Tamlik as a 

Value Based Intermediation on Rent to Own Financing Product 
 

Mohd Zakhiri Md Nora, Ani Munirah Mohamadb, Ain Husna Arshadc,   

Najah Inani Abdul Jalild  
 

a, b, c, d School of Law,Universiti Utara Malaysia,06010 Sintok, Kedah Darul Aman,,Malaysia 

 

 

Teaching Case Synopsis  

 

This teaching case is pertaining to how the Islamic concept of Ijarah that is Ijarah Muntahiah bi al 

Tamlik ijarah  (“Ijarah”) be applied as value based intermediation (VBI) particularly for rent to own 

(RTO) Islamic financing products. The market segment of this product is for the new generation 

whereby they can own a house without paying any deposit on account of the fact the higher price of 

housing estate. This teaching case starts with the background of Maybank Islamic and the salient 

features of the RTO product. It also will discuss the nature of Ijarah as the underlying contract in RTO 

product. Further, this teaching case shall examine how the concept of ijarah is applied in RTO. The 

data used in writing this case had been obtained through semi-structured interviews with the relevant 

parties to the RTO product. In addition, some preliminary information had been accessed through the 

company's website. All the data then had been transcribed and referred back to the company for 

verification and personal consent purposes. This teaching case found that RTO to some extent plays its 

part as VBI roles and it is approved as a Shariah compliant product.  This teaching case can be used in 

the area of Islamic finance and banking law and Islamic wealth management. 
 

Keywords: Ijarah, Value Based Intermediation, Rent to Own  

 

 

1. INTRODUCTION  

 

Value-based intermediation (VBI) aims to deliver the intended outcomes of Shariah through practices, 

conduct and offerings that generate positive and sustainable impact to the economy, community and 

environment, consistent with the shareholders' sustainable returns and long-term interests. (Bank 

Negara Malaysia, 2018). This concept was introduced on 3rd August 2018. The objective of VBI are to 

generate positive and sustainable impact to the economy, community and environment through 

practices, processes, offerings and conduct. BNM issued three documents to facilitate the 

implementation of VBI inter alia the implementation guide for VBI, The VBI financing and investment 

impact assessment framework and the VBI scorecard. VBI benefits financial industry in terms of 

innovation, enhanced efficiency and effective ecosystem. For customer and community, it will improve 

standard of living, fair and transparent treatment. VBI also helps the government realignment of 

business focus with national agenda and for regulator it will strenghern financial stability. 

 

VBI will boost Islamic finance to a higher level backed by Shariah principles and values. VBI will help 

Islamic financial institutions to go beyond banking and encourages good and ethical behaviour. This 

study will focus on Rent to Own (RTO) product issued by Maybank Islamic as one of VBI initiative. 

The purpose of this product to help the customer that faced insufficiency in down payment to have their 

dreams (www.maybank2u.com). This initiative seems to address the national issue of affordability of 

house. It seems that the problem of this product was lack of financing accessibility to B40 group to own 

the house, clarity of Islamic leasing contract used and its Shariah objectives (maqasid Shariah), the 

excessive rental rate and the clarity of legal issues and legal documentations involved. 

 

The learning objectives of this case study:- 

 

1. To identify the Shariah concept and objectives used in RTO financing facilities?. 

mailto:zakhiri@uum.edu.my
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2. To examine the governing law and legal issues involved in RTO financing facilities? 

 

This teaching case could be used in GLUE 3034 Islamic Banking Law subject for Bachelor of Laws 

program, and ULUP 2014 Bachelor of Philosophy, Law and Business (BPLB)  School of Law, 

Universiti Utara Malaysia, 06010 Sintok, Kedah. It also can be used in BWSS2013 Philosophy of 

Business in Islamic Finance and Banking BWSS2093 Contract in Islamic Banking and Finance, 

Bachelor of Islamic Finance and Banking (BIFB), School of Islamic Business, Universiti Utara 

Malaysia. 

 

This case study is important because it will help the students to achive the learning objective i.e to have 

better undertanding of the Shariah and legal aspects of banking because the present case study shall 

focus on the essence of value based intermediation also concerns on the social impact and environmental 

protection element of Islamic financing.Futhermore, it will help the student to achieve the course 

learning outcome inter alia apply the Shariah principles with relevant law governing Islamic banking 

in Malaysia. 

 

Therefore, there is an urgent need that this case study be carried out because Central Bank of Malaysia 

has issued the Strategy Paper Value- Based Intermediation and Implementation  Guide for Value Based. 

The suitabability and adaptability of this concept to be adopted in Malaysian Banking framework need 

to be futher studied and explored.  

 

2. BACKGROUND OF THE INDUSTRY  

 
The industry in which the case company is in is banking and financial institution. This case study also 

relates real estate industry. This is because banking and financial institution acts as financial 

intermediary between the customer and the developer in real estate industry. 

 
3. BACKGROUND OF THE CASE ORGANISATION/COMPANY 

 
Name and Location: 

 

Maybank, 9th Floor, Global Banking, 100, Jalan Tun Perak, Kuala Lumpur 

 

Major Products and Services: 

 

It provides Shariah compliant products and services  in Malaysia, Indonesia, Singapore, 

Hongkong,Labuan, London and Bahrain.Profit Before Tax growth was up to 27.2% in 2017. Total 

income  rose 12.3% to RM3.82 billion as financing grew 9.1% to 163.56 billion. The growth mainly 

contibuted by corporate, mortgage and SME financing.Maybank Islamic financing portfolio has 

increased to 56.9% from 54.5%. Total deposit griwth was 11.8% to RM 154.45 billion. The growth was 

mainly driven by CASA and Term Deposit.In 2018, the bank is targeting to diversify the underlying 

asset for Unrested Investment Account, grow in Islamic Wealth Management Portfolio and futher 

develop Islamic Trade Finane and Islamic Capital Market.(Maybank Anual Report, 2017). 

 
4. THE CONCEPT OF VALUE BASED INTERMEDIATION 

  
Value-based intermediation (VBI) aims to deliver the intended outcomes of Shariah through practices, 

conduct and offerings that generate positive and sustainable impact to the economy, community and 

environment, consistent with the shareholders' sustainable returns and long-term interests. (Bank 

Negara Malaysia, 2018). This concept was introduced on 3rd August 2018. The objective of VBI are to 

generate positive and sustainable impact to the economy, community and environment through 

practices, processes, offerings and conduct. BNM issued three documents to facilitate the 

implementation of VBI inter alia the implementation guide for VBI, The VBI financing and investment 

impact assessment framework and the VBI scorecard. 
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VBI benefits financial industry in terms of innovation, enhanced efficiency and effective ecosystem. 

For customer and community, it will improve standard of living, fair and transparent treatment. VBI 

also helps the government realignment of business focus with national agenda and for regulator it will 

strenghern financial stability. 

VBI will boost Islamic finance to a higher level backed by Shariah principles and values. VBI will help 

Islamic financial institutions to go beyond banking and encourages good and ethical behaviour. This 

study will focus on Rent to Own (RTO) product issued by Maybank Islamic as one of VBI initiative. 

The purpose of this product to help the customer that faced insufficiency in down payment to have their 

dream (www.maybank2u.com). This initiative seems to address the national issue of affordability of 

house. It seems that the problem of this product was lack of financing accessibility to B40 group to own 

the house, clarity of Islamic leasing contract used and its Shariah objectives (maqasid Shariah), the 

excessive rental rate and the clarity of legal issues and legal documentations involved. Further, the 

government allocates 10 billion ringgit to boost the RTO  to help the B40 group to own a house. 

 
5. THE PRINCIPLE OF IJARAH MUNTAHIAH BI AL TAMLIK AS VALUE BASED 

INTERMEDIATION 

 

Ijarah means to transfer the usufruct of a particular property to another person in exchange for 

a rent claimed from him. RTO is closes to the contract of Ijarah Muntahiah bi al Tamlik (Rent 

and to own the property at the expiry of rental period). There are various types of Ijarah 

Muntahiah bi al Tamlik inter alia:- 

 

i) Ijarah Muntahiah Bi al-Tamlik through transfer of legal title (Sale at the end of lease 

period for token consideration) whereby if the ijarah period expires, then the ijarah 

period would be nullified and there is a promise to enter a sale to be concluded at the end 

of ijarah period, if the lessee wishes so and has paid the agreed consideration. 

 

ii) Ijarah Muntahiah Bi al-Tamlik through transfer of legal title (Sale at the end of lease 

period from amount specified in the lease). 

 

iii)  Ijarah Muntahiah Bi al Tamlik through transfer of legal title (Sale) prior to end of lease 

term for a price equivalent to remaining ijarah instalments. 

 

iv)  Ijarah Muntahiah Bi al Tamlik through gradual transfer of legal title of leased asset. 

 

 
6. SALIENT FEATURES OF RTO  

 
This financing product give the option to the buyer/tenant to buy the asset at the end of rental period. 

The financial institution partnered with several developers. By virtue of Islamic Financial Services Act 

2013, the financial institution to owe the asset. By using RTO, the bank is the owner of the house and 

rent it to the customer.  

The salient features of RTO are there will be flat rental rate for the first five years rental tenure,100% 

stamp duty exemption for Sale Purchase Agreement ,option for seamless transition into mortgage after 

minimum of 12 months renting and there will be 2% annual rent hike after enter 6th year. 

In terms of the eligibility, the customer of the bank shall be a Malaysian citizen or Permanent resident 

in Malaysia, the Minimum household combined gross income is RM5000. The applicants can bring up 

3 guarantors and it must be from family member. The applicant and guarantor must not have more than 

one house at the time of application. 
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In this regard, RTO offers the buyer/ tenant need not pay 10% down payment and locking the unit at 

the predetermined price. Since the tenant/ buyer don’t have to pay 10% down payment, directly or in 

directly help the developer to clear the unsold property. During the tenancy period, the developer 

somehow or rather will loss control over the property. The developer also had to bear all the 

maintenance cost in the event the buyer/tenant refuse to buy the property. 

i) Commencement date 

 

The underlying Shariah contract for RTO is ijarah muntahiah bi al-tamlik. Under the ijarah 

principle, the contract can be effected for a future date on the condition that rent will be payable 

only after the asset for lease is delivered. The rent should be charged after the lessee has taken 

delivery of the asset, and not from the day the price has been paid. The commencement date 

for RTO should be on the day of vacant possession is actually delivered. This practice basically 

is in line with Shariah principle. 

 

ii) Rent 

 

Under RTO, the buyer/tenant should promptly pay the monthly rental payment due on 22nd 

calendar month via standing instruction. The question raised as to whether the monthly rental 

amount is pure rental during the rental period or there is element of profit to the bank?  

 

iii) Duties and Obligations 

 

a.  Promptly pay all the expenses and charges with respect to property such as taxes, takaful, 

quit rent, maintenance fees and utilities. 

b.  Liase directly to developer in case any defect to property. 

c.  For cases direct purchase from seller, the applicant will receive the property as is condition.   

d. Ensure the property maintained in a clean, good and tenable condition, at a standard 

acceptable to the bank at all times and inform and inform the bank any rectification and 

remedial work done to the property to address defect or damages. 

 

iv) Revocation of RTO 

 

Under RTO arrangement, the customer can exercise his right of options whereby the customer 

are able to opt to own after 12 months at the corresponding price in the purchase price schedule 

as indicated in the lease agreement. The customer all can opt after 2 months of renting to own 

the home, Sell the home and keep 100% profit (Net gain from sale profit) continue renting until 

end of tenure and get the property at RM1). In addition, also gives right to customer to exit 

without further obligation after 5 years rental period and security deposit will be refunded net 

all remaining outstanding due to the banks upon exercising any  of the option. The question 

arises as to what is the position if the customer opt exit before the 12 months. Does the customer 

still need to pay the total amount of rental period? Does it would triggers Shariah issues? 
 

 
7. DOES RTO SHARIAH COMPIANCE PRODUCT 

 

There are various lines of defence and layers as to ensure the RTO is Shariah compliance 

product. Basically this product has been endorsed by Shariah Committee and approved by 

Central Bank of Malaysia. The practice of RTO generally in line with the principle of Ijarah 

Muntahiyah Bi al-Tamlik that is Ijarah Muntahiah Bi al-Tamlik through transfer of legal title 

(Sale at the end of lease period for an amount specified in the lease). Though RTO is Shariah 
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compliance products there are issues that need to be explored with regards to who should bare 

the rental and maintenance of the house during the transition of rental and sale agreement. In 

addition, should the lessee pay the remaining rental amount if he/she decides to exit the rental 

agreement and without the intention to buy the house or enter the contract of sale. 
 

 

8. CLOSING PARAGRAPH / CONCLUDING REMARKS 

 
As such, further indept analysis of legal and Shariah aspect of RTO need to be explored.  

 

 

9.    CONCLUSIONS 

 
RTO is Shariah compliance products and the principle of ijarah muntahiah bi al tamlik be applied. RTO 

is very unique and be regarded as one of VBI products in the market. It is simply because its be offered 

with specific objective and purpose that is to assist the B40 group and those cannot effort to pay the 

down payment to have an asset. However, there are room to strengthen the viability of this product.  
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Teaching Case Synopsis  
 

Four workshops, a meeting, readings, and more than 100 name cards collected, and yet CEO Salwana 

Alaidin was still unable to see the light at the end of the tunnel. The presentation to the board was just 

around the corner, and she was under intense pressure. How was she to steer the foundation forward? 

This question had been on her mind day and night since she was appointed as the CEO of Rainbow 

Foundation (RF) six weeks ago. The mounting pressure was worse than all the other challenges she had 

faced as a key corporate figure in the last 25 years where she had helmed five companies at the C-Suite 

level, three as the CEO. No longer challenged to ‘prove herself’, Sally decided to invest her energy in 
the civil sector, having been inspired by Professor Yunus when she attended the Social Business Day 

in Bangaluru in 2018. Thus, when she was offered by the chairman of RF, she was over the moon and 

was absolutely sure that she could make a huge impact! Never did she imagine the mammoth task of 

running a foundation; how to decide on the organizational structure, how to select the talents, how to 

design the signature products, how to build, measure and harvest the impact, how to build a strong 

network, and the list went on. Would a shining star of the corporate world be able to pull it through?  
 

Keywords: Civil Society Organisation (CSO), SDGs, Strategy, Leadership 

 

 

1. THE HAZY NEW HORIZONS AHEAD 

 

Salwana Alaidin, or Sally as she was fondly known to her friends, disembarked from the buggy, walked 

slowly up the fringe of the meticulously manicured golf course, heading towards the Himalayan Bistro 

at the Golf Club. She was unusually silent as she walked alongside her three golf buddies. After a 

friendly foursome1 that morning, her mind seemed a bit clearer but there were still some major issues 

relating to the foundation which she had to think through. Since her appointment as the CEO of Rainbow 

Foundation, which was established five years ago but pretty much inactive with no staff and run 

completely by a Board of Trustees and ‘loaned’ staff of the parent organization, an institution of higher 

learning, the last six weeks had been a busy one. For a start, she had visualize an organizational chart 

for the next two years (Table 1). Sally’s most immediate task was to draft a strategic plan to ensure a 

smooth journey for Rainbow Foundation (RF). She had been engaging with the key players in the civil 

society organization sector to gain insights on how to strategise her next move, attending workshops as 

well as meeting high profile personalities to reflect upon the new leadership role required of a CEO of 

a foundation. Despite all her relentless efforts, however, the new horizons were still rather hazy. As a 

skilled strategist, Sally knew that horizons can be deceiving; when we see what we want and only the 

good things ahead, they can seem vast with many opportunities unfolding, and yet this optimistic 

perception can mislead us and we lost sight of the boundaries and limitations. She desperately needed 

a sounding board to bounce some ideas off on her new venture.  After a quick lunch at Himalayan 

Bistro, Sally sent a WhatsApp message to her friends inviting them for dinner that night! Time was 

precious and she needed to pick their brains fast!  

 

 

 

 
1 A foursome is also known as an alternate shot in a golf match. Two teams compete using one ball, talking 

alternate shots until the hole is completed. 
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Table 1: Organizational Chart of Rainbow Foundation 

 

 

2. NOSE SHAPES AND ‘FEARS OF THE HEART’ 
 

Maju Palace was abuzz with the sounds of conversations coming from all corners of the restaurant and 

occasional bursts of laughter from the two private dining rooms.  Sally and her friends were in one of 

the rooms. While tucking in the delicious dim sums, they indulged in light banter. Mala, the CEO of 

Fund It Right, had her friends laughing when she started the topic on nose shapes and their meanings: 

 

Mala:  Last weekend was so much fun for me. I met this lady in Genting Highlands who 

claimed that she could tell one’s luck by looking at the shape of the nose. 
Kay:  No way! You don’t believe it, do you? 

Mala:  Of course not! But just for the fun of it, I asked her about my nose and for both  

            of you too:  

 Sally:  What! How did you do that? 

Mala:  Well, I just showed her your pictures. 

Kay:  Then tell us what she said. 

Mala: Well, if you insist. I’ll start with mine. It was not good news at all. The thick bulbous 
ends of my nose show that I may be insensitive! And Kay, your snub nose belongs to 

one who has luxurious habits. Which I nodded my head to when the lady was 

explaining. 

Kay:  Yeah right! That is so insensitive indeed! How about Sally’s? 

Mala: Well, as expected rounded, large and obtuse noses belong to the magnanimous. Sally, 

I couldn’t help but told her that she was 100% right. I also told her that you had just 

resigned from a six-figure salary to lead a foundation.  

Sally: Thanks, Mala but how I wish having the appropriate nose shape is all it takes to start 

this new venture of mine. That being the case, at the moment I really wish that my nose 

would grow rounder, larger and more obtuse! 

 

Sally was sullen as she confided in her two best friends about the challenges she was facing. Light 

banter turned to serious conversations. Sally shared the ‘fears of the heart’ relating the efforts she had 
taken to figure out the ‘best’ way forward for the RF, the difficulty she faced in deciding what to 
prioritise, and in figuring out how to create, measure and harvest impact. She filled them in on what had 
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transpired in the first six weeks of her new journey; the workshops she attended, a meeting with the ex-

minister of Education of Bhutan, her reading on social business and the insights gained as she tried as 

hard as she could to understand the civil sector. There was so much to learn, unlearn and relearn. 

 

2.1 Workshop 1: Turning Promises into Action 

 

The traffic heading towards Sunway Resort was unusually heavy. I wished that I had pushed off earlier 

from the office. When I arrived at the venue, I was relief to find out that the guests were just arriving. 

After the usual pre-event networking and exchange of business cards, the group of about 100 was 

fettered to an inspiring sharing of six “Women of Great Times”. I took notes of their major 

accomplishments (Table 2). 

Table 2: Major Accomplishments 

SITI RAHAYU BAHARIN ANJA JULIAH ABU BAKAR ADVINA JUKLIFLE 

✓ Strong believer in the 

power of education 

✓ Co-founder of Buku 

Jalanan Chow Kit 

✓ Serving one of the most 

underserved 

neighbourhoods in Kuala 

Lumpur 

✓ Set up a school for 

undocumented children 

✓ Founder of BluBear 

Holdings which produces 

eco-friendly reusable pads 

under the brand name 

Athena 

✓ Founder of Sisterhood 

Alliance which empowers 

young women with life 

skills 

✓ Researcher of food 

development and nutrition 

of underutilized crops as 

part of a nutritional 

security movement to 

address the problem of 

stunting and obesity among 

Malaysian children 

✓ Empowers women to 

become entrepreneurs 

KIEW BOON SIEW MUHAINI MAHMUD USHA GOPALAN 

✓ Founder of Heart Treasure, 

a social enterprise which 

aims to help young people 

with autism, 

developmental-delay, 

cerebral palsy, attention 

deficit hyperactivity 

disorder and physical 

disability 

✓ Markets handcrafts 

produced as part of 

occupational therapy of 

these exceptional young 

people 

✓ Created a mobile-app – 

Kiddocare- to connect 

parents with caregivers, 

giving work opportunities 

for the caregivers and 

peace of mind for the 

parents. 

✓ Social activist who 

empowers women in prison 

✓ Aims to improve the lives of 

women and children in 

prison 

✓ Teaches women prisoners 

how to make their own 

reusable sanitary pads 

 

I was overwhelmed by it all. How could I ever stand as tall as these amazing ladies? I realized how 

alienated I was from this group of people, being cooped up in the corporate office for the last quarter of 

a century.  

“Just where was I while these ladies followed their hearts to heed their callings? What can I 

do to atone myself?” I reflected, feeling a sense of regret for my lack of interest in the civil 

sector before that. 

 

2.2 Workshop 2: Advocating the SDGs - The ASEAN Stories 

 

I was glad that I had forced myself to crawl out of bed to attend the half-day event. Relatively small 

though the crowd was, the air permeated a strong sense of advocacy for sustainability. It was an intimate 

meeting of minds focused on seeking sustainable solutions for common challenges in the ASEAN 
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region.  Deliberating on how the Sustainable Developmental Goals (Figure 1) can transform business 

practices and create opportunities, each of the presenters had inspiring stories to share. And what an 

amazing representation in the panel.  

 

Figure 1: Sustainable Developmental Goals 

 
Source: https://www.globalgoals.org 

 

A CEO and co-founder, a director, a managing director and a country coordinator. What do these four 

people have in common? I was so amazed to listen to these four unsung heroes from Indonesia, 

Malaysia, Thailand and Myanmar as they deliberated on how they use the community-based approach 

to build enterprises at the local level, and how they try to maximize impact not only in the financial 

sense but also socially and environmentally. The varied application of the community-based approach 

seemed attractive indeed.  

 

The CEO and co-founder of believed in the power of entrepreneurship to alleviate poverty. Thus, 

leveraging on his illustrious corporate career, he helped youth build disruptive businesses which 

challenge the status quo. The director was concerned about informal workers in particular home-based 

workers, street vendors, and domestic workers. She advocated the development of policies to protect 

them and provide better work conditions. The panelist who stirred the most interest in me was the 

Indonesian social entrepreneur. His idea was simple – enticing village folks to return to the villages by 

making the villages more attractive in all sense of the word.  I exchanged cards with the speakers and 

promised to look them up if I were to go to their respective countriee. I wondered which ideas I could 

apply immediately. 

 

I had begun preparing power point presentations on each idea I found relevant to the long-term planning 

for Rainbow Foundation, and each event I attended would bring me forward in terms of my thought 

processes. However, sometimes I felt like as though I was back to square one.  Talking to people in the 

field, I realised that although there are some common practices among foundations, there are so many 

foundations competing for the same pool of funds. I became certain that differentiation was the way to 

go. How do foundations get the attention of donors and collaborators? Do these group of stakeholders 

have the same characteristics across the ASEAN region? Was it a good idea to look for regional 

collaborators? How do foundation heads lead their organisations? What are characteristics of successful 

foundation leaders? Are leadership skills generic across sectors? These questions kept lingering in my 

mind. My next meeting provided some answers. 

 

 

https://www.globalgoals.org/
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2.3 The Meeting: Over Two Mountain Tops 

 

Yazdi, Prof Raymond and I clapped loudly after His Excellency, the ex-Minister of Education in Bhutan 

presented Dr Zul with a ‘Kabney’ (scarf) as a symbol of friendship, and wished the group ‘Tashi Delek’ 
(a wish for everything good and auspices). The more than four-hour meeting of the Sejahtera 

Leadership Initiative(SLI) Team, only interrupted by occasional washroom breaks, was very inspiring 

to me. I listened intensely and took notes as the group bounced ideas off each other. The focus of the 

discussion was to gather the thoughts of His Excellency on how best to upscale SLI. For me, my main 

motivation to attend the meeting was to explore ideas which I could use to run Rainbow Foundation. 

 

“It is indeed a humbling experience to share this very special table with all of you as do not 

have all the qualities and values which you have attributed to me. I am humbled to be asked to 

share my thoughts on how we can give life, vitality, and relevance to the very special mission 

of SLI. The journey to seek for balance and happiness began more than 2,000 years ago. The 

path was a little obscure and our people were trying to clear the bush so we could walk on the 

path again.” Said His Excellency in a soft tone as he looked far yonder at the Straits of Melaka, 

decorated by rolling and roaring waves as the water rushed to shore. 

 

“It is so significant to look at the sea and reflect on the journeys that had been taken and the 
existence which have yet to come, and the changes we have along the way. The North Star, the 

Polaris… the setting is so relevant,” continued His Excellency. 
 

I felt like as though the brilliant humble diminutive man could read my mind. I really needed to find 

Polaris!  

 

“What programs should I organize? How do I raise funds? Should I reformulate the vison and 

mission of RF? How do I attract stakeholders to become my advocates?  Does the North Star 

shine for everybody? How can we promote the value of citizenry? How do we encourage people 

to subscribe to the values RF stand for? How do we ‘carry’ the wisdom? How can I gather 
force and vitality? What kind of leadership is required of me? How do I become the ‘conscience 
keeper’ of the people through leadership initiatives?  What kind of governance structure should 

I put in place?  These thoughts raced through my mind as his Excellency continued his 

introductory speech. 

 

In response to Zul’s question on how to take SLI to the next level, His Excellency advised the team to 
‘start with the future’ and to ‘go slow’. He said: 

 

“As a leader, we must be mindful that positions and authority are a kind of reminders. We all 
have our roles, but what is the soul of your role? Why was the role created in the first place? 

When we get so caught up in our role, the role can become alienated of the soul, and we become 

arrogant and caught up in the work. We need to be people who are mindful of the role. A 

personal experience I had in which helped me reflect upon the meaning of the soul of the role 

was when I was the Minister of Education. To visit remote schools, our team travelled seven 

days on foot, traversing two mountain tops, 16,400 ft and 17,000 ft high. At one of the schools, 

I spoke to the children during the morning assembly. After I finished what I had to say I asked 

the audience whether they had any questions. After, a rather long silence, a girl in class four 

raised her hand and asked, “What does a minister do?’. Not expecting such a question, I was 
dumbfounded for a while. Fortunately, I recalled the root word of the word ‘Minister’ which 
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was ‘to serve’. So, I answered her by describing a minister as someone who serves her, the 
teachers, the society and even the world.  Being professional means doing a job to the best of 

one’s ability. Doing the job at the soul level enables us to find our true self, our authentic self 

and the result are satisfying and beneficial.” 

 

Deep in thoughts, I drove back to Kuala Lumpur, thinking about how tough it must be to live in a land-

locked country. But finding one’s soul of the role must be a lot tougher! 

 

2.4 Workshop 3: The SDGs Again! 

 

It soon became obvious to me that the Sustainable Developmental Goals(SDGs) Agenda was 

enveloping the world like wildfire. And Malaysia was not spared. The lukewarm initial reaction to the 

SDGs when it was introduced in 2015 was gaining traction. Despite the greater visibility, Malaysia’s 
progress, as with most of the other 193 countries which were signatories to the SDGs, was still dismal. 

This was mentioned during the SDG Summit 2019 which I attended. There, I met Mercy, a young major 

in psychology and corporate communication. Despite having only two years’ experience in a 
multinational company, she was quite aware of current issues. As traffic was heavy when the summit 

adjourned, we decided to have dinner at Madam Kwan’s and had a great time discussing (Table 3) the 

takeaways from the summit. 

 

Table 3: Conversation Between Mercy and Sally 

Mercy: The first speaker was confident that Malaysia could provide lessons for the region 

in the pursuit of the SDG Agenda. 

Sally:  Yeah, I was glad to hear that. And he stressed the need for public, private and civil 

sectors as well as academia and individuals to collaborate to ensure that no one is 

left behind. I like his idea about the importance of listening to different voices and 

considering unique perspectives. 

Mercy: Azmin’s and Tun M’s speeches both show that the government has and will continue 

to align development plans to the SDGs. 

Sally:  Well, it makes perfect sense as Azmin did say that the beauty of the SDGs is that they 

are aligned to our mission of shared prosperity. Taking cue from his advice on how 

ASEAN must remain united in and resilient as a united block, and the need to work 

in concert, I am wondering how I should shape the plans of the foundation I manage. 

Mercy: It is a mammoth task isn’t it! I guess we could explore initiatives which we can 
collaborate on. 

Sally: There are 17 SDGs which we can choose from.  

Mercy: We must remember that Tun M said to focus on climate change and to look for 

creative solutions as well as to renew commitment to common good. 

Sally: Exactly. The main thing is to make sure no more is left behind! 

Mercy: There is a lot you can do Sally. Do not fret. 

Sally: Jenny’s presentation on the Orang Asal 2was inspiring. I admire her determination 

to look for inclusion strategies.  

Mercy: What touched a chord with me were the need to respect indigenous rights to 

determine their own future and the rights to their territories.  

Sally: Although I totally agree with Thomas’s insight that we should try to first reach those 
who are farthest behind, I do not think land disputes would be a matter I would be 

able to focus on in my foundation. I guess lawyers would be the best advocates for 

that. 

 
2 Orang Asal – Indigenous People 
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Mercy: Yeah. Besides there are so many issues to choose from. There is poverty alleviation, 

human trafficking, migrant and foreign workers, to name a few. And not to mention, 

the double Cs – climate change. 

Sally: I’ll keep that in mind, Mercy. I think focus is key. Though I am new in this sector, I 

think some good corporate practices may be applicable. In a world of extremes, 

ranging from affluence to scarcity, I need to decide which space the foundation 

should occupy.   I do not want to be fighting both sides of the war. 

 Mercy:  You know best I guess. I am sure you will succeed Sally.  

 

 

From my experience in the corporate world I always knew that focus was important. At that point, 

however, there were so many possibilities. I needed to decide which areas to focus on. My next step 

was to focus on the financial aspect of running the foundation.    

 

2 .5 Workshop 4: Financial Matters and Advancement  

 

Flipping through the pages of the financial reports of Rainbow Foundation, I found a few loose ends 

here and there. One pressing matter was applying for the tax-exempt status. The previous management 

had not looked into the matter and it seemed that there may be some issues to settle. I could not wait to 

attend the CASE workshop on advancement the following day. An affiliate, Rizal who led the 

Foundation for Special People had highly advised me to go, saying: 

 

“Last year, I was just like you. Bewildered and frustrated. I could not figure out where to start. 

After attending a CASE event I was so relief. I became part of this network when people were 

out to help each other. Sharing knowledge and insights. Supporting each other’s events. I no 

longer feel alone.”  
 

True enough, the workshop was an eye-opener. During the group discussion, I chose to be in the 

fundraising group as that was what I was most concerned about. Of the six people at the table, only two 

had more than five years of experience running foundations and charities. And they were more than 

willing to share. I listened intensely as I needed to digest as much as I could.  And I did! There were so 

many aspects to advancement such as alumni, volunteers, fundraising and scaling for impact. 

 

2.6 Reading: The Big Ideas 

 

The grey evening skies mirrored my feelings as I read Professor Muhammad Yunus’ article entitled 
‘Reaching the Rich World Poorest Customers’ which was given to me when I attended the Social 

Business Day held in Bengaluru in 2018. I was intrigued by some ideas put forth and wondered how I 

could incorporate them into RF. Some of the ‘big’ ideas included: 
 

1. Collaboration among NGOs, multinationals and government associations to develop 

social businesses3; 

2. Focus on changing the economies of sales and distributions, often by partnering with 

nonprofits or to work with distributors on a noncommercial basis, rather than 

redesigning products or manufacturing processes; and 

3. Breaking away from product-centered innovation to consumer-centered innovation – 

like how Renault put the constrained customer rather than the product when it 

developed Dacia, its low-cost car in Europe. 

 

 
3 Social business- a concept originally developed in the context of poor countries has three key characteristics; 

to alleviate social problems including all forms of poverty; to be run sustainably i.e. it should not lose money; 

and profits are to be reinvested in the business rather than funneled back to shareholders. Investors eventually 

get back the money they invested.  
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I sighed as I tried to figure out what value propositions RF could offer. I recalled Professor Yunus’ 
advice that whatever it was, I must remind myself and my team not to be patronizing; to always put the 

social goal first; to keep things as simple as they could, to start local and to be patient and selective in 

partnering. Hopefully, if RF were to consider this approach, it would benefit from the spillovers of 

social business i.e. innovation, motivation and reputation. This was so different from the perspectives I 

had when I was in the corporate world. It was not easy to tune in to this level of thinking. Economic 

reasoning always prevailed throughout my career. Profit was king! Do the rivers of the corporate world 

and the civil sector ever meet? Why do multinational companies like Danone decided to set up social 

business in the outfit of Grameen Danone? What phenomenon is engulfing the business world? What 

is the impact of the interaction between the three sectors, public, private and civil sectors? I had to find 

answers to these questions as I tried to map the SDGs and these big ideas to the mandate (Table 4) given 

to Rainbow Foundation. 

 

Table 4: Mandate of Rainbow Foundation 

To assist in the improvement of the standard of living of the less fortunate in society through the 

provision of financial aids and basic amenities and services with respect to welfare, health and 

education for the benefit of all Malaysians who are poor, needy and most deserving irrespective of 

race, religion or creed. 

 

To promote and organize dialogues, seminars, forums, workshops, conferences and summits with the 

aim to assist target beneficiaries to enhance career and business opportunities available to realize 

their full potential; and to provide a platform for advancing entrepreneurship and leadership skills 

amongst them via a sustainable financial model to ensure long term value creation. 

 

 

3.  IN SEARCH OF THE SOUL OF THE ROLE 

 

It was a long dinner for the good friends. Sally was appreciative of her friends’ feedback on her sharing 
of her experience. After the usual exchanges of farewell, the three friends walked to their respective 

cars at the car park on the fifth floor of Maju Junction. However, there were still many unanswered 

questions and her head was throbbing: 

 

Do I need to rewrite the vision and mission for Rainbow Foundation? 

How should I draw the masterplan for Rainbow Foundation?  

Which organizational structure is most appropriate? 

How should I engage with the Board of Trustees? 

What do I report to the Board? 

What should be my main advocacy?  

How do I design the signature programmes? 

How can I build a strong network?   

How can I get support from my target stakeholders?  

How can I get impact investors to support my programme?  

Which of the SDGs will I focus on? How do I create and measure impact?  

What inspirations can I draw from the workshops I attended and the people I talked to in the 

last few weeks?  

Will I succeed in turning around this foundation? 

What is the soul of my role? 

 

Recalling her conversation with Mala and Kay earlier, Sally turned to the side mirror of her car as she 

adjusted the seat. Her nose was still the same shape. It had not grown rounder, larger nor more obtuse! 

She chuckled and said to herself: 

 

“Well, looks like I can’t just rely on luck. I need to find the soul of the role. I need to prove 

myself!” 
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Teaching Case Synopsis  

 
 “Love For Data” (LFD) is Pakistan’s leading Data Science and Artificial Intelligence company with 

presence in five other countries including UAE, Singapore, UK, Germany and Egypt. LFD started its 

business in Dec 2015 and has come far from its humble beginnings of just three entrepreneurs trying to 

make way in the data science space in Pakistan. At present, the company has hired 30 employees. With 

its business growing fast along with increased clientele, Syed Tajammul Hussain (Founder & CEO) 

Maira Ata (Founder & CTO) & Noman Khalid (Founder & Chief Data Architect) are on a hunt to find 

suitable talent with an objective to increase the size of their company’s workforce.  
 

LFD requires potential candidates to demonstrate certain specific skills such as honesty, 

communications skills and knowledge of data science to qualify for this job. Unfortunately, the fast 

pace of growth and lack of data science industry knowledge in the Pakistani market makes it difficult 

for LFD to find individuals with the right mix of skills needed. LFD is now looking for ways on how 

best to hire such candidates for their growing business. 

 

Keywords: Recruitment, Training, HR Management, HR Strategies, Entrepreneurship 

__________________________________________________________________________________

___ 

1. THE BUSINESS 

 

Love For Data (LFD) opened for business in December 2015. It offers data analytics services to 

organizations in Pakistan and around the world. It has presence in five other countries including UAE, 

Singapore, UK, Germany and Egypt. Being one of the only few companies that deals with data science 

in the Pakistan, LFD develops decision support systems and provides actionable insights using Artificial 

Intelligence (AI) based algorithms for businesses by utilizing publicly available information and data 

collected from organizations. It collects, organizes and analyzes large amount of data through various 

sources and provides insights on the data through Application Program Interfaces (APIs), dashboards, 

reports and other forms preferred by the clients. LFD effectively minimizes its licensing costs by using 

open source technologies, that are freely available online, to develop their software systems; while their 

algorithms are developed based on in-house research. They have won three awards from Pakistan 

Software House Association for their Artificial Intelligence based solutions –  namely Best in Financial 

Technologies, Best in Digital Marketing Solutions, and Runners-up in Supply Chain Solutions. LFD 

also recently won the prestigious Karandaaz Fintech Disrupt Challenge 2018 sponsored by Bill and 

Melinda Gates Foundation and UK Aid. In short they are the company you want to look for when you 

talk about Data Science & Artificial Intelligence in Pakistan. 

 

2. LFD BEGINNINGS 

 

Syed Tajammul Hussain, Maira Ata and Noman Khalid are the three entrepreneurs who founded LFD. 

Tajammul has been previously been the Chief Data Scientist for International Renewable Energy 

Agency for Pakistan and has been a visiting faculty member for NSPP for data science and a guest 

speaker for Harvard University, at LFD Tajammul looks after the project inception, R&D, sales, and 

marketing. Noman is a Marketing graduate who has been in the data science domain for the past 8 years. 

Noman has worked for several IT companies and was getting a hefty remuneration package before he 

decided to form LFD with his partners. He is currently the Chief Data Architect of LFD and looks after 
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open data and data science projects happening at LFD. Maira Ata, is a certified EMC Data Scientist and 

has 10 years of IT industry experience. She is the Chief Technology Officer of LFD looking after 

technology, business data and algorithms. The founders worked in the same company prior to LFD and 

came together after the realization that data science has a lot of scope in the market and can be 

effectively used to serve businesses. They were confident that they had the required expertise and will 

to go on their own and provide superior data analytics services to the Pakistani market. 

 

LFD was initially placed under IBA Liability and later got incubated at the IBA Incubation Center once 

the hiring process started. IBA Incubation Center does not only offer the space, communication tools, 

meeting venues but the incubates also reap benefit from fund raising activities, networking events, 

coaches, mentors, courses at the university and not to mention the value brought by prestigious brand 

name of IBA in the industry. 

 

Noman claims that no one in Pakistan is doing what LFD is doing and is very confident in what the 

company has to offer. Although relatively young, the company has also inculcated a culture that ties the 

workforce together. Fresh graduates are hired at the same rate and informed that their salaries may rise 

after sometime without any false expectation setting. Talking to Maira, she said that none of the 

undergraduates have left LFD yet because not only is the pay scale market competitive but the job is 

also challenging and interesting. There are no strict policies or mechanisms which means any 

application is processed quickly without any hassle. One of the biggest attraction is the acceptance of 

remotely working without any restrictions or sanctions. When asked, Tajammul focused on the fact that 

they have a keen eye on talent, hence the ability to train and retain employees is utmost important for 

his company. All three founders emphasized that LFD maintains a culture of honesty and it is one thing 

that it cannot compromise on. They stressed that nothing and no one is bigger than the company. Only 

one employee has been laid off due to attitude problem. This reflects greatly on the comfortable and 

friendly working conditions that LFD enjoys. 

 

3. RECRUITING TALENT 

 

LFD is only 3 years old. It already has 30 employees working at market competitive rates. When asked, 

Noman identified three key issues that LFD faces today. First, there is an absolute lack of industry 

knowledge about data science hence, the sales of their product require a lengthy process that consumes 

a lot of time. Second, a remarkable increase in their clientele requires them to hire skilled human 

resource. Third, the rapid growth of the company itself is becoming a challenge which necessitates the 

need to expand their functions and makes the previous challenges even greater hurdles.  

 

Currently, social media is used for advertising job vacancies. HR department at LFD receives around 

six hundred resumes for one job opportunity recently, yet barely any of the applicants were specifically 

trained or skilled holistically regarding data science. They associate this issue with the lack of integrated 

degrees in Pakistan, that teach students advanced statistics and computer programming. Therefore, it 

becomes difficult to find trained human resource in this domain.  

 

All three founders actively participate in the recruitment process of the company and mentioned that he 

is open to not only experienced individuals but also fresh graduates and the composition of his employee 

base is indicative of that. However, none of this discounts the need for a basic understanding of what 

data science is. Being a consulting firm, LFD demands certain characteristics and qualifications. Data 

science itself comprises of computer programming, statistical knowledge and an understanding of how 

businesses function. The job at LFD requires one to know at least one programming language so that 

they can learn other languages easily; have convincing mathematical and reasoning skills; have some 

sort of industry knowledge; and most importantly, have excellent communication skills.  

 

Despite the lack of skilled labor, LFD is not in favor of hiring foreign labor even if they have credible 

qualifications. It strongly believes in hiring local labor, situated in Karachi, due to the nature of the job. 

LFD regularly receives highly confidential and sensitive data from companies for which it is essential 

to maintain privacy. Some clients, such as banks, want data analysts to work within their office spaces. 
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Therefore, the employees need to be based locally. More on, he speculates that the commencement of 

data circulatory rules in Pakistan will further restrict them from hiring someone who lives abroad for 

the work will require LFD to share sensitive customer data with them. Other factors that comes into 

play are that, hiring foreign labor will mean that the company will have to bear additional costs of 

taxation on importing services; and that tracking any case of fraud or illegal work (i.e. IP infringing, 

manipulating or data trafficking) will be very difficult. Noman expressed his eagerness to recruit 

individuals who are skilled enough, eager and curious to learn. 

 

When asked whether LFD prefers making recruiting decisions based on cost opportunities or on skills, 

Syed Tajammul Hussain (Founder & CEO) replied saying, that skills matter the most. An experienced 

individual has a better developed skill set, greater experience and demonstrates a higher maturity level 

than a fresh graduate. However, the issue is that it is hard to retain them in the company because the 

demand for data analysts is increasing abroad and foreign opportunities eventually attract them more.  

In short, it is easy for them to lose out experienced employees on international offers.  

 

LFD has recently hired a human resources manager, before which all three founders used to manage 

the recruiting themselves. With increased clientele and the company, itself growing rapidly, they 

recognize the need to hire the “right” skills such as honesty and commitment.  According to them, the 

best thing that could happen for “Love for Data” is that the applicants stop lying in their CVs because 

not only is that apparent in their interviews but it also wastes the company’s valuable time. Having a 
vast experience in hiring practices, LFD Team preferred surfing through the social media profiles of the 

applicants before hiring them. They believe that anyone who is not protective of their data on the social 

media will eventually not be protective about the company’s data either. The acceptance rate of LFD is 
only 5%, which is very low, yet LFD Team uses no personality inventories during the recruitment 

procedure because they are not culturally sensitive. Noman and partners aim to work on the recruitment 

process to make it more efficient and reliable.  

 

LFD Team rightly identify that they need to make some quick decisions around finding the right skills 

and develop this resource to fit their business needs. 

 

Questions:  

Q 1: Evaluate the effectiveness of various sources of recruitment employed by LFD? Suggest how can 

LFD improve their chances of getting the required talent. 

Q 2. Discuss the pros and cons of on-job training for the hired young professionals? 
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Teaching Case Synopsis 

 

This case discusses various issues related to The Kelantan International Wau Festival as a tourism 

product.  The success history of The Kelantan International Wau Festival since 37 years ago creates a 

big dilemma for Mohd Sabili and his team at the Tourism Information Center (TIC). As a manager, he 

needs to ensure that his team could organize the best Kelantan International Wau Festival. The well-

known image of Kelantan International Wau Festival as signature event for Kelantan really pushed him 

to work harder. On another note, the Kelantan Tourist Information Center, which is owned by the state 

government has to gradually change their officers, thus new officers might need continuos training to 

work with Mohd Sabili in planning for the event. Definitely, this has become another challenge for 

Mohd Sabili to repeatedly trained new officer each time. The case study also emphasizes the distinctive 

criteria of Kelantan International Wau Festival and roles of Kelantan International Wau Festival in 

developing the tourism industry in Kelantan. The last section of the case discusses about the challenges 

faced by Mohd Sabili and his TIC team.    

 

Keywords: Tourism Information Center (TIC), Tourism product, Wau Festival 

 

 

1. INTRODUCTION 

 

As the manager of Kelantan Tourism Information Centre (KTIC), Mr. Mohd Sabilly is accountable for 

developing strategies to increase the profile of Kelantan as a tourism destination and enhance the image 

of Kelantan as “The Cradle of Malay Culture”. In order to do so, Mr. Mohd Sabilly needs to gather 
tourism-related information by working together with local businesses and visitors, keep up-to-date 

with changes in tourist activities and events, prepare reports for senior management and attend meetings 

with local and international stakeholders. He has to ensure that the reputation and image of KTIC is 

constantly well maintained. One of the most prestigious signature events that has become a trademark 

for Kelantan is the Kelantan International Wau Festival (Pesta Wau Antarabangsa Kelantan). KTIC has 

successfully hosted this event since 1982. Unfortunately, sustaining this high-profile event has proven 

to be a challenging undertaking for Mr. Mohd Sabilly and his staff. Due to the fact that this is a non-

profit event that aims to educate and create awareness, the Kelantan International Wau Festival is 

extremely dependent on government funding and relies on the strong support of local residents. Mr. 

Mohd Sabilly needs to identify if there are other problems or issues surrounding the organization of this 

event so that he can propose the right strategies to help sustain this prominent event as well as further 

promote Kelantan as the hub of Malay culture.   

 

 

2. BACKGROUND OF KELANTAN TOURISM INFORMATION CENTRE (KTIC) 
 

In January 1995, Kelantan Tourism Information Centre (KTIC) was established as an organization that 

is funded and controlled by the Kelantan state government. KTIC is a unit under the Division of Tourism 

and Culture and is located within the building of Kelantan’s State Secretary Office, Jalan Sultan 
Ibrahim, Kota Bharu. As of 2018, KITC employs fifteen staff members who work under its four 

different divisions, namely tourism, culture, administration and information technology. 
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The vision of KTIC is to brand Kelantan as a cultural tourism destination that provides significant 

contribution towards local socio-economic development. The mission of KTIC is to plan, design and 

organize the activities and programmes such as tour packages, traditional games and performances that 

increase local and international visitor numbers. The specific objectives of KTIC are; 

 

(i) to achieve the target of attracting at least 4.8 million visitors per year,  

(ii) to extend the tourists’ length of stay in Kelantan with minimum 1 week stay,  
(iii) to increase the number of visitors by at least 20% in 10 years’ time,  
(iv) to plan for tourists’ repeat visitation within 5 years’ time and  
(v) to ensure the identity and authenticity of Malay culture as a tourism product is well 

sustained and well maintained.     

 

As the main organization responsible for tourism development in Kelantan, KTIC plays a prominent 

role in promoting Kelantan as a tourism destination. Thus, by holding the unofficial title of “tourism 
manager”, KTIC has to ensure that the tourism products, including all related events hosted in Kelantan, 
are aligned with the image of Kelantan as “The Cradle of Malay Culture” (Kvam, 2011). Indeed, the 
uniqueness of cultures and lifestyles of the Kelantanese has helped KTIC in highlighting Kelantan as 

the “cultural pot of Malay culture” (Shuaib, 2013).  
 

Apart from the variety of Kelantan traditional foods being highlighted, KTIC has put enormous efforts 

in promoting the resources available in Kelantan, such as Kelantan’s traditional arts and crafts. 
Kelantan’s arts and crafts were given international recognition in 2004 when the United Nations 

Educational, Scientific and Cultural Organization (UNESCO) declared Wau Bulan, Rebana Ubi and 

Kertuk drum, local bird singing and Mak Yong drama as a masterpiece of the oral and intangible heritage 

of humanity (Shuaib, 2013). As such, the Kelantan International Wau Festival is proven to be of high 

value not only at the national level, but also at the international level. This one-week annual event, 

which was firstly organized in 1982, has continually adopted both traditional and cultural themes.  

 

The Kelantan International Wau Festival is jointly organised by KTIC, Tumpat District Council, 

Kelantan Kites Association and Malaysia Kites Council. The event also has the support of various 

government departments, agencies and the private sector. Besides promoting Pantai Geting as one of 

the tourism destinations in Kelantan, the event aims to promote and nurture kite-flying activities to 

ensure the tradition will be appreciated and remembered by future generations. Additionally, the event 

has become a source of income for kite makers, as well as provide the opportunity for socialising and 

knowledge-sharing among kite lovers throughout the region.  

 

The highlight of this festival is the kite-making competition along with kite-making demonstrations and 

workshops. Bazaars selling local food products and crafts are also set up for visitors to experience the 

local delicacies and products. 

 

 

3. THE KELANTAN INTERNATIONAL WAU FESTIVAL 

 

The year 2019 witnessed the 37th year of the annual Kelantan International Wau Festival. The presence 

of colourful kites in unique shapes and sizes make the festival eagerly anticipated, not only by the local 

Kelantan community but also by other kite lovers from outside the state. Kite festivals which frequently 

incorporate kite-based activities have become the signature event for Kelantan since 1982. In fact, this 

festival has become a platform for displaying other traditional cultural performances such as the shadow 

puppet, top-spinning, traditional dance performances, as well as Dikir Barat. Indeed, ever since was 

introduced, this festival has successfully attracted countless numbers of domestic and international 

tourists.  

 

The smooth organization of this event portrays the continuous effort and commitment of the state 

government in upholding the art of ‘Wau’ as one of Kelantan’s traditional games inherited from 
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ancestors. This festival is also an indicator of the excellence and passion of local authority in showcasing 

kite as part of local culture, so that it would not be forgotten. Other than passion and commitment, this 

annual event is also a tool to educate youngsters about how kites made, decorated and are flown. Many 

activities are open for public participation including glowing kite competitions, Dikir Barat 

competitions, coloring contest and 3D kite competitions. Exhibit A lists the number participants for this 

event and the activities planned by KTIC to appeal to visitors’ different age groups. The variety of 
activities offered, which are especially designed to meet the expectations of visitors, has been observed 

as the strength of this festival.   

 

 

4. INTERNATIONALIZATION OF THE EVENT 

 

Ever since the Kelantan International Wau Festival was being showcased, KTIC always ensured there 

was involvement from international exhibitors. One of KTIC’s staff member, Mr Izwadi remarked that:  
 

“We believe people would not be attracted if we exhibit our local kites, as they are used to 

seeing these kites. So, in order to attract people’s attention, we have to invite exhibitors 
from outside Malaysia such as the USA, New Zealand, Thailand, Germany, Switzerland, 

Brunei, Singapore, Indonesia, Vietnam, Cambodia, India, Austria, the Philippines, Japan, 

China, Macau, Korea, and Nepal and Sweden”. 
 

KTIC noticed that most of the attendees, especially the children, are excited to see the international 

kites as compared to local kites because international kite exhibitors have very unique kite designs. 

Figure 1 shows some of the modern kites that have been displayed by international exhibitors. 

Unfortunately, to have international exhibitors at the event, KTIC has to spend around 60% of the event 

budget to sponsor the exhibitors’ expenses. Despite the power of international exhibitors in attracting 
the crowds, KTIC actually struggles to sponsor the international exhibitors. Being dependent on 

international exhibitors to attract the crowd is definitely costly as their travel and accommodation 

expenses are borne by the state government.   

 

 

 
Figure 1: Different shapes of kites 
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5. THE MANAGEMENT OF KELANTAN INTERNATIONAL WAU FESTIVAL 

 

As a non-profit event, this event has always been fully funded by the Kelantan state government. 

However, the amount of annual budget granted by the state government to host this kite festival has 

been inconsistent. The budget released by the state government depends on the state’s economic 
condition for that particular year. For example, in 2014, many districts in Kelantan faced unprecedented 

floods. Therefore, the state government needed to reduce the budget for hosting the 2014 kite festival. 

With the limited budget, KTIC had to find a way to manage the event while maintaining its 

attractiveness. To deal with the budget constraint, KTIC had to reduce the number of international 

exhibitors, while still maintaining the image of the kite festival as a signature event. 

 

In a different case, the challenge lies in fulfilling attendees’ expectation. It is common for attendees to 
complain about the activities offered during the festival. For most loyal attendees, they do not see any 

changes in the event format as the same activities and performances are present every year. The failure 

to amaze and capture attendees’ attention would definitely affect their satisfaction level. The repetition 
of programmes in some of the itinerary may lead to decreasing number of attendees. Besides, KTIC has 

only just realized that they should have a method to trace the number of attendees to see the progress of 

their event. An interview with its staff revealed that: 

 

      “Tracking the number of attendees seems rationale as it indicates the success or the failure of 

the festivals. Until today, KTIC is still unable to track the number of attendees, as the 

festivals are non-ticketed. Quite a shock as after 37 years, we do not have a specific tool to 

measure its cost and benefits”   
 

Another problem with organizing and sustaining the event is due to human resource issues. In general, 

individuals working as government servants are frequently being transferred or reshuffled to other 

departments. This practice also applies to KTIC. Even the manager, who has the important 

responsibility of managing KTIC, is at risk of being transferred to other government departments. Thus, 

problems occur with recruiting and training new employees as most of the time, do not have the 

necessary skills, experience or qualification to successfully manage KTIC. They need ample time to 

learn about the ins and outs of how KTIC operates. 

 

 

6. RELATIONSHIP WITH LOCAL STAKEHOLDERS 

 

Besides focusing on the demands of the festival attendees, it is critical that KTIC obtain support from 

the local community. Residents that reside within the Pantai Geting beach area also needs to be pleased. 

Without their support, there could be delays or abandonment of the festival as well as possible legal 

action by the local community (Gursoy & Kendal, 2006). On the other hand, with the support of the 

local residents, there would be better planning of upcoming events as well as continuation of the festival 

as a tourism product. 

 

As residents of Pantai Geting, they expect to receive benefits from the kite festival. To cater for the 

tremendous expectation of the local community, KTIC has to ensure that the community get what they 

deserve, especially in the form of economic gains, knowledge, as well as opportunities to be involved 

in the planning of the festival. KTIC had to manage the expectation by providing the locals with 

businesses opportunities. However, the KTIC objective to serve the locals was diverted as during the 

kite festival, Tumpat District Council is actually in charge of allocating the slot for hawkers. It has been 

reported by KTIC staff that;  

 

“The majority of the hawkers were outsiders, and the community were unhappy about it. Apart 
from that, the co-organizer also did not consider the community in decision-making”. 
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KTIC found that the head of residents (Ketua Kampung) was never invited by Tumpat District Council 

to any meetings related to the kite festival. The information about the festival is unavailable until the 

banner of the festival is being put up.  

 

Another pertinent issue related to community relationship is the failure to promote local products during 

the festival. To recap, other than promoting and sustaining the kite as a traditional game, this event was 

also meant to empower the local economy. Despite these objectives, KTIC was having problems when 

none of the space at the event site provided the community to sell their product. This issue has led to 

major frustration among the community.    

 

 

 

7. KEEPING PACE WITH TECHNOLOGICAL CHANGES 

 

Realizing the evolution of technology and the importance of lifestyle marketing, KTIC has promoted 

their events through social media such as Facebook and Instagram (Glucksman, 2017). The news about 

the festivals have also been communicated through local radio channels. The success of the festivals 

was also being shared by several personal bloggers. However, these channels are considered temporary 

as it promotes the festivals just for that particular year. A good product like Kelantan International Kite 

Festival deserves to have its own website that documents and highlights the history of the festivals since 

the past 37 years. The nature of festivals that provides intangible outputs such as excitement, enjoyment, 

and experience to the attendees should be recorded on a proper website that can help the host to 

recognize their efforts. Besides, the reshuffling of Kelantan KTIC staff and the absence of a specific 

website for the festivals has created a hassle for new staff to track the previous record of the festivals. 

Not having these records leads to difficulty in planning and sustaining this signature event. 

 

 

 

8. THE WAY FORWARD  

 

Ensuring event sustainability is a major challenge for event organizers. As the manager of KTIC, Mr. 

Mohd Sabilly faces several challenges in sustaining Kelantan International Wau Festival as a signature 

event. Perhaps, the strategies used by KTIC in hosting this event could be a benchmark for other event 

organizers.  
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Exhibit A: Kelantan International Wau Festival     

 

Year /  

Date    

Participation   Activities during festival 

1982-2010 • Information not available  • Information not available  

 

3-6 June 2011 • Information not available • Information not available  

 

5-9 Jun 2012 • 48 international 

participants  

• 18 countries (USA, New 

Zealand, Thailand, 

Germany, Switzerland, 

Brunei, Singapore, 

Indonesia, Vietnam, 

Cambodia, India, 

Austria, the Philippines, 

Japan, China, Macau, 

Korea, and Nepal) 

• 189 national participants 

• Over 60 participants from 

institutes of higher 

education  

 

• Glowing Kite competition 

• Dikir Barat competition    

• One day trip to Pulau Suri, Pasar Siti 

Khadijah, Bazar Buluh Kubu, Arked 

Songket & Batik, Pantai Cahaya Bulan, 

Gelanggang Seni dan Wakaf Che Yeh (to 

promote local tourism products for 

international tourists) 

• Traditional cultural performances 

introduced : Persembahan Wayang Kulit, 

Seni Permainan Gasing, Tarian 

Tradisional as well as Dikir Barat 

29 May-1 June 2013 • 47 international 

participants 

• 18 countries (Cambodia, 

Australia, China, India, 

Indonesia, Brunei, 

Thailand, the Philippines, 

Sweden, Singapore, New 

Zealand, USA, France, 

Nepal, Belgium, 

Germany, Japan, and 

Italy) 

• 166 national participants 

• Glowing Kite competition  

• 3D kite competition for students from 

Institutes of Higher Education 

• Traditional Wau Bulan competition for 

secondary schools In Kelantan 

• Colouring competition for primary 

schools (standard 1-3)   

• Colouring competition for primary 

schools (standard 4 – 5)   

• Exclusive visit to handicraft and cultural 

enterprises  
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• More than 60 participants 

from school students  

• 23 categories contested 

• International delegates visit local eco-

tourism product (Taman Rekreasi Gua 

Ikan, Gua Keris, Gua Gelap, Gua Pagar, 

Jelawang waterfalls in Gunung Stong & 

Tasik Pergau in Jeli). 

 

28 May-31 May 2014 • 33 international 

participants 

• 16 countries (Australia, 

Brunei, Belgium, China, 

Indonesia, Italy, 

Germany, Cambodia, 

U.S.A., Nepal, New 

Zealand, Philippines, 

Sweden, USA, Thailand, 

and England) 

• More than 120 national 

participants 

 

• International Dikir Barat competition 

(Kelantan versus Singapore) 

• Glowing Kite competition  

• International delegates visit Pantai 

Bisikan Bayu, Pasir Puteh  

26 May -30 May 2015 • 45 international 

participants 

•  20 countries (Australia, 

Austria, Brunei, 

Cambodia, China, 

Germany, Indonesia, 

Italy, Japan, U.S.A., 

Nepal, New Zealand, the 

Philippines, Singapore, 

Sweden, Switzerland, 

Thailand, Turkey, 

Ukraine, and the USA) 

• More than 120 national 

participants 

 

• “Dikir Barat Wau Bule Selamat Sokmo” 

competition   

• Glowing Kite competition  

• International Kites Special Presentation   

at Sudara Beach Resort, Bachok     

2- 4 Jun 2016  • 31 interantional 

participants) 

• Glowing Kite competition  

• Information not available 
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•  13 countries (Australia, 

Brunei, Cambodia, 

China, Germany, 

Indonesia, Curacao, New 

Zealand, Singapore, 

Sweden, Thailand, 

Ukraine, and the USA) 

• More than 120 national 

participants 

 

 

24-26 August 2017 • 8 countries 

• 200 national participants  

 

• Information not available 

2-4 August  2018 • 37 international 

participants 

• 12 countries 

• 30 external participants 

• Total participants: 250 

people 

• Glowing Kitecompetition  

• More than 20 sub-events were planned 

(i.e., Wau Kucing Tradisi Naik)   

• Wau Tradisi decoration competition    

• “Layang-layang Rokakku” decoration 

competition  

• Kite-making competition 

• Bazaars selling local food products and 

crafts were set up for visitors to 

experience the local flavor 
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Abstract 

 

The Republic Act 9298, otherwise known as the Philippine Accountancy Act of 2004, states that all 

certified public Accountant (CPAs) shall abide by the requirements, rules and regulation on continuing 

professional education promulgated by the Professional Regulatory Board of Accountancy (PRBOA) 

subject to the approval of the Professional Regulation Commission in coordination with the accredited 

national professional organization of certified public accountant or any other recognized educational 

institution.  As part of their requirements in applying for accreditation, and renewal of license, and in 

practice of their profession, CPAs are required to earn CPD units. In 2016, the Professional Regulation 

Commission of the Board of Accountancy issued a resolution of increasing the number of required CPD 

units from 60 units in three years, to 120 units in three years.  The resolution also changes the thematic 

areas to competency areas. 

 

In the process of complying with the provision of the Board of Accountancy, some CPAs encountered 

issues, problems and difficulty in complying with the number of units prescribed by the board, as well 

as to the different ranking criterion of different educational institution they are connected. As such, this 

research aims to gather data on harmonizing CPD requirements and ranking criterion of CPAs in the 

field of education. Quantitative and qualitative methods were utilized through survey questionnaires, 

interviews from the sixty (60) accounting instructors / professors from different universities nationwide 

who attended the PICPA Annual National Convention held at Bacolod City Last November 21-24, 

2018. As per the survey results, the respondents suggested that teaching experience and trainings in 

education should be included as an additional criteria in earning CPD units in the future. 

 

Keywords:  Harmonization, CPD Requirements, Ranking Criterion, CPAs in Education 

__________________________________________________________________________________ 

 

1. INTRODUCTION 

 

 

1.1  Background of the Study 

 

For a professional, keeping up with the latest trends and knowledge are essential in order for him/her to 

perform his/her services with the utmost professional due care that creates value and trust with the 

clients. One way of keeping himself/herself up-to-date is for him/her to undertake seminars, trainings 

and further studies to advance his/her career as a professional. Thus, Continuing Professional 

Development (or CPD) has become an emerging importance in keeping the professional competent in 

his/her field of practice. As defined by the cpduk.co.uk in their article “The Importance of Continuing 
Professional Development (CPD)” dated April 6, 2016, Continuing Professional Development is widely 
recognized as “fundamental to the improvement of standards and skills for individuals and their 

industries”. Its importance lies on the improvement of their proficiency of their professional knowledge 
and their skills sets (cpduk.co.uk, 2016). Thus, making it clear that this is necessary to have more 
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competitive leverage against other professionals and to have more confidence in one’s skills and 
knowledge. 

 

The accountancy profession is one of the professions that have been the forefront of CPD requirements 

in the Philippines. Initially the CPD requirement is implemented in the practice of accountancy by virtue 

of Republic Act 9298 or The Philippine Accountancy Law of 2004 and practice of law thru Mandatory 

Continuing Legal Education under the jurisdiction of the Supreme Court of the Philippines. Beginning 

with Republic Act 9298 or The Philippine Accountancy Law of 2004, the required Continuing 

Professional Education (CPE) units is 60 units for 3 years, provided that a minimum of 15 credit units 

shall be earned each year. With the passage of the Republic Act No. 10912 (also known as “The CPD 
Law of 2016), the CPD requirement extends to all professions regulated by the PRC. This causes uproar 

in other professions as the CPD requirement is a burden to them particularly in financial costs of 

obtaining the CPD units. To address the clamour of other professions, there is pending bill by Congress 

to repeal the CPD law. 

 

Under Republic Act 9298 or The Philippine Accountancy Law of 2004, the required Continuing 

Professional Education (CPE) unit is 60 units for 3 years, provided that a minimum of 15 credit units 

shall be earned each year. 

 

On April 16, 2012, the BOA issued Resolution No 59 Series of 2012 revises the rules and regulations 

implementing the CPE for CPA’s by replacing CPE with Continuing Professional Development (CPD) 
program and creating CPD Council for Accountancy in place of CPE Council for Accountancy. Under 

this resolution the required 60 units of CPD may be earned by the individual professional in any of the 

three years preceding the year of application. It also prescribes the distribution of CPD units into five 

thematic areas. The same resolution provides that accounting teachers should be accredited with the 

PRC extending the accreditation requirements to academe from the public practice. As a consequence, 

many accounting teachers were not able to comply with the accreditation because of the initial 60 unit 

CPD requirement. BOA defers the full implementation of BOA Resolution No 59 Series of 2012 until 

July 31, 2016 in order to give ample time for accounting teachers to be accredited with PRC by signing 

an undertaking for the completion of 60 unit CPD requirement.  

 

On November 7, 2016 BOA issued Resolution number 358-2016 amending the following requirements. 

First, the number of CPD units required per 3 years has increased from 60 units to 120 units which is 

double the amount from the previous. The justification behind the said ruling is as per said BOA 

Resolution is “International Education Standards for Professional Accountants (IES) 7 states that IFAC 

member bodies implementing an input-based approach shall require each professional accountant to: 

(a) complete at least one hundred twenty (120) hours (or equivalent learning units) of relevant 

professional development activity in each rolling three-year period, of which sixty (60) hours (or 

equivalent learning units) shall be verifiable; (b) complete at least twenty (20) hours (or equivalent 

learning units) of relevant professional development activity in each year; and (c) measure learning 

activities to meet the above requirements”. Second, the number of thematic areas in CPD have been 

reduced to 3 from 5 areas:  (1) Technical Competence, (2) Professional Skills, and (3) Professional 

Values, Ethics and Attitudes. It also prescribes the Matrix of CPD Activities that a CPA can undertake. 

It composes of three tracks. First, the professional track which is done by participating in training with 

an accredited CPD provider. This may be done face to face or online. Second, the academic track which 

is accomplished by a CPA by taking post graduate courses (Masters, Doctoral or Law) or international 

certifications (CFA, CMA, CISA etc). Third, Self-Directed and/or Lifelong Learning which consist of 

trainings provided by non-accredited CPD providers and other activities which may be deemed helpful 

to CPA.  

 

But, it is without costs. As stated on a published article by Rappler.com dated February 8, 2018 entitled 

“For Struggling Professionals, CPD is Expensive and Not Realistic”, Seminars from private CPD 

providers can cost them at least a thousand pesos per session. For CPA’s the costs are even higher. A 

100-unit CPD seminar package can costs more than P20,000. With the passage of the Republic Act No. 

10912 (also known as “The CPD Law of 2016), many professional regulatory boards started to 
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implementing mandatory CPD requirements at first as a requirement for accreditation but eventually 

became a requirement for the renewal of the license of the professional in the Philippines. It is also 

about time, money and effort of the professionals in the Philippines to comply with such requirements. 

Thus, many of the professionals become adamant in renewing their licenses and/or comply with the 

CPD requirements. 

 

 

 

 

2. OBJECTIVES OF THE STUDY 

 

The following are the objectives for this particular research undertaking: 

 

1. To determine the issues and problems encountered by the CPAs in academe in earning CPD 

units to renew their PRC license. 

2. To suggest and recommend harmonization of CPD requirements for CPAs in Education and 

the requirement for ranking as faculty of an educational institution. 

 

Hypothesis 

 

There is no less harmony between CPD education of accounting professors and ranking system in higher 

educational institution due to costs and location constraints. 

 

Conceptual Framework 

 

• The Input Process Output Model 

 

Review of Related Literature  

 

The study of Dr. Kathryn Broad and Dr. Mark Evans entitled A Review of Literature On Professional 

Development Content And Delivery Modes For Experienced Teachers (2006) explains that the 

following are the considerations for professional development: (1) Important components of 

professional development are: (a)the linking of professional development to student learning and 

professional standards for learning; (b) providing many varied learning processes and practices within 

a learning framework, (c) incorporating assessment of both professional growth and attainment of 

program goals; (d) ensuring reflection and forward planning are part of the pd cycle; (2) An integrated 

design that focuses upon student and teacher learning, linking to the larger system and incorporating a 

range of possible learning activities within a job-embedded context is recommended in the literature. 

(3) There is recognition that evidence-based knowledge and practice should form the content of 

professional development. (4) Effective professional learning requires time, resources and supportive 

structures. 

 

In the research conducted by Muhammad Umar Draz and Fayyaz Ahmad (2017), entitled Continuing 

Professional Development and Accounting Academics: A Literature Review states that Continuing 

professional development (CPD) plays an important role in maintaining professional competency of the 

accounting academics. The main aim of undertaking CPD is to acquire new technical knowledge 

pertaining to a certain profession. This study intends to investigate the existing literature on CPD of 

accounting academics. In reviewing the relevant literature, we have particularly concentrated on these 

journals: 1) Accounting Education; 2) Journal of Accounting Education; 3) Teachers and Teaching; and 

4) Teaching and Teacher Education. The available studies have been classified into three categories and 

recommendations for the future research work are provided. 

 

The research aims to identify issues and concerns of the certified public accountants in different 

industry, in the process of obtaining the continuing professional development units as a requirement for 

the practice of the profession, renewal of the license and application for accreditation.  In 2016, the 
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Professional Regulation Commission of the Board of Accountancy issued a resolution of increasing the 

number of required CPD units from 60 units in three years, to 120 units in three years.  The resolution 

also changes the thematic areas to competency areas.  Also, section 32 of Republic Act 9298, otherwise 

known as the Philippine Accountancy Act of 2004, states that all certified public Accountant (CPAs) 

shall abide by the requirements, rules and regulation on continuing professional education promulgated 

by the Professional Regulatory Board of Accountancy (PRBOA) subject to the approval of the 

Professional Regulation Commission in coordination with the accredited national professional 

organization of certified public accountant or any other recognized educational institution.   

After determining the issues and concerns of the CPAs in earning CPD units, the researchers aims to 

suggest improvements in the implementation, recommend ease in the process of earning the number of 

units and the required competencies. 

 

 

3. RESEARCH METHODOLOGY 

 

The objective of the study is to gather data on issues and problems to recommend ways on how to 

comply with the CPD requirements in an easy, accessible and affordable manner.  

 

The descriptive method of research was used in this study. Calderon (2000) defines descriptive method 

as a purposive process of gathering, analyzing, classifying and tabulating data about prevailing 

conditions, practices, beliefs, processes, trends and cause – effect interpretation about such data with or 

without the aid of statistical methods. Surveys, analyses, case studies, observation and review are the 

most common types of descriptive research. Since the present study concerned with the issues and 

problems to recommend ways on how to comply with the CPD requirements in an easy, accessible and 

affordable manner, the descriptive method of research was the most appropriate method to use. The 

researcher used convenient sampling – through the use of survey.  

 

3.1 Population, Sample Size, Sampling Technique 

 

The target population for a survey refers to the entire set of units for which the survey data to be used 

to make inferences. In this study, we used total random sampling in which each sample has an equal 

probability of being chosen. The respondents include 60 Accounting Instructors / Professors from 

various universities nationwide who attended PICPA Annual National Convention last November 2018. 

  

3.2 Description of Respondents 

 

The researcher chose to focus on the Accounting Instructors / Professors from different universities 

nationwide who attended the PICPA Annual National Convention last November 2018.    

 

The table below shows the number of respondents. 

 

Table 1. Number of Respondents 

Respondent Total Percentage 

Instructor 25 41.67% 

Assistant Professor 10 16.67% 

Associate Professor 20 33.33% 

Professor 5 8.33% 

Total 60 100% 

 

Overall, the total number of respondents that answered the questionnaire is 60.  The following table 

shows the demographic profile of the respondents. 

 

Table 2. Age 

 Frequency Percentage 
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21-30 20 33.33% 

31-40 18 30% 

41-50 4 6.66% 

51-60 10 16.67% 

More than 60 years old 8 13.33% 

Total 60 100.0% 

 

 

 

 

Table 3. Income Range 

 Frequency Percentage 

15,000 -30,000 28 46.67% 

30,001 – 50,000 25 41.67 

50,001 – 80,000 1 1.67% 

80,001 – 100,000 0 - 

More than 100,000 0 - 

Not disclosed 6 10% 

Total 60 100% 

 

 

Table 4. Employment Status 

 Frequency Percentage 

Full-Time Instructor 54 90% 

Part-Time Instructor 6 10% 

Total 60 100% 

 

 

3.4 Research Instrument  

 

The following instruments were utilized to gather the needed data: 

 

1. Survey Questionnaire 

 

The survey questionnaire is the main instrument to be used in gathering the data of the study. 

A well designed questionnaire is essential to a successful survey. A mixed of likert scale and a 

multiple choice survey questionnaire were used by the researchers and is formulated in 

relevance to the statement of the problem. The researchers ensure that the questions are 

organized and questionnaire is respondent-friendly and easy to answer.  

The questionnaire is divided into two parts:  

 

Part I includes the respondent’s profile: Age, Income range, Employment status and 

Faculty Rank. 

Part II includes the respondent’s data to gather issues and problems to recommend ways 

on how to comply with the CPD requirements in an easy, accessible and 

affordable manner.  

 

2. Unstructured interview 

 

Unstructured interview was conducted upon retrieval of the survey questionnaires in order to 

allow the respondents to talk in some depth about their answers on the questionnaires. This 

helps the researchers in validating the answers given by the respondents and gave the 

researchers the opportunity to probe for a deeper understanding and clarification about the given 
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answers. This also enable the researchers to steer the direction of their interview and note issues 

and problems raised by the respondents that are not easily identifiable in the questionnaire. 

 

3. Documentary Analysis 

 

Both primary and secondary data was collected for the study. The primary data was collected 

by conducting a survey and an interview. With the help of a well prepared multiple choice and 

likert scale questionnaire, the primary data was collected from the respondents. Secondary 

sources such as published books, journal articles, and other materials relevant to the research 

are analyzed for further understanding of the present study. 

 

 

3.5 Data Gathering Procedures 

 

Last November 21-24, 2018, CPAs in different sector gathered in the 73rd PICPA Annual National 

Convention in Bacolod City. The said convention created an opportunity for the researchers to gather 

enough data and connect with the CPAs in education by asking them to accomplish the survey 

questionnaires prepared. Upon receiving the answered questionnaire, the researchers may request for a 

few more minutes to ask some relevant questions and for an in depth interview about the answers 

provided in the questionnaires. 

 

 

3.6  Statistical Treatment of Data 

 

The data that was collected from the questionnaires was tallied, tabulated, and subjected to statistical 

treatment. A quantitative statistical treatment was employed.  

 

Percentage Distribution. A percentage distribution is a display of data that specifies the percentage of 

observations that exist for each data point or grouping of data points. It is a particularly used method of 

expressing the relative frequency of survey responses and other data. 

 

 

4. RESULTS AND DISCUSSION 

 

The following data are extracted from the survey results gathered.  

 

• The respondents’ agreed that the purpose of complying the CPD requirements are (1) to keep 
them up to date with knowledge and skills (88%); (2) they believe it is process of life-long 

learning (86%); and (3) to continually develop new skills/ competencies in order to remain up 

to date in rapidly changing world (91%). 

 

• The common sources in earning their CPD units requirement are via -  

 

Professional Track (Training offered by accredited CPD providers, face to face / online) as a 

Participant (100%); 

Academic Track under Master’s Degree or Equivalent (74%) 
Self-Directed (Training offered by non-accredited CPD providers, Face to face / online) as a 

Participant (91%); 

 

• On average (annual), majority earned the following CPD units: 

 

Professional Track: 11-25 CPD Units – 58.33% 

Academic Track: 11-25 CPD Units – 63.33% 

Self-Directed: 11-25 CPD Units- 68.33% 
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• By using Likert Scale, majority of the CPAs in Education agreed that the different activities 

required are relevant to their field: 

 

Professional Track: 5 out of 5 – 60% 

Academic Track: 5 out of 5 – 51.67% 

Self-Directed: 4 out of 5 - 45% 

 

• Majority (63.33%) of the respondents are being funded by the institution they are connected 

with every time they attend different seminars. All of them can file their leaves as “Official 
Business”. 
 

The remaining chunk of the respondents (36.67%) are not funded by the institution they are 

connected with.  And about half of them are not on OB (official leave) so they need to file those 

as leave without pay. 

 

These 36. 67% (or 22 CPAs in Education) were asked to provide as well the annual cost 

involved whenever they need to attend - for them to comply with the said CPD requirements.  

 

Seminar Fee – P5,000-P10,000 (22.73%) 

Transportation - P1,000-P5,000 (36.36%) 

Accommodation – P1,000-P5,000 (40.91%) 

 

• The result of the study also shows that majority of the CPAs in Education consider the following 

factors in earning CPD units (top 3): 

 

Accessibility – 98.33% 

Cost – 100% 

Topic – 100% 

 

The researchers conducted interviews with the respondents of the survey questionnaire and 

these three factors are in line with their issues and problems encountered in earning CPD units.  

 

• The study also shows that majority (98.33%) of the respondents agreed that in the future, 

Teaching Experience should also be considered as one of the activities or criteria that has an 

equivalent CPD credit units.  

 

Other criteria that gathered majority of the votes among the respondents are Industry 

Experience (48%), Trainings in Education (41.67) (Test Construction, Outcome Based 

Teaching, and Learning) and Membership in Professional Organizations / Honor Societies 

(36.67%). 

 

 

 

5. CONCLUSION 

 

Based on the survey and interview results, overall, the respondents value the purpose of complying 

the CPD units’ requirement. Activities involved keeps the CPAs in Education updated with the 

standards, latest trends and knowledge that are essential in order them to perform their services with 

the utmost professional due care that creates value as they mold the future CPAs of our nation. 

However, CPAs in education encounters issue such as accessibility to the venue, topic of the training 

/ seminar and the cost involved to comply with the said requirements. 

 



Proceedings of the International Case Study Conference 
24-26 Nov. 2019, Sabah, Malaysia 

201 

 

As majority of the respondents came from different provinces nationwide, Accessibility to the Venue 

is really an issue to them as the seminars are always conducted to the big cities, such as in Cebu, 

Davao, and Metro Manila. This fact takes so much time and effort on their part just as they need to 

spend some of their time travelling to comply on the CPD units required.  

 

In relation to the Accessibility to the Venue, CPAs in education raises the issue of the costs involved 

to comply with the required CPD units. On average (annual), CPAs in education who are not funded 

by the institution in which they are involved, spend P13,500 (includes Seminar, Transportation, and 

Accommodation Fee) just to earn between 11-25 CPD units per  year. The amount excludes other 

allowances, such as food allowance. This amount involves a big chunk on their money - as according 

to the study, majority of them earn (monthly) only between P15,000-P30,000 (46.67%) and P30,000-

P50,000 (41.67%). In addition, some of them needs to file leave (without pay) just to comply on the 

said CPD requirement.   

 

CPAs in education also find it hard to comply with the required number of units as only few of the 

topics available near them catches their interests. Some of them just attend the seminar/ trainings 

during the first few hours and leave the seminar if they do not find the discussion interesting. 

 

While striving to comply and earn CPD units required, CPAs in Education prepare as well for the 

ranking criterion of the faculty in the institution they are involved in. In line with this, the respondents 

agreed that for them to succeed in achieving two things (CPD units credited and ranking criterion in 

the institution) in a single action, the following are some of the criteria in the ranking of the faculty 

(but not yet included in the CPD credit units) that should be considered in the future to earn CPD units 

for CPAs in Education: 

 

• Teaching experience; 

• Industry Experience; 

• Administrative experience in an academic institution (VPPA, Dean, etc.); 

• Evaluation by students, faculty and superiors (Dean, Chair) 

• Trainings in Education (Test Construction, Outcome Based Teaching, and Learning); 

and  

• Membership in Professional Organizations / Honor Societies. 
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Abstract  
 

House pricing issue is challenging to solve since its causal factors are inter-mingled and dynamic in 

nature. An elaborate model that is able to simplify and capture the complexity and dynamic behavior of 

these factors through their internal feedback loops can be developed by using causal loop diagram, a 

method in system dynamics. The dynamic hypothesis and framework are established, where their key 

factors are identified, i.e. population, inflation, liquidity, and investment. This causal loop diagram can 

provide bird-eye view to this complicated problems, thus open pathway for more specific remedial 

solutions for future works.  

 

Keywords: House pricing, system dynamics, causal loop diagram 

 

 

1. INTRODUCTION  

 

Malaysia is currently falls under the ‘severely unaffordable’ category in housing affordability rating, as 
its house price-to-income ratio is currently at 6.17 times based on median multiple method. The scale 

‘affordable’ is at level 3.0 and below, in this case, has put Malaysia far from reaching this ideal target. 

This kind of pressure can delicately factor in the socio-political problem spectrum in the country. 

Among ways to combat this threat are concerted efforts by government and relevant supporting agencies 

by taking various initiatives. Most efforts are directed to the most affected group, the low income (B40) 

group and the middle income (M40) group.  

 

For example, let us look at the B40/M40 group in Malaysia. This group has been identified as a category 

that need extra help, as the gap between the B40/M40 group to the top income (T20) earners is widening 

in term of its absolute value (The Edge Market, 2018).  An establishment of PRIMA home priced 

between RM 100,000 to RM 400,000 are actively developed in key strategic area nationwide. This 

home is offered to Malaysian citizen with monthly household income between RM 2,500 to RM 15,000 

(Perbadanan Prima Malaysia, 2017). Other initiatives include introduction of My First Home Scheme, 

developed specifically for young adult who has started their career to buy their first house with a certain 

criteria. Though some issues arise in this scheme in terms of house prices to individual salary and also 

location-wise that are challenging to overcome. The most recent initiative is the introduction of property 

crowdfunding effort, FundMyHome, tabled in the Malaysian Budget 2019 where the funding for the 

house is secured through retail investors (with 5% returns per annum), and house buyer need to provide 

a 20% of the house price and the 80% settlement should be done in the end of 5 years. 

 

This issue is dynamic in nature. It keeps becoming the integral part of national agenda due to its urgency 

to be solved. The pressure is to find the best solution for house pricing issue is eminent. Good 

government should be able to find the fine line between the needs to satisfy basic needs for citizen of 

different income group to be able to own a house. Simultaneously, profit generating from this market 

segment should also be optimized. These conflicting needs have become a tug-a-war situation between 

the affected parties. To add to this complication, the intermingled variables that may affect house pricing 

are also expansive. These variables can be in a form of population (Kabisch & Grossmann, 2013; Wang 

et al., 2015; Muth, 2017), demand and supply (Kohler & Van Der Merwe, 2015; Chow & Niu, 2015), 

location (Rahadi et al., 2015; Acolin & Green, 2017; Ibrahim, 2017), accessibility (Rodriguez & Rogers, 
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2014; Omar et al., 2016), developer (Liew & Haron, 2013; Wu & Liu, 2014), cost of material and land 

(Liu et al., 2013; Head et al., 2014), political pressure (Aalbers & Christophers, 2014; Aalbers, 2016), 

imposed regulation (Huang & Tang, 2012; Agénor et al, 2013), income (Ren et al., 2012; Määttänen & 

Terviö, 2014), liquidity (Head & Lloyd-Ellis, 2012; He et al., 2015), and taxation (Yinger et al., 2016; 

Sommer & Sullivan, 2018), to name only a few.  

 

Besides, the demand and supply of housing market are also vulnerable to the relations of three parties 

– the developer, house buyer, and policy maker. All these variables are themselves dynamic in nature, 

thus a simple mathematical formulation is not able to capture their relational behavior. However, these 

dynamics need to be further explored. Failure to understand their interaction can jeopardize the stability 

of each variables, and if not carefully assessed, will result in wider gap of inequality, dissatisfaction and 

the cause of socio-economic and socio-political problems among citizen in the country. Although many 

research works is available in the literature, the approach to resolve this issue has always been 

individually catered and mostly segmented according to narrow perspectives. Such examples include 

Hui & Zheng (2010) that only focus on customer satisfaction towards home buyer, Andrew & Meen 

(2003) study the macroeconomics of limited factors of house price appreciation, and Ramli, Akasah & 

Masirin (2014) focus only on the safety and health issues among low-cost housing. Thorough 

understanding of this pressing matter has yet to be fully integrated. 

 

In this article, we aim to address these inter-related factors capture their heavily intertwined dynamics 

structures. Holding powerful method of utilizing the quantitative tools will assist in developing 

elaborate model that is able to simplify and capture the complexity and dynamic behavior of these 

factors. Dynamics structure in this problem means the nonlinear behavior of the complex system under 

study, where internal feedback loops between the considered factors are expected. A causal loop 

diagram method in system dynamics (SD) is able to provide with the appropriate overview of these 

inter-mingled factors. SD is able to illustrate the relationship within the complex system (Edaibat, 

Dever, & Stuban, 2017). It is included for the modeling system of nonlinearity, feedback loops and 

delays and for developing policy intervention. Moreover, Sterman (2001) also regards SD as a tool to 

understand the complexity of the world and he listed several situation that occurred when the policy 

maker fail to understand properly the complexity of social system. For example, US government had 

repealed the low-interest rate restriction rule that imposed to the saving and loan industry. The reason 

is to help and alleviate the financial problems during 1980s. However, the outcome went otherwise. In 

fact, excessive speculation occurs and eventually led to the collapse of banking industry. Thus, the 

application of SD is potentially can avoid such crises to occur and thereby, assist the policy maker to 

design an efficient policies to manage the system (Pejić-Bach & Čerić, 2007). 
 

Due to its effectiveness, SD approach has been adopted in many areas. For instance, as regards to the 

house prices issue, Zhang, Geltner, & de Neufville (2018) had utilizes the system dynamic modeling 

technique which focusing on speculative demand and land financing scheme factors. The technique 

yields information that is, the interaction of speculative demand and land financing demand in the 

China’s housing market, although their assessment is limited in nature. However, they believed that SD 
technique on the house pricing issues can be extended in any emerging market country, thus consistent 

with our work.  

 

2. METHODOLOGY 

 

2.1 Dynamic Hypothesis Processes 

 

In this study, a dynamic hypothesis of Malaysia house pricing model is developed by using causal loop 

diagram. A causal loop diagram is referring to an influence diagram, or mathematically known as a 

directed graph. A causal loop diagram enlightens a dynamic process of a system in which the chain 

effects of a cause are traced through a set of related variables back to the original cause. A causal loop 

diagram is formed when a set of variables has been linked together in a connected path. Causal loop 

shows a relationship between variables and serves as a basis for quantitative models, when backed by 

formulae that quantify variables (Chaim & Streit, 2008). Dynamic hypothesis is describes as a working 
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theory of how the problem arose and it guides the modeller on a certain structures (Sterman, 2008). A 

study in Goyol and Dala (2014) highlights five basic rules in developing a dynamic hypothesis, as 

shown in Figure 1. 

 

 
  

Figure 1: Dynamics hypothesis development process (adapted from Goyol and Dala (2014)) 

 

This dynamics hypothesis development begins with problem characterization. This rule involves the 

process of characterizing specific problem through investigating key variables, time horizon and the 

boundary of the problem. Once the problem has been recognized, the factors involved are being 

identified. Next, causes that become an effect to another factor are recognized. Relations between causes 

and effects are developed using effect arrows. The effect arrow is marked with a positive or negative 

sign. The positive sign indicates that a change in a variable that will produce a change of the same 

direction in the other variable. Note that both variables are moving in the same direction. Therefore, the 

relationship between them is denoted as a positive relationship. On the other hand, if an increase 

(decrease) in a variable result in a decrease (increase) in other variables, the relationship between them 

is negatively estimated. This is a change in an opposite direction and is donated by a negative sign on 

the head of the arrow. Lastly, the system and subsystem in the dynamics hypothesis are classified. 

 

3. RESULTS AND DISCUSSION 

 

In this study, a dynamic hypothesis of Malaysia house pricing model is developed by using causal loop 

diagram. This study hypothesized that there are several key factors that relate to house pricing. Figure 

2 shows the increment of house price depending on the changes on house price rate. 

 

 
 

Figure 2: Dynamics hypothesis of House Pricing 
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The positive sign on the head of the arrow indicates that a change in a price increment rate will produce 

a change of the same direction in the house price. On the other hand, for the negative sign, an increase 

(decrease) in a price decrement rate will decrease (increase) the house price. Then, the changes of house 

price will affect the delayed house price, migration rate, house market indicator and inflation rate. 

Simultaneously, the inflation rate will affect the investment decrement rate and house construction. As 

changes of population in Malaysia is directly affected by migration and birth rate, this factor will also 

affecting the house demand. Notice that the house demand will then affect the liquidity rate and 

investment increment rate. 

 

4. DETERMINANT FACTORS IN HOUSE PRICES 

 

From Figure 2, there are four factors that relate to structural diagram of house pricing: the population, 

inflation, liquidity and investment. The determinants for each factors have been classified in Table 1. 

 
Table 1: Key factors for house pricing 

Key Factors Determinants Factors 

 

Population 

Birth rate 

Death rate 

Migration rate 

 

Inflation 

Inflation rate increment 

Inflation rate decrement 

Liquidity Liquidity rate 

 

 

Investment 

Increase investment rate 

Decrease investment rate 

House Demand 

House Construction 
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4.1 Population 
 

In general, the relationship between housing and population are inter-related (Mariadas, Selvanathan, 

& Hong, 2016). This means that although the increasing number of population determines the housing 

demand, the availability of suitable and affordable housing is also key to its demand. Among research 

works that investigate the relationship between these factors include in researches done by Jabatan 

Penilaian dan Perkhidmatan Harta (2018), Natasha & Hassan (2015), Working (1927) and Khoiry et al 

(2012). Identifying the local interactions between housing prices and population is complicated as these 

factors having simultaneous and spatially interdependent relationship. To investigate these factors using 

standard econometric models are unable to address the multiple identification problems that may arise 

from the simultaneity, spatial interaction, and unobserved spatial autocorrelation (Zietz, Zietz & 

Sirmans, 2008), thus motivate our study to utilize system dynamics that is able to extract underlying 

structural dynamics between the factors. 

 

4.2 Inflation 
 

House prices are important in signaling inflation since a large amount of individual wealth is embedded 

in houses (Pillaiyan et al, 2015). Hashim, Sapiri, Misiran & Abdul Halim (2018) highlighted inflation, 

yield curve, bank credit and mortgage markets conditions in particular countries are among dependent 

variables for house prices. Hashim, Sapiri, Misiran & Abdul Halim (2018) also examined the long-run 

impact of inflation on homeowner equity, specifically the relationship between house price and inflation 

factor based upon prices of nonhousing goods and services. Some early to recent studies also 

investigated inflation hedging ability of real estate. Such as Taltavull de La Paz & White (2016) that 

focused on correlations between rates of return on real estate and inflation rates over time, Shin (2014) 

examined effectiveness of inflation hedging in several scenarios, to recent works by Hashim (2010), 

Jabatan Perumahan Negara (2013) and Acs (2014) all focusing specifically on hedging on inflation via 

house pricing. 

 

4.3 Liquidity 
 

Liquidity is a concept, applied on the degree of trading activities, related to particular assets. Thus, 

whenever cash or deposit money took place during or after the transaction (sale of assets or credit 

payment obligations), then it would be called as liquidity (Acs, 2014). That is, the easier the asset or 

security can be converted into cash; consequently it would affect the market trading and the price as 

well.  

 

The concern with the liquidity to the houses prices, had been reviewed thoroughly by Amihud, 

Mendelson, & Pedersen (2005) using past literature. They conclude that, liquidity has an effect to the 

asset price but the measurement of liquidity itself cannot achieve a satisfactory accuracy level, due to 

the multidimensional of the liquidity Amihud, Mendelson, & Pedersen (2005). However, Banks (2014) 

argue that, although liquidity is difficult to measure, but with an appropriate mechanism, liquidity can 

be measured correctly (Banks, 2014).  Meanwhile, as regard to the house price issues, liquidity is 

referred to the period of waiting time that any particular houses which manage to get sold, once the 

house put ‘for sale’ (Head, Lloyd-Ellis & Sun, 2014). Moreover, they added that there is a positive 

correlation between liquidity and house price; whenever the liquidity of house increase, the house prices 

will increase as well. This is due to the notion that, the expected profit gains in the property market 

occurred if the trading is easily executed.  
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4.4 Investment 
 

Other than liquidity, investment also played a major role in housing market. By definition, investment 

is an asset or item purchased with the expectation that, it could generate more income or profit after a 

certain period of time (Feldman, Hadjimichael, & Lanahan, 2016). Investment activity in the residential 

property or housing market has been enterprising among investors to date due to its appreciating value 

for the time being. Hence, it is vital to measure the value of residential property in order to substantiate 

investment decisions and also to avoid that particular property is overpriced or underpriced. For the 

record, Ataguba (2017) had discussed about the most common method used to measure the value of 

freehold property which is equivalent yield method (Ataguba, 2017). Equivalent yield method is 

actually consists of two part. The first contain the contract rent until the next rental contract review. The 

second part is the basis of pre-rental contract reviewed upon the market rent value which is assumed to 

be constant in eternity. There are three main variable involved in equivalent yield method which are, 

market rent, contract rent and the number of years between the current rental contract until the next 

rental contract reviewed.  

 

Occasionally investors’ activity had affected the housing market prices in which the house prices are 
higher than its actual price (Yiu & Jin, 2012).  If the situation was not handled properly, it might lead 

to price bubbles and eventually, the financial crisis could hit the economies like what happened during 

Asian financial crisis, the Dot-Com crisis and the global financial crisis. All these crises were sparked 

by the crash of price bubbles in asset markets such as property market.  

 

Iacoviello & Neri (2010) have provide an in-depth and through analysis on the volatility of housing 

market and housing prices which involve with 40 years historical data by using Bayesian method. In 

view of the foregoing discussions, housing prices and housing investment was proven to be highly 

correlated and besides, it is also sensitive to any market changes. 

 

5. CONCLUSION 

 

This paper discusses the development of dynamic hypothesis for Malaysia house pricing using causal 

loop diagram. The dynamic hypothesis enables the researcher to quickly access the inter-relationship 

between the four key indicators in determining the key factors that affect of house pricing which are 

population, inflation, liquidity and investment. This dynamic hypothesis will be used as a basis for 

developing a quantitative simulation model. The developed dynamic hypothesis will be transformed 

into stock and flow diagram and several validation tests will be conducted to test the model from its 

structure and behavioral perspective. 
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Abstract  
 

This study conducted in the Royal Malaysian Navy that owns the aging asset. It aimed at investing the 

strategies to prolong the asset life cycle which improved the asset performance. This study was driven 

since inadequate findings in the literature concerning on aging asset management. Due to this  

insufficiency, a new research stream was proposed to address the gap by investigating the strategies 

that may better explain aging asset management. This study has explored many asset management 

framework such as Asset Related Activities, Asset Management, Asset Life Cycle and Capabilities 

Enhancement Life Cycle Model in identifying the element in developing Aging Asset Management 

Framework. 29 research participants consists of the Subject Matter Expert and the employees who 

involved directly in managing aging asset were interviewed.  Data from the interview and the related 

documents were analysed by using the content analysis technique before it was cross -analysed to 

determine the pattern. From this study, it was found that the current asset management model was not 

incorporate with aging asset issues. Hence, this study offers an aging asset management framework 

and activities model in every stage of asset life. 

 

Keywords: Asset Management Framework, Asset life Cycle, Aging Asset, Obsolescence 

 

 

1. INTRODUCTION  

 

Many organizations that owns physical asset especially capital asset were require the asset to provide 

services continuous with good performance. However, managing asset is always related to usage and 

the asset age (Thabani, 2010). Asset usually used extensively until it reaches estimated life. Therefore, 

the challenges is to ensure its availability since asset downtime will impact upon both capacity and 

performance (Stenstrom & Parida, 2014). Managing an asset involves a long term process. This asset 

management depict the asset life which is initiated from acquisition, maintenance of asset life and up 

to its disposal (Spires, 1996).  

 

The Royal Malaysian Navy (RMN) role is to safeguard Malaysia’s coastline, territorial waters and 
Exclusive Economic Zone. The RMN has a total of 44 ships aged between 8 to 49 years old which are 

vary in size and functions. These ships are tasked to conduct operations at sea suitable with their 

functions, as well as to combat any threat faced at their respective areas. In fact, most of these 

operations require ships to patrol along the coastline in protecting the country from potential threats 

such as intervention from the enemy and to safeguard the passage from piracy as well as enforcement 

of the sea law. Moreover, in ensuring a safe transit through the straits, the RMN is required to upkeep 

its assets, besides maintaining them to the highest readiness for top-notch performance. It could not be 

deny that some of the asset were degrading and less performance since it has been too long in-service. 

With the challenges faced by the government, besides budget constraints the RMN could not replace 

their aging asset. On the other hand, the RMN has to continuously operating their aging asset. 
 

2. LITERATURE REVIEW 

 
Asset management denotes the total management of physical assets that include land, buildings, 

machinery and equipment  (Fabozzi & Peterson, 2003).  According to Hastings, (2015) asset 

management is inclusive of a set of activities that is broader than maintenance when it is associated to 

technical, financial and management applications to ascertain that the assets do meet the organisation 
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aims and logistically in sustaining the asset from its procurement until disposal. In this study, four 

existing asset management model were being explored namely Asset Related Activities, Asset 

Management, Asset Life Cycle and Capabilities Enhancement Life Cycle Model to identify the 

suitable model in addressing issues related to aging asset management. 

 
2.1 Asset Related Activities Model 
 

In an organization, there are many departments perform task is inter-related. These department 

involved in supporting activities carries out activities related to assets and lifecycle processes from 

Design, Acquisition, Operation, Maintenance until Disposal as in Asset Related Activities Model (El-

Akruti and Dwight, 2013) illustrated in Figure 1. Every activity in the asset lifecycle involves 

supporting activities from Technical Support, Procurement, Human Resources, Finance, IT and 

Quality Departments. Moreover, El-Akruti and Dwight (2013) described that these activities should 

be performed by various departments, but not necessarily integrated to achieve strategic objectives. 

The success and longevity life of an asset relies on the multidisciplinary activities that support asset 

life cycle. By implementing the Asset Related Activities Model, each activity supports the rest in 

managing the asset for the whole life cycle to enhance performance.  Every activity plays an 

important role besides complementing each other in ensuring that the asset is managed efficiently. 

 

Figure 1: Asset Related Activities Model (El-Akruti & Dwight, 2013) 

 

2.2 Asset Management Model 

 

Asset management strategy consists of development of asset life cycle that integrates and 

interdependent with other elements such as accounting and regulatory compliance, accountability and 

transparency, performance, resources, and time frame, in order to achieve service delivery (Australian 

National Audit Office, 2010) as shown in Figure 2. This model supports the asset for long term with 

the focus for a short term plan which includes decision on asset acquisition, operation plan comprised 

of maintenance and disposal of asset, maintenance activity that prevents break down and disposal plan 

that leads to new asset or replacement. 
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Figure 2: Asset Management Model (Australian National Audit Office, 2010) 

 

2.3 Asset Life Cycle Model 

 

This model depicts that every level of asset life cycle must be responsive and interact with other 

relevant factors will have an impact upon the long term growth or just sufficient to meet short term 

requirements. This strategy is incorporated with asset management functions and and assist 

organisations to minimise reliability issue and disruption risk besides enhancing asset performance. It 

is an ongoing process which supports the objective of business needs. Once the business needs are 

defined, then the pre-acquisition process will be an easier process since the organisation is certain 

with its requirement. 

 

Figure 3: The Asset Life Cycle (Hastings, 2015) 

 

2.4 Capabilities Enhancement Life Cycle Model 

 

There are ix stages are outlined in the asset life cycle, known as the CADMID Life cycle used by the 

Royal Navy. This is the acronym of the six stages: Concept, Assessment, Demonstration, In-Service 

and Disposal. The In-Service stage is the longest stage and it incurs a huge amount of money up to 

70% of the total cost of ownership (Blanchard & Fabrycky, 2006; Ford et al., 2015).  During the In-

Service stage, there are three phases in operating RN ships, which are Tasking to support the UK 
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Maritime Doctrine; Upkeep to maintain and upgrade the ship; and lastly, Regeneration period to test 

and reactivate the system (Ford, McMahon, & Rowley, 2013). The capability enhancement lifecycle 

of RN ship as presented in Figure 4. 

 

 

Figure 4. Capability Enhancement Life Cycle (Ford et al., 2015) 

 

Based on the model discussed, those models did not discuss on the aging asset management. Although 

asset management has been applied by organisations in managing the whole asset life cycle, it was 

found that many studies have only investigated asset management, which is lacked in addressing 

aging asset and other elements related to support asset life cycle.  

 

 

3. RESEARCH METHODOLOGY 

 
29 research participants consist of the Subject Matter Expert and the employees who involved directly 

in managing aging asset were interviewed.  Data from the interview and the related documents were 

analysed by using the content analysis technique before it was cross  analysed to determine the pattern 

Multiple case study were employed in identifying the element involved in developing Aging Asset 

Management Framework. Besides, a case study template were also used as guideline to indicate the 

research design, procedures for conducting the research and instruments used in carrying out the 

research, (Halizahari, 2019). 

 
Table 1. Case Study Template 

 

Phase Process Activities 

 

Model 

Development 

Identify Issues and Problem Getting Started 

Identify related literature 

Identify Research Gap 

Propose Research Questions 

 

 

 

Selecting Cases 

Selecting population and using theoretical on specific 

cases 

 

Crafting Instruments and Protocols 

Using multiple data collection methods. 

Model Testing  Data Collection Entering the Field 

Incorporating field notes with data analysis 
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4. FINDINGS 

 
As discussed earlier, the asset life begins from the Concept of Requirement and ends with Disposal. It 

was found that the RMN applies the same concept which the asset management is a process of 

managing assets, beginning from the concept of asset to be procured until disposal. However, most of 

the RMN assets are aging. With limitation of budgets as such, the RMN has taken a big step by 

establishing a life extension program which can prolong the life cycle of these assets and by doing 

these the RMN could also solved the obsolescence issues. This research has identified that in real life 

situation, the present asset life cycle and asset management model could not be applied in managing 

aging assets. Therefore, a framework for aging asset management was developed.  

 

 

 
Figure 5: Aging Asset Management Framework 

 
The Formulation Concept Requirement, Acquisition and Operation phases are implemented at the 

early stage of the asset, while Maintenance activities take place after the asset is accepted by the 

Organisation and when the warranty of the asset has expired. During this phase for aging asset, the 

Data Analysis Analysing the Data 

Within Case and Across Case 

 

Data Coding Shaping Hypotheses 

 

Iterative Tabulation of Evidence 

The emergence of hypothesis or theoretical 

statements 

Replication of logic 

 

Model Refinement Finalisation of the Conceptual 

Model 

Enfolding the Literature 

Comparing with existing similar and conflicting 

literature 

 

Reaching Closure 

Theoretical Saturation to improve existing results 
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process of life extension is performed due to very limited capabilities. When this process is 

completed, the asset can be operated for another 15 years. However, for asset that could not be 

maintained, retirement is the verdict. Hence, the asset will be disposed or decommissioned.  

 
In every phase on the aging asset management, there are activities involved. This activities as shown 

in Figure 6. 

 

 

 
Figure 6: Aging Asset Management Model 

 

 

4.1 Formulation of Concept Requirement Model 
 

In formulation of concept, the Return on Investment (ROI) Analysis is to be used as an aid to the 

organisations in decision-making regarding asset acquisition. Thus, the ROI Analysis can be applied 

to assess returns in terms of value such as purpose, impact and benefit from the investment in 

acquiring asset. Such analysis leads to decision on what asset the organisation should purchase. The 

organisation would need to measure the value of Returns compared to investment of asset to be 

procured. 

 

4.2 Acquisition Model 

 

Acquisition process can only take place after the organisation are certain with the asset to be procured 

after going through the ROI Analysis. there is a process where decisions have to be made in relation 

to resources. In order to acquire an asset, the organisation needs sufficient allocation. Therefore, in 

order to operate new assets, the Human Resource needs to identify a group of people who will operate 

new assets. After having the asset into the organisation inventory, good logistics support is required to 

maintain and sustain the asset. Once all the issues related to resources has been scrutinised, the 

acquisition process can take place. 
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4.3 Operation Model 

 

Once the asset were introduced to the organisation it is vital for the organisation to determine the 

status of the asset in order to achieve strategic objectives. Strategic Objectives Indicator is an activity 

to monitor the status of the asset if the Strategic Objectives set by the organisation could be achieved. 

Strategic Objectives Indicator is comprised of three levels. The Asset Management level is the enabler 

that measures the status of the asset which contributes to Operational Effectiveness. Meanwhile, the 

second level measures the number of operations conducted by the organisation, which eventually has 

a direct impact on day-to-day Operation Effectiveness. From there it will aligned with the Operation 

Outcome. 

 

4.4 Maintenance Model 
 

In previous study, asset maintenance only involves preventive and corrective maintenance. The scope 

of work for each maintenance differs for each asset. However, in order for the asset to sustain in a 

longer period of time, organization should consider on the Life Extension Program. The Life 

Extension activity model could assist the organisation in performing Life Extension, whereas the 

organisation is left with a choice, instead of purchasing a new asset for substitution. 
 

4.5 Disposal Model 
 

Upon reaching the state of Beyond Economical Repair, the organisation would need to plan for the 

disposal of the asset. In fact, the asset has to be disposed in order to reduce the overhead cost. 

 

Aging Asset Management Framework and Aging Asset Model developed is crucial in managing aging 

asset. By implementing the strategy as discussed in this framework and model will assist the 

organisation in managing aging asset by strategically planning the asset life longevity. By doing this, 

it is believed the organisation will reduce the constraints and will have opportunities of cost savings. 

Nonetheless, via AAMF, any organisation should be able to deal with each phase of asset life cycle, 

as each stage requires decision-making. Hence, organisations would need to make decisions 

pertaining to needs and requirement of assets, operation, maintenance and disposal of asset, whereby 

every activity is interconnected and exists throughout the life cycle of the asset 
  

5. CONCLUSION 

 
Having adapted from previous study through extensive review of related asset management and life 

cycle model, this study found that the current asset management framework was not applicable in 

managing aging asset. A new aging asset management framework and the activities model that 

suitable to be used as a guideline for the organization in managing their aging asset. This framework 

was developed after analyzing and comparing the previous study literature and RMN asset 

management. This study also found with the budget constraints, in order to operate and sustain an 

aging asset life cycle implementing strategies of life extension will prolong the asset life. This study 

has contributed to the development of a new asset management framework that contributes to the 

body of knowledge. This life extension approach generates practical contributions as well to the 

industry. 
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Abstract  
 

Creativity and innovation in small and medium businesses (SMEs) is one of the important 

entrepreneurial characteristics which must be possessed by SMEs to improve the competitiveness in 

the market as well as to enhance company performance. This paper discusses the case of 

manufacturing SMEs in Indonesia in utilizing social media to support their business performance 

through creativity and innovation. In-depth interviews were conducted against 14 manufacturing 

SMEs and qualitative content analysis was used to explore information from respondents in the field. 

The findings showed that 57% of the respondents agreed that social media such as Facebook, 

Instagram, and Whatsapp are able to stimulate and inspire SMEs in creating and innovating their 

products and enhance their performance. The objective of this study is to gain a deeper understanding 

of SMEs in Indonesia in using social media to improve their business performance, viewed from an 

innovativeness perspective.  

 

Keywords: Business Performance, Innovativeness, SMEs, Social Media 

 

 

1. INTRODUCTION  

 

The existence of SMEs in developing countries, including Indonesia, is to eliminate the imbalance in 

several aspects such as social, economic, cultural, and technological due to uneven development 

processes, especially due to urban development bias which causes rural areas to lag behind compared 

to urban areas (Tambunan, 2010). In addition, a number of commodities that are sold in the urban 

markets such as apparel, wood and metal crafts products; household industrial, food and beverages, 

shoes and bags products; agricultural and plantation products, as well as other manufacturing products 

produced by SMEs, are still inferior in quantity and quality compared to similar products made by the 

manufacturing industries. Welsch & White (1981) also argued that the location where SMEs are 

located is a place where "sources of poverty" arise, as a result of lack of resources. 

 

It can be said that SMEs are business units that have limited resources physically, financially, 

humanly, and technologically. However, SMEs also have a unique business management, which is 

informal (Kotey & Slade, 2005), flexible (Aragon & Marin, 2005), and in business decision making, it 

usually depends on one person, namely the owner or SME managers (Feltham & Barnett, 2005). 

Sudaryanto (2011) who conducted research on the strategy of empowering SMEs in Indonesia in 

facing the ASEAN free market, stated that the strategy for developing SMEs to survive in the current 

global competition can be done by increasing competitiveness and developing human resources. 

 

For reasons of developing the quality of human resources, particularly for SME owners or managers 

in Indonesia, this study attempts to provide alternative solutions through the use of social media by 

SMEs, which are expected to stimulate and inspire the creativity and innovation of SME owners or 

managers in order to improve its business performance. Fourteen (14) manufacturing SMEs were 

interviewed and the findings are expected to contribute to both for manufacturing SMEs and for 

policy makers of SMEs development in Indonesia. 
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2. LITERATURE REVIEW 

 
2.1 Social Media Usage in Indonesia 

 

The use of the Internet and also social media by SMEs in developing countries to date can be said still 

in an uncertainty condition, especially there are still doubts about the needs of adopting and 

understanding the benefits of social media for business. For instance, Omar, Ramayah, Lin, Mohamad 

& Marimutu (2011) who conducted a study of 200 SMEs in Penang, Malaysia related to web-based 

marketing applications, found that the use of Internet by a number of SMEs in Malaysia was still 

limited to the use of email and static pages, while online payment systems, online order processing, 

and the use of social media like Facebook for business purposes, was still relatively low. Omar, et al. 

(2011) also revealed that the understanding of the benefits obtained when adopting technology was 

still a little. More than 50 percent of SMEs were unaware that web-based marketing will enhance 

company performance and profitability, increase ROI, reduce operational costs, and improve business 

process flows. 

 

Likewise in Indonesia, Yulimar & Setiawan (2008) who surveyed 107 SMEs as members of the 

Indonesian Small and Medium Business Development Center, the Indonesian Chamber of Commerce 

in nine cities in Indonesia, found that SMEs outside Java and Bali had little understanding of e-

commerce and benefits gained from e-commerce sites. Sari & Hanoum (2012) who examined 23 

SMEs being developed by the LPB Joint-Venture Institute of Technology, Surabaya revealed that the 

use of social networks in SMEs was still relatively low. The motivation to adopt technology among 

SMEs was actually quite high, but they faced obstacles in terms of financial, infrastructure, and 

human resources who handle the technology. Studies from Kusumawardhani (2013) and Setiowati, 

Hartoyo, Daryanto & Arifin (2015) also proved that SMEs in Indonesia have not significantly gotten 

the benefits and value from the use of the Internet and social media to improve its business 

performance. 

 

On the other hand, social media offers a number of facilities that can be used by SMEs to innovate in 

developing and improving their product design and quality, so they can take advantages in business 

competition, especially in the online market. Zyl (2009) claimed that company that uses social media 

allows the presence of open communication with customers. This open communication will have an 

impact on the image and brand perceived by the company, which in turn will innovate the company to 

lead the market. Whereas Farzana, Noor & Sulaiman (2016) revealed that the use of social media will 

enhance the company's entrepreneurial orientation, which allows owners or managers to understand 

the influence of social media in creating innovative cultures in running and developing their 

businesses. 

 

2.2 Innovativeness 

 

Morris, Kuratko & Covin (2008) argued that innovation is related to creativity, namely the mental 

ability and curiosity of a person to discover something new. Creativity is a source of ideas and 

imagination that will lead to the emergence of new products, new services, new processes, new 

markets, and new technologies (Landström, 2005). From these two terms, Aloulou & Fayolle (2005) 

concluded that innovation is the essence of entrepreneurship and is the basis for entrepreneurs in 

developing new products or creating new processes. On the other hand, Otero-Neira, Lindman & 

Fernandez (2009) emphasized the importance of innovation in creating company competitiveness, 

which in turn will improve company performance. According to Damanpour & Wischnevsky (2006), 

the innovative ability of companies is important to survive and foster when the company's operations 

are in conditions of intense competition, rapid technological progress, and scarcity of resources. Thus, 

innovation is an important and fundamental part of entrepreneurship and company business strategies 

(Covin & Miles, 1999). 
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2.3 Business performance 

 

The definition of business performance has been explained by many researchers since the 1950s until 

now. Even Lebans & Euske (2006) provided a set of definitions regarding the concept of business 

performance, i.e. a set of financial and non-financial indicators that offer information about the level 

of achievement of objectives and results; dynamic, requires judgment and interpretation; need to 

know the basic characteristics of each area of responsibility; and to report the level of performance of 

a company, it is necessary to be able to measure the results. Concisely, business performance includes 

several different meanings such as growth, profitability, return, productivity, efficiency and 

competitiveness. Whereas Bartoli & Blatrix (2015) assured that the definition of business 

performance can be achieved through trials, evaluations, effectiveness and quality. According to 

Venkatraman & Ramanujam (1986) broad business performance includes not only financial 

performance, but also operational (non-financial) performance, including the use of efficient 

technology, such as market share, product quality, and marketing effectiveness. Thus, although 

financial measurements are needed to measure performance, it is not enough to assess overall 

company performance (Wiklund & Shepherd, 2005). 
 

3. RESEARCH METHOD 

 

This study is a case study in which data was collected through in-depth interviews with 14 

respondents chosen by convenience sampling. The reason for using the convenience sampling method 

is due to several obstacles that occur in the field such as the incomplete address of SMEs, the type of 

business and scale of SMEs that are not recorded properly and clearly in Government offices. 

Whereas the analysis method for interview data uses Qualitative Content Analysis, because it aims to 

analyze written, verbal and visual communication data (Bryman & Bell, 2011). In addition, 

Qualitative Content Analysis provides a methodology that can be replicated to access individual or 

collective structures in depth, such as values, intentions, and attitudes of a person or group of people 

(Duriau, Reger & Pfarrer, 2007). Thus, entrepreneurial behavior owned by the organization/company 

top management also allows to be investigated and explored, so that the phenomena that occur in 

organizations/companies, including SMEs, can be known both its patterns and causes. Technically, 

this study uses a Qualitative Content Analysis approach designed by Mayring (2014). 

 

4. THE COMPANIES 

 

4.1 The manufacturing SMEs 

 

The sample in this study was selected from a population of manufacturing SMEs that is located in the 

former Surakarta Residency, Central Java Province, Indonesia. There is one city and four districts 

involved in sampling, namely Surakarta city, district of Sukoharjo, Klaten, Boyolali, and Sragen. 

Overall, there were fourteen (14) SMEs top management (owner or manager) interviewed in depth. 

They were selected based on the location of SMEs, type of business, scale of business and preferably 

SMEs which were able to export products, education level and ethnicity of SME top management, and 

background of business. Table 1 below depicts the profile of manufacturing SMEs used in this study. 
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Table 1. Profile of the respondents 

 

SMEs characteristics n % 

a. Business Location: 

1) Surakarta city 

2) District of Sukoharjo  

3) District of Klaten   

4) District of Boyolali   

5) District of Sragen   

 

3 

4 

3 

2 

2 

 

21.43 

28.57 

21.43 

14.28 

14.38 

 

b. Type of Business: 

1) Batik (clothes and weaving) 

2) Furniture 

3) Dried food (bread and cheese) 

4) Metal casting 

5) Copper handicraft 

6) Herbal medicine industry 

7) Leather shoes maker 

 

4 

3 

2 

2 

1 

1 

1 

 

28.57 

21.43 

14.28 

14.28 

7.14 

7.14 

7.14 

 

c. Scale of Business: 

1) Medium-sized 

2) Small-sized 

 

7 

7 

 

50.00 

50.00 

 

d. Ability to export products: 

1) Have been able to export their products 

2) Have not been able to export their products yet 

 

6 

8 

 

42.86 

57.14 

 

e. Education level of SME top management: 

1) Bachelor degree 

2) Diploma degree 

 

12 

2 

 

85.71 

14.28 

 

f. Ethnicity of SME top management: 

1) Javanese 

2) Chinese 

3) Arabic 

 

11 

2 

1 

 

78.57 

14.28 

7.14 

 

g. Background of Business: 

1) Family inheritance 

2) Independent business 

 

8 

6 

 

57.14 

42.86 

T o t a l 14  

 

4.2 Profile of the SMEs 
 

SME A: is an SME that produces Ihram cloth, stamped quilting batik, pareo sarong and goyor sarong. 

The company size is medium scale, around 11 years old erected, with 80-90 employees. This SME is 

a production division development of a company owned by owner's parents which was founded in 

1990. Its products market is national and capable to export its products to a number of countries. 

 

SME B: is an SME that makes teak wood furniture. The scale of SME business is still small, 2 years 

old age, with about 7 employees. The idea of opening the business came from his surrounding 

environment, where the majority of the population run business in the field of furniture. It has not 

been able to export products overseas, but more focusing on serving the local market, and some 

markets in and outside of Java island. 

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

  223 

SME C: is an SME that manufactures woven fabrics, Toraja batik and Nusantara fabrics. This SME 

has a medium scale business, around 25 years old established, with 60-70 employees. It is a legacy 

business from her father-in-law, but specializes in producing traditional Toraja weaves and clothes, 

not lurik weaves that are more common produced by residents around the location of SME. This SME 

has not yet export oriented, but the market for its products has been national scale. 

 

SME D: is an SME that produces dry bread made from arrowroot flour. This medium-sized SME is 

more than 137 years old, with 80 employees. It is a hereditary endeavor business, until now it has 

been managed by the sixth generation. Their products market includes local and national markets, and 

some products can penetrate to international markets. 

 

SME E: is an SME that manufactures metal cast products such as decorative lights, garden chairs, 

gazebos, grill covers. This medium-sized SME is around 12 years old, with 30 employees. In terms of 

available facilities, this SME is a legacy business from his father-in-law since 1998, but the products 

made were different. Their products market is mostly for the local market, but also handles projects 

outside the region. This SME has already able to export, but carried out in collaboration with third 

parties in the form of partnership. 

 

SME F: is an SME that produces herbal medicine. This SME expanded its business from small to 

medium scale, then from the medium to the semi-large company. This SME is 15 years old, with 

employees around 150-200 people. Not a legacy company, but a transfer from an SME that produced 

herbal medicine from another region that has been established since 1998. The market for its products 

has reached 34 provinces throughout Indonesia. There are already exported products, but have not 

been optimal yet because it is constrained by several export requirements that have not been fulfilled. 

 

SME G: is an SME that manufactures furniture and its accessories. This SME is small in scale but 

goes toward medium company, around 5 years old age, with 20-30 employees. Their business is not 

an inherited company, but purely a personal business. The product market is mostly local, but already 

serves markets outside the region. Several of its products can penetrate regional markets in Southeast 

Asia. 

 

SME H: is an SME that made craft of brass, copper, aluminum, and iron. The scale of the business is 

medium, established since 28 years ago, with 80-90 employees. It has been a hereditary endeavor 

business from his parents since 1976, but its business has developed into a producer of copper with 

imported raw materials from Germany. The market for its products is national scale, and has exported 

its products to consumers abroad. 

 

SME I: is an SME that produces traditional batik clothes. This SME develops from small to medium 

scale. Established 21 years ago, with number of employees is approaching 100 people. A batik 

company which is inherited from his parents since 1974. The majority of its products are wholesale 

products traded by traders to both local and national scale markets, that mostly performed through 

national production exhibitions. Foreign markets for their products already exist, but still a little. 

 

SME J: is an SME that made furniture whose basic ingredients are from coconut wood. This SME is 

still small-size, 6 years old erected, with 6 employees. Not an inherited business, but was initiated 

together with her husband. Their products market is more locally, although it also serves consumers 

outside the region and outside Java island. This SME has not been fully oriented to exports yet, but 

has pioneered selling their products to Africa. 

 

SME K: is an SME that manufactures Mozzarela cheese. This SME is still a small scale, 9 years old 

age, with 8 employees. It is a business founded through the company owner's personal ideas and his 

brother. The market for its products is still focused on local consumers, even though it already serves 

consumers from outside the region and outside Java island. This SME has not export oriented yet. 
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SME L: is an SME that produces batik fabrics and clothes. This SME is small in scale, 3 years old 

established, with 15 employees. It is an independent business, not inherited. Its products are fully 

marketed through online shops, not traded through the wholesale markets. The market for their 

products is from local to national scale, and some products has been exported. 

 

SME M: is an SME that manufactures metal cast products such as water pipe connections, grill, 

manhole. This medium-sized SME, around 17 years old, with 25 employees, is a parent inherited 

company that has been established since 1979. Their products market is more towards fulfilling the 

local consumers needs, even though there are also consumers outside the region and outside Java 

island through cooperation with third parties. This SME has not able to export yet because of 

company's limited resources. 

 

SME N: is an SME that made homemade custom shoes with suede material. This SME is still small-

size, 7 years old age, with 9 employees. It is an independent business aiming to meet the custom shoes 

market. Its products’ marketing is mostly done through online shops, and has reached throughout 

Indonesia. This SME has not dared to export their products due to English language constraint. 
 

5. INTERVIEW DATA ANALYSIS 

 

For interview data analysis, this study follows the 7-stages of qualitative content analysis with a 

deductive approach suggested by Mayring (2014). The reason of using the deductive approach (rather 

than inductive) is because the purpose of this study is to test the theory. Duriau et al. (2007) and Elo 

& Kyngäs (2007) stated that a deductive approach is recommended if the analysis is based on prior 

knowledge, especially if the purpose of the research is to test the theory. The seven stages are: 1) 

formulating research questions, 2) defining categories, 3) making coding guidelines; 4) conducting the 

coding, 5) making a revision of the category and coding scheme, if problems occurred, 6) evaluating 

the overall stages 1-5, and 7) doing an analysis based on the distribution of categories. The second, 

third and fourth stages will produce the coding agenda table, the fifth and sixth stages will generate 

the coding procedure table, while the seventh stage will result the matrix analysis table. Table 2 below 

presents a matrix analysis table for innovativeness which is interacted with the use of social media to 

improve SME performance. 
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Table 2. Matrix analysis for innovativeness 

 

Variable Category % R1 R2 R3 R4 R5 R6 R7 R8 R9 R10 R11 R12 R13 R14 

Understanding of 

creativity and 

innovativeness   

(1) Fully understand, 

creative and 

innovative, and use 

social media  

(2) Fully understand, 

average in creation 

and in innovation, 

and use social 

media 

(3) Fully understand, 

not creative and not 

innovative, and use 

social media 

 

64.28 

 

 

 

21.43 

 

 

 

 

14.29 

(1) (1) (1) (1)  

 

 

 

 

 

 

 

 

(3) 

(1) (1) 

 

 

 

(1)  

 

 

 

(2) 

(1)  

 

 

 

(2) 

 

 

 

 

(2) 

 

 

 

 

 

 

 

 

 

(3) 

(1) 

Experience 

dealing with 

innovativeness 

and actions to 

develop 

(1) Having experience 

and taking company 

action 

(2) Having experience 

and taking action as 

needed 

(3) Having experience, 

but not taking 

action 

35.71 

 

 

35.71 

 

 

28.57 

(1) (1) (1) (1)  

 

 

 

 

 

(3) 

(1)  

 

 

(2) 

 

 

 

(2) 

 

 

 

 

 

 

(3) 

 

 

 

(2) 

 

 

 

(2) 

 

 

 

(2) 

 

 

 

 

 

 

(3) 

 

 

 

 

 

 

(3) 

Table 2. Continued.. 
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Table 2. Matrix analysis for innovativeness (continued) 

 

Variable Category % R1 R2 R3 R4 R5 R6 R7 R8 R9 R10 R11 R12 R13 R14 

Achievement of 

performance 

improvement 

after using social 

media related to 

innovativeness 

(1) There is a 

significant increase 

in financial and 

non-financial 

performance, the 

use of social media 

is able to stimulate 

and inspire the top 

management related 

to innovativeness 

(2) There is a moderate 

increase in financial 

and non-financial 

performance, the 

use of social media 

is able to stimulate 

and inspire the top 

management related 

to innovativeness 

(3) No significant 

increase in financial 

and non-financial 

performance, the 

use of social media 

has not been able to 

stimulate and 

inspire the top 

management related 

to innovativeness 

57.14 

 

 

 

 

 

 

 

 

 

28.57 

 

 

 

 

 

 

 

 

14.29 

(1) (1) (1) (1)  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(3) 

(1) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(2) 

(1)  

 

 

 

 

 

 

 

 

 

(2) 

(1) (1)  

 

 

 

 

 

 

 

 

 

(2) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(3) 

 

 

 

 

 

 

 

 

 

 

(2) 
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6. FINDINGS AND DISCUSSION 

 

6.1 Understanding of creativity and innovativeness 

 

Creativity and innovation are the main aspect questioned to the sampled respondents in this analysis. 

From Table 2, information obtained indicates that almost two-thirds, or 64.28% of respondents stated that 

they fully understand what creativity and innovation are. Meanwhile, there were 21.43% of other 

respondents stated that they understood those two terms, but their implementation in the field such as 

creativity in making or modifying products, had not been fully performed. On the other hand, there were 

only 14.29% of respondents stated that their understanding of those two terms was still relatively low, and 

their implementation in the field was also not optimal yet, meaning that they were still less creative and 

innovative, especially related to the products they made. 

 

A number of respondents argued that through social media, creativity and innovation of the top 

management could be stimulated and be inspired to help support the company's business. The following 

are testimonies from two respondents about their argumentation. 

 

"... I followed an Instagram from a Canadian furniture entrepreneur who made pine wood furniture. 

From there, we came up with an idea of what if the raw material for our products was replaced with 

coconut wood. So we found ideas from social media and got buyers also from social media, so it's 

very positive in my opinion." (R10) 

 

"... I always try to be innovative. How our products were made not through many processes, or 

become more efficient in cost, so the price can be cheaper. However, because we are just an SME, 

then the product innovation will return to the traditional ways or processes. So there is an 

innovation, but with the limited competitive advantage, for example our hand-made products are 

very varied, which difficult or cannot be produced by large companies, yet we can only produce it 

in small amount." (R1) 

 

On the other hand, some other respondents confessed that they have limitations in creating and innovating 

on product, because the products they made are customized orders, so the designs, models and motifs are 

standard and cannot be modified or even updated. A respondent delivered his statement as follows. 

 

“... Creativity and innovation is somewhat limited, because the product that we have to make is 

based on the request from customer, which its design come from the Government partner 

consultants. So we just produce items according to the design we accepted from customers.” (R5)  
 

6.2 Experience dealing with innovativeness and actions to develop 

 

From Table 2, it shows that all respondents interviewed stated that they had experience with regard to 

creativity and innovation in the products they made, although different results. There were 35.71% of 

respondents have experience related to the design, motif or model of the product they make, and after 

using social media, they immediately take the decisive actions to create and innovate on their products in 

order to be acceptable for consumers. About 35.71% of the other respondents claimed the same thing, but 

the actions taken regarding creativity and innovation were only if needed. Whereas the remaining, there 

were 28.57% of respondents admitted that from the experience they had, they did not take action at all 

because there were some obstacles, such as their workforce, machinery, or finance sources. 

 

The soul of creativity and innovation of the top management can be stimulated and inspired by many 

things, either from themselves, from consumers who order products, or from available media such as 
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products displayed via a showroom/shop/outlet, exhibitions, TV, newspapers, or the internet including 

social media. The following respondents stated their testimonials. 

 

“... Creativity and innovativeness are one entity. Before the Internet emerged, we used to conduct a 
market survey by visiting shops to analyze what products were in trend, by participating in 

exhibitions, or following the training related to creativity. Through the use of the Internet and social 

media such as YouTube, consumers can see the process of making company products, so that what 

they want can be understood more easily and quickly.” (R4) 
 

However, not a few respondents who felt that creativity and innovation were difficult to build or inspired 

because there were factors that hindering or limiting, as revealed by the following respondents. 

 

“... There is a standard product design from customers, so that to make creativity, we have a 

limitation to making modifications or changes to the design that has been agreed upon between 

consumers and company. We also do not have specific products of company that can be displayed 

in the showroom. Our products are what consumers order, or products made only for stock.” (R13) 
 

6.3 Achievement of performance improvement after using social media related to innovativeness 

 

To what extent the social media impact in stimulating and inspiring top management of SME to create 

and innovate the products they make, so that they can improve company financial and non-financial 

performance is presented in Table 2. The findings indicate that more than half, or 57.14% of respondents 

confessed that the use of social media by SMEs are able to stimulate and inspire top management to make 

products creatively and innovatively, thus significantly impacting SME performance. Nevertheless, there 

were 28.57% of respondents stated that the impact of social media was only average or moderate, while 

14.29% of other respondents assumed that social media had not significantly improved the company's 

performance through its top management creativity and innovation. 

  

The impact of using social media in stimulating and inspiring creativity and innovativeness of top 

management either directly or indirectly has a significant influence on the performance of SMEs both 

financially and non-financially. This was stated by two respondents interviewed below. 

 

“... Firstly, social media usage is inspiring our product's model and design. Secondly, the more 

products we post, the more followers on our social media, the more orders will be received. 

Automatically there is an increase in terms of company profits and sales volume along with the 

increasing number of orders we get. Communication with buyers and suppliers is also getting better 

because social media provides us with a direct and flexible two-way communication medium, 

whenever and wherever we are.” (R7) 
 

“... To be sure, more orders from consumers, the design of the products they want can be responded 

faster by email or social media, so that it is more practical and inexpensive than if consumers have 

to come to the company. Financially, the company's income automatically increases. In the past, 

communication only used a telephone or email, where the buyer was difficult to explain the product 

they requested, it was also difficult for us to understand what the buyer wanted. Now by using 

WhatsApp, Instagram or Line, besides being able to text us, we can also send photos or images that 

can be directly seen, so that what is requested by the buyer can be immediately known, and how we 

fulfill the wishes of the buyer can be answered sooner.” (R8) 
 

On the other hand, some respondents proclaimed that because what was produced by the company was 

only as is, the impact of using social media in inspiring top management's creativity and innovativeness 
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was not too felt, so that the company's performance was only moderate. The following is a testimony 

from a respondent. 

 

“... With social media, companies have more customers, so that financially our income also 

increases. But for the sales volume, it depends on market demand. When it is crowded, the sales 

volume increased, but when it is quiet, the sales volume is also small.” (R9) 

 

Meanwhile, other respondents argued that the company's performance increased or not depends on hard 

work and the seriousness of top management in managing the company, next everything was left to God 

Almighty. The following respondent gave his/her testimonial. 

 

“... In my point of view, it doesn't have to be any kind of business outcomes are due to social 

media. It is just fine for us to walk around looking for inspiration or sitting with clients for 

discussion about the art, model or creativity of a product. From there, whatever we do with 

sincerity will certainly give the results we want. So, I am not an ambitious person in working, 

because all the fortune is from God Almighty. The important thing is, when there is work that we 

can do, there is seriousness in doing it.” (R5) 
 

Several top management of SMEs interviewed stated that there were limited efforts or opportunities for 

SMEs to have creations and innovations for their products because the majority of products made by 

manufacturing SMEs were products that were customized or determined by consumers. With this 

condition, efforts to improve SME financial performance through making creative and innovative 

products are also not optimal. These statements contradict with view of Hult, Hurley &Knight (2004) 

which stated that innovation plays an important role in helping companies solve problems and face 

competition through creative, unique and renewable ideas related to products, services, and markets. 

According to Hult et al. (2004), there were operationally two types of producers, namely companies that 

produce mass products and companies that make customized products. To manufacture products, both 

producers need ideas, creativity and innovation because it is very important to renew the company's 

market offerings to remain competitive, especially for the products with short life cycle (Perez-Luno, 

Wiklund & Cabrera, 2011). From other perspective, Oke, Burke & Myers (2007) distinguished innovation 

that organizations/companies can make into incremental innovation and radical innovation. Incremental 

innovation is an idea or creativity of an organization or business activity that is considered new by the 

organization/company even though it is only a small modification, whereas radical innovation is not only 

new to the organization/company, but also new to the market, so the changes are fundamental. Thus, the 

reasons of limitations and differences in opportunities for manufacturing SMEs in the sample area to 

create and innovate in making products become less rational. Both SMEs that produce mass products and 

customized products keep requiring ideas, creativity and innovation in making their products. 

 

The results of interviews with a number of SME top management, gained a broader understanding and 

picture of how they expressed their entrepreneurial attitudes and orientation through several testimonials, 

which essentially supported quantitative findings. Some of the top management interviewed stated that 

creativity and innovation in making products are inspired not only from social media, but also from other 

media such as the internet, TV, newspapers, or the results of discussions with prospective buyers. 

Discussions with prospective buyers are intended to obtain mutual satisfaction, especially with regard to 

price and product quality. These statements are consistent with studies conducted by Gray (2006) that 

business partners and even company competitors can also play a role in providing information for the 

company's creativity and innovation. It is also in line with the findings of Varis & Littunen (2010) who 

researched SMEs in Finland that the use freely available external information sources such as trade 

exhibitions or become members of industrial clusters as the sources of innovation. Some other top 

management stated that ideas, creativity and innovation were carried out aiming to fulfill the buyer's 

orders, also to create specific products that attract buyers, and to give satisfaction to buyers or customers 
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who buy their products. If buyers are satisfied with the company's products and services, the company 

will receive customer’s retention. The measure of satisfaction might be different, but for them, as long as 

no complaints from buyers about the product they bought, it means that the product made by the company 

is accepted by the market. These statements match with the study conducted by Vu (2017) on 170 SMEs 

in Vietnam who found a significant relationship between EO and financial performance satisfaction (FPS) 

and non-financial performance satisfaction (NFPS). These statements also support the meta-analysis 

conducted by Rauch et al. (2009) who predicted that EO would improve the performance of small 

companies both financially and non-financially. According to Rauch et al. (2009), financial measures 

include the assessment of factors such as sales growth and ROI, while non-financial measures include 

goals such as satisfaction and global success ratings made by business owners or managers. 

 

A number of top management of SME interviewed revealed that with regard to production and marketing, 

through social media, the designs and motives of products made by companies can be updated more 

frequently, and can keep up with demand or market tastes. From the marketing aspect, they also stated 

that they were greatly helped by the presence of social media because they could serve market demand 

both domestically and abroad (export). SMEs like this are generally SMEs with medium business scale, 

are located in industrial centers, or have long been established and their businesses have been handed 

down from generation to generation. These SMEs generally have regular customers and relationships with 

customers, raw material suppliers and other stakeholders have been well established for years, for 

example batik manufacturing SMEs. The statements of top management of SMEs are relevant to the view 

of Ireland, Hitt & Simon (2003) that creativity is the basis for innovative behavior, because it affects the 

quality and quantity of innovation. Without creativity, there will be no power to be innovative. Innovative 

power will create competitiveness, which will provide excellence in organizational / company 

performance (Ireland et al., 2003; Otero-Neira et al., 2009). This finding also supports the research 

conducted by Hansen, Deitz, Tokman, Marino & Weaver (2011) which tested the cross-national 

invariance on the EO dimensions at 1,279 SMEs in seven countries, one of which was Indonesia, that 

innovation was one of the main characteristics in the entrepreneurship of SMEs.  

 

On the other hand, small-scale of SMEs still have obstacles both related to creativity in making products 

as well as in marketing products, because of limited human, financial, equipment and technology 

resources, especially access to market information (e.g. raw material prices, products that are hits / 

trends). Some of the top management of SMEs stated that companies only make products from orders 

they receive from customers and will work based on their resource capabilities. Companies will not force 

to accept any order through the use of social media, rather than the results precisely are not satisfying 

buyers. The statements from top management are consistent with the views of Massa & Testa (2008), and 

Otero-Neira et al. (2009) that SMEs have limited resources and capabilities to innovate. Johne & Davis 

(2000) also argued that the level of innovation can vary depending on the characteristics of the company 

and the performance it produces. 

 

7. CONCLUSION AND RECOMENDATIONS 

 

The conclusions that can be drawn from this study are as follows. 

a. Nearly two-thirds (64%) of the SMEs interviewed stated that they fully understood what creativity 

and innovation was. 

b. Only one third (36%) of the SMEs interviewed revealed that they had experience with innovation of 

SME products, either conducted by real action or only when needed. 

c. More than half (57%) of SMEs interviewed recognized that the innovations arising from the use of 

social media were able to stimulate and inspire SME top management to improve SME financial and 

non-financial performance. 
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d. There are limited efforts or opportunities for SMEs to make creations and innovations on their 

products because the majority of products made by manufacturing SMEs are customized products or 

have been determined by consumers. 

e. For a number of top management of manufacturing SMEs in the sample area, the social media they 

use has been able to stimulate, inspire and motivate the company's creativity and innovation in 

providing services to consumers with the aim of providing satisfaction to consumers, in the form of 

products that meet the tastes of prospective buyers or follow products that are currently hits on the 

market both in terms of design, motifs, models and product variants. 

 

Complaints about the limited creativity and innovation in SMEs that make customized products should be 

eliminated. The reason is, because both SMEs as producers of customized products and mass products 

still need ideas, inspiration, creativity and innovation in running business activities, whether by changing 

fundamentally (radical innovation) such as making new products, using new methods or production 

processes, or implementing new strategies, or just by modifying the old one (incremental innovation). For 

manufacturing SMEs, the ultimate goal in doing business is how the products they make have better 

designs, motifs or models, more varied, and better quality, so that it attracts consumers to buy them. 

 

There are still many other manufacturing SMEs that have not been covered in this study such as home 

industry, food and beverage producers, garment or convections, creative industries, and others. Likewise, 

SMEs engaged in the field of services such as catering or culinary services, freight forwarding services, 

course or training institutions, transportation services, and so on. These SMEs can be selected as samples 

and can be investigated whether the social media they use also plays a role in improving their business 

performance. It may be necessary to conduct research that uses a longitudinal data collection design, for 

example 6-12 months of the SME operates. This aims to investigate whether during those period, the use 

of social media effectively influences the growth of SMEs. 
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Abstract 

 

Malaysian construction industry alone in the first quarter of 2018 recorded the value of construction 

work done of RM37.1 billion. This clearly indicated that the amount of revenue it generated 

contributed largely to the country’s GDP. Therefore, a study on the evolution of Malaysian 
Construction Industry is relevant to understand the nature and it’s significant.  This study was 

conducted to obtain Teraju Precast Sdn Bhd's success in pioneering the construction industry using 

the Industrialized Building System (IBS) method. Teraju Precast Sdn Bhd was founded by Hj 

Yusnizam Baharudin in 2009 and is one of the companies which is not only a contractor, but also a 

designer and a supplier of IBS materials. Various projects have been successfully implemented by 

Teraju Precast. This study was conducted to determine the factors in the successful implementation of 

IBS in Teraju Precast, the factors that hinder the implementation of IBS in Malaysia and to see an 

opportunity to expand the use of IBS in Malaysia. Findings indicated some of the obstruction in IBS 

project.  

 

Keywords: IBS, Success Factors, Barriers, Ways Forward 

___________________________________________________________________________ 

1. INTRODUCTION  

 

Teraju Precast Services Sdn Bhd is a 100% Bumiputera manufacturing company producing New 

Breed, Young, Experience, Qualified Experts on Industrialized Building Systems (IBS) which 

requires attention from the Government. It is in line with the government's call to produce IBS 

Bumiputera’s producers who have experience in IBS technology to be featured and given the 

opportunity to implement the government projects utilizing expertise in IBS. Teraju Precast was able 

to implement government projects wherever the priority of the major supplier companies to 

construction companies that require their services. 

 

Teraju Precast Sdn Bhd was a company located at Lot 3232, Jalan Banting Dengkil, Banting 

Selangor. The company's main goal was to become the best IBS provider in the construction industry. 

This intent was in-line with the government's efforts and the Construction Industry Development 

Board (CIDB) requirement. In addition, according to the founder of Teraju Precast Sdn Bhd, his goal 

is to reduce the number of foreign workers at construction sites as well as reducing wastage of 

construction materials. This in the long run will be able to reduce the cost of building a project. 

 

Teraju Precast Sdn Bhd is the construction company founded by Mr. Yusnizam Baharuddin. In Teraju 

Precast, Mr. Yusnizam role is as the Chief Executive Officer (CEO). He has extensive experience in 

the construction field and has a Bachelor's Degree in Project Management. Teraju Precast is a 100% 

Bumiputera owned company. This company has an experience, qualified expertise on Industrialized 

Building Systems (IBS) that requires attention from the government. This is in-line with the 

government's initiative to create an IBS producer who have experience and expertise in IBS 

technology. Therefore, this company ability should be highlighted and being given a chance in 

developing government projects using the expertise in the field of IBS.  
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Among the projects that was carried out by Teraju Precast leads were: 

 

a. Motorola factory building at Bayan Lepas PulauPinang - IBS  

b. DELL factory at Taman Bukit Tengah Prai, Pulau Pinang – IBS  

c. Institut Kemahiran Mara Balik Pulau, Pulau Pinang – IBS  

d. Proton Part Center Factory, Shah Alam – IBS value  

e. KPTM Kuantan  

f. Hospital Kuala Lumpur SRA Ar-Rahah, Kuala Lumpur  

g. Kenyir Trade Center  

h. SMV Azizah, Johor  

i. Dataran Pahlawan, Putrajaya  

j. SMV Pasir Gudang  

k. Halal Hub, Enstek, Sepang.  

l. Pusat Kegiatan Masyarakat Sagil, Johor. 

At the moment, Teraju Precast provides the following services which include design of building 

structures in IBS, design steel moulds for manufacturing of IBS components, production of the 

required IBS components according to structural engineers' design, installation of IBS components 

including jointing and also advise clients on economical design in the usage of IBS. Currently, Teraju 

Precast is expanding and growing according to the needs and necessities in the precast market trends 

in Malaysia. 

Industrialised Building System (IBS) has been recognized as synonymous with industrialisation of the 

construction industry. In Malaysia, the domination of traditional method in IBS project has gained 

much attention not only from researchers but also among construction industry practitioners. 

Especially the implementation of IBS through traditional approach that always lead to the rise of 

construction problems such as increasing project time and cost, redesigning, ineffective supply chain, 

and many others.  

 

As a developing country, Malaysia is currently driving to implement a new or modern construction 

method, the Industrialised Building System (IBS), as an alternative towards enhancing construction 

performance. Presently, most of the IBS project developments in Malaysia are still conducted by 

using the traditional construction process approach. This traditional construction process has been 

widely criticised for its fragmented approach to project delivery and its failure to form effective 

teams. Thus, it created a number of issues such as reworks, time delay, rising costs, lack of 

communication and coordination, and produces a lot of wastages. 

 

2. THE FOUNDER   

 

Haji Yusnizam was a very successful Bumiputera entrepreneur, especially if it is associated with the 

IBS-based construction industry. Although he is currently involved with many NGO works, the 

business empire that has been built has never been forgotten. Haji Yusnizam is a well-known 

entrepreneur who helps the needy. His success was shared with the community. Prior to achieving this 

success, he was also like other individual. He built the business empire through Teraju Precast from 

below. 

 

As a bumiputra entrepreneur, at the beginning of the business that he ventured, there are various 

obstacles that he faced. Many parties dispute the direction of the company at the beginning of the 

establishment. This is because most people in the local construction industry are still less attractive to 

construction methods using IBS. Most of them choose normal conventional methods due to the 

dumping of existing labor. In addition, many of them believed that conventional construction methods 

are more the most cost-effective because of cheap labor costs. 
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Haji Yusnizam Baharuddin believes that the construction industry in the country needs to change and 

use the IBS. He opined that technology brought through IBS was able to grow in tandem with 

Malaysia's development towards a develop nation in the future.  

 

According to Haji Yusnizam, the most significant difference that can be seen through the use of IBS 

is the number of employees. If the project uses conventional systems, the number of employees 

required is 150 people, while the IBS project uses only 15 workers, which is 90 percent reduction in 

the labor force at construction site. He chose IBS as he believes that the use of IBS will continue to 

grow in the future with the participation of more contractors and developers in the industry.  

Therefore, IBS can be applied in all types of builds, whether small or large projects. In order to 

support the nation's development in the future, the construction system should also be using modern 

technology such as IBS, he said. Furthermore, he got experience in dealing with IBS since the year 

1997. Meanwhile, Hj Yusnizam added that the use of IBS is also able to curb the issue of price 

manipulation. This is always being associated with the contractor to developers following most of the 

construction components that was completed from the factory. 

3. INDUSTRIALISED BUILDING SYSTEM (IBS) 

 

The limited take up on IBS have triggered many research initiatives attempting to scrutinized the 

barriers and seek the way forward. For contractors, the call to use IBS is less attractive due to the cost 

and risk issues, lack of professional trained in IBS, limited Information Technology (IT) adoption and 

lack of guidance. The transformation process from traditional practice to IBS has left the contractors 

with noticeable difficulties in IBS implementation while remain to be competitive and profitable. 

Early survey in 2003 reported in the lBS Roadmap 2003-2010 (2003) and the IBS Survey indicated 

that only 15% of overall construction projects in Malaysia used IBS.  However, recent study in 2006 

published in the IBS Roadmap Review shows that the percentages of completed projects using more 

than 70 % of IBS components in the construction project are in the range of 10%. Additionally, less 

than one - third of total construction projects using at least one IBS product in the year. This 

percentage is lower than expected despite huge publicity campaign from the government. 

The actual projection for percentage of completed projects using lBS is in the range of 50 % in 2006 

and 70% in year 2008 . Despite well documented benefits, the take-up so far, while reasonable, is not 

as high as the government anticipated at this stage. Relatively, the low labour cost in Malaysia is the 

root cause of the problem.  

Although the members of the industry are open to the idea, a major portion of the industry 

stakeholders are indifferent, perhaps due to resistance towards change and insufficient information to 

support feasibility of change. IBS often misinterpreted with negative image due to its unattractive 

architecture. IBS are not familiar or make a deep impact in the industry due to other factors which 

include:- 

a. less popular among designers 

b. Lack of understanding of among designers, client and contractors 

c. Slow adoption among contractors - high degree of skills (in term of installation), mechanism, 

coordination and logistic for transportation and erection of the system. 

Thus, the problem of limited lBS take-up in Malaysia has triggered this study to identify the success 

factors, barriers and to seek the way forward. According to the construction industry stakeholders, 

although it has long been introduced, IBS failed to change the negative perception among clients in 

Malaysia. Based on the negative perception about IBS, this case study was conducted to determine the 

cause of negative acceptance and to investigate the use of IBS systems in the country.  

It is hoped that through this report, readers would be able to understand more about the use of IBS 

systems and its benefits. Through this report, it is hoped that the use of IBS in Malaysia could be 
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improved as other countries have begun to move forwards in reducing dependency on general labour 

resources. Through the 2020 vision, the Malaysian government emphasizes on the development of 

Malaysian society in various aspects. Vision 2020 aims to build a Malaysia nation that unites people 

with moral values and strong ethical values. Therefore, the Government of Malaysia created the 

National Housing Policy to ensure that all Malaysians have a quality lifestyle. This policy helps 

Malaysians, especially those with low income group to have a place to live and have enough facilities. 

With the improvement of the Malaysian economy, higher demand for construction activity, 

particularly the housing industry has also increased. To meet consumer demand, developers of the 

construction industry need to increase the use of modern technology to address this high demand. 

Therefore, the Industrial Building System was introduced.  

The Industrial Building System popularly known as IBS means, a construction techniques that 

produce structural components in a supervised factory or environment, either off-site or on site, then 

transported, placed and installed into construction work. IBS is also known as precast or prefabricated 

construction, and External Construction. Malaysia's Construction Industry Development Board 

(CIDB) encourages the use of IBS as it will improve the quality and productivity of construction 

through various training, promotional programs and incentives. 

IBS can also be interpreted as an approach or process that allows for less work-oriented construction 

and faster and meets quality concerns. To demonstrate the continued support of IBS, the government 

has mandated all government projects to contain 70% of the IBS system in construction work. In 

Malaysia, there are 5 main IBS groups: 

a. Concrete frames, panels, and concrete boxes 

b. Steel moulding system 

c. Steel frame system 

d. Prefabricated wood frame system 

e. Block work system 

4. OBSTRUCTION IN IBS PROJECT 

 

Mr. Yusnizam through Teraju Precast is one of the successful IBS entrepreneurs in Malaysia. He is a 

bumiputra entrepreneur who responds to the government's call to extend the use of IBS in the 

construction industry. However, in order to broaden the use of IBS, various issues arise. Among them 

are the mentalities of stakeholders in the country who still do not want to use the prefabricated 

method.  

According to Mr. Yusnizam, there are some stakeholders who use IBS small weaknesses as an excuse 

to continue using conventional methods. For example, the percentage of IBS usage in a construction 

project is still small compared to the in-situ method. There are construction projects that only use 15 

percent of IBS components. But when the project fails, the IBS will be blamed. The contractor will 

use IBS as a major source of failure for a project when the fact that the percentage of IBS components 

used in the project only involves within 10 to 15 percent only.  

“The portion of IBS used is very small (in a project). Sometimes in a project, IBS involvement is 15% 

only. But when the project is in progress and the project failed, IBS will get the blame. IBS is said to 

be expensive. The IBS failure was mentioned for hiding the fact that it is a failure of a contractor who 

carried out the construction work. While 15% of the number of IBS used in a project, actually only 

10% are IBS components and the remaining 5% may be cast in- situ components and its installation is 

made by the contractor.” 

It was highligted by Mr. Yusnizam, many of the IBS contractors failed. There are several reasons for 

this failure to occur. Among the major problems that caused the failure of an IBS contractor was the 
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issue of payment. As a "One Stop Center" IBS company, Teraju Precast is not just a  contractor, but 

they are also a supplier of IBS components and are also involved in providing IBS structural design.  

He keeps mentioning that the most difficult thing in IBS is to get paid. In terms of payment, there are 

some issues. There is a debt that has reached 5 to 6 years unpaid. This payable involves the cost of 

supply of IBS components. To overcome this problem, legal action has to be taken. However, some 

companies who failed to pay off the debt decided to establish a new company just to avoid paying 

debts.  

“Among the most difficult things in IBS (which became an obstacle) is about to get the payments. In 

terms of costs, there are some issues. There is a debt that has reached 5 to 6 years unpaid. Usually (to 

overcome this problem), legal action will be taken. But sometimes the owner of the company (the 

action) decided to establish a new company (to avoid paying debts).” 

Another problem faced by IBS component suppliers is getting the advanced payment. Most of the IBS 

component suppliers will face the problem of getting advanced payment from the contractors. While 

in most construction projects, IBS components only account for 30 percent of the total material used. 

The difficulty of getting advanced payment causes some suppliers to suffer losses in which in many 

cases, suppliers are tricked by the contractor when the contractor fails to pay after the project is 

completed.  

“For example, in a project, the number of IBS components is approximately 30%. Suppliers will ask 

for advanced payment as we all know. But in reality, the percentage rate to get the advanced payment 

is very, very low.” 

Based on Mr. Yusnizam experienced, advanced payment is required based on several reasons. One of 

the reasons for advanced payment to be applied earlier because the installation of IBS components at 

the construction sites took a very short time. For example, 60,000 square meters of parking space at 

the Kuala Lumpur Hospital (HKL) can be completed within 4 months. The short construction period 

(using IBS) causes no stakeholders to finance the IBS project. Most suppliers or manufacturers will 

then provide the IBS components in advanced and the supplier then will set the payment period 

between 30 days, 45 days, 60 days, 90 days or 120 days. 

“Why do we ask a down payment? Construction term using IBS is very short. Imagine Hospital Kuala 

Lumpur (HKL), the new parking area is 60,000 square meters or about 5 football field can be 

completed within 4 months. So who can finance a project with duration of 4 months? Indeed, no one 

is willing to support. Manufacturers will provide the materials in advanced. We'll get the material 

from the trading arm and supplies to contractors and we set the length of payment time either 30 days, 

45 days, 60 days, 90 days or even 120 days.” 

When asked about the challenges of globalization in the country's construction industry, especially 

involving large investments made by major construction companies from China, involving billions of 

ringgit, Mr Yusnizam gave a brief answer. According to him, at present, investments made by foreign 

companies on projects worth a billion ringgit have little impact on Teraju Precast. 

"Outside investors are just concentrating on projects with great value. While we, can only run millions 

of ringgit projects. Those who come from outside do not seem to have a story with a simple scale 

project. Maybe they are not worth it. So in my opinion, as for now, Teraju Precast as a medium size 

company has no problem with mega project investment from outside stakeholders. The big company 

in the country may be affected with this globalization competition". 

 

5. SUCCESS FACTORS OF IBS PROJECT 

 

Teraju Precast is one of the successful companies in implementing construction methods using IBS. 

IBS is a long-established method of construction and the government through the Construction 
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Industry Development Board (CIDB) strongly encourage the use of IBS construction method. 

However, not many construction companies dare to take on this challenge.  

 

Many companies prefer to maintain using conventional construction methods rather than using IBS 

method because conventional method which is seen to be more profitable. This is due to the high 

number of foreign workers in the construction industry. Among the secrets and strategies of Teraju 

Precast's success in using IBS in construction projects is by obtaining the preliminary information 

about any construction project which needs to be carried out. Among the initial information to be 

investigated are the project funds, the supply chain issues and the subcontractors to be involved.  

“To ensure the success of the project (IBS), we need to know in advance information such as the 
amount of project funds, the issue of supply chain, an existing connection and communication with 

subcontractors.” 

According to Mr Yusnizam, 2017 was a challenging year for Teraju Precast. In 2016, Teraju Precast 

also missed some chances of getting a project. In making the company's financial controls, several 

steps have to be taken. Among the steps taken is to reduce the number of employees in the company. 

Teraju Precast will conduct a review of the employee where employees with duplication of work will 

be categorized.  

They will be given a leave for two months and usually during this holiday they will look for another 

job. Through this strategy, the company can optimize the time and capabilities of one's employees 

more efficiently. According to Mr Yusnizam, this strategy has succeeded in saving the company's 

finances of RM1 million. 

“The year 2017 is quite challenging. We've been in the early days of 2016, many projects we missed. 

One of our strategies (to control) the company's finances is to make cost cuts. Any work that is 

redundant, we told our employees to rest. Usually 2 months break. Usually when we rest them, this 

worker will try to find another job. Through this strategy, in the past (2016), we can save almost RM1 

million.” 

 

Another strategy done by Teraju Precast was to implement cooperation with other contractors; 

especially those involving design and build contractors. The contractor then will be selected as a 

collaborator comprises contractors with excellent name and reputation in the local construction 

industry.  

 

Additionally, this contractor also has many networking with various potential clients. With a large 

number of clients and projects, the contractor will get help from other stakeholders to complete the 

project that has been acquired. Through this method, Teraju Precast will benefit some of the projects 

that have been acquired by other companies.  

 

However, a contract will be made to bind the two parties in implementing this project. Through this 

strategy, every year Teraju Precast will get a project. Whenever the Teraju Precast collaborator gets a 

project, the company will also be benefited out of these collaborations. 

 

“The second strategy is to work with design and build contractors. And usually the contractor we 
choose (for cooperation) is a high-quality contractor and a contractor with multiple networking with a 

range of potential clients. (Usually) contractors who have many projects will become desperate to 

complete the project and they need other partner assistance. If the contractor situation become very 

tight, the contractor will ask for our help. And we will provide the contract. Every year many 

contractor projects will help save us. They got the project, we got the project too.” 

 

Mr. Yusnizam admitted that, it is very important for Teraju Precast to have a continuous project. As a 

stakeholder in the construction industry, maintaining good relationships with manufacturers and 

suppliers are very important. In order to maintain this good relationship, Mr Yusnizam will ensure 

that Teraju Precast will always have a project. Among the advantages of having a project 
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continuously is that the company at the same time maintains a good relationship with the supplier. 

This good and continuous relationship is very important. One of the advantage is with the goal of 

getting materials at a cheaper price (through good relationships). 

 

"Among the advantages of having a project continuously is that the company at the same time 

maintains a good relationship with the suppliers. This good and continuous relationship are very 

important to continue. One of the advantages is with the goal of getting material prices at a cheaper 

price (through good relationships). " 

 

Some of the other strategies that have been established for the company's survival are by diversifying 

the business. Mr. Yusnizam agreed that, the company had plans to add another branch of business and 

try to become a housing developer. However, at present, these proposals are delayed due to economic 

problems. In terms of internal, the company, saving measures has been taken. 

 

“One of the other strategies is to diversify the business. We used to plan to become a developer. But 

(we defer it first) we think to focus on the strength that we have…” 

 

Mr. Yusnizam elaborate further that, the success of a particular project depends largely on the initial 

strategy when the company is set up. The initial strategy involved the company's direction within 5 

years of its establishment. Mr. Yusnizam mentioned that, there are excellent companies within 1 to 2 

years of establishment but lost their competitiveness the following year due to the weakness of the 

regulated strategy.  

 

In addition to a good strategy, another key points to the success of Teraju Precast is by not making 

any loans from the bank. According to him, Teraju Precast did not have any loans from the bank 

although several times were offered loans as a capital injection. And Mr. Yusnizam stated that for 

now, Teraju Precast has a very good financial structure even without the help of the banks.  

 

“(For me), the success of a company depends on the initial strategy, especially involving the earliest 

5-year strategy. There was a company that was successful in the first to fourth year of the 

establishment but had fallen the following year (fifth year) and the company was forced to close. So, 

one of the key points to Teraju Precast's success is by not making a bank loans. Teraju Precast has no 

loans from the bank. The banks have been offered loans but we refuse them because of this time, 

Teraju Precast has enough financial resources.” 

 

Apart from the above strategies, the other steps taken by Mr Yusnizam in developing this company is 

to entrust the Teraju Precast staff. According to him, trust plays a very important role in developing 

the company. He will also share the knowledge and expertise available to the staff. 

 

"In ensuring Teraju Precast continue to grow, in managing this company, my goal is to educate. We 

will teach the workers with good knowledge and for us to trust them. We know we've got enough of 

them, then we believe in them. When there is a problem, they will refer to us and we will try to solve 

it. In this way, my workload can be reduced and the staff will be delighted with the trust they have. " 

 

In the most volatile environment of construction industry, the management of the construction 

industry needs to be aware of all the signal of any turbulence and uncertainty. Teraju Precast Sdn Bhd 

who have been in the industry for a quite number of years have really undertand what does in needs to 

sustain the business. Its not only about the capital that is always be the central issue in any business, 

but the art in sustaining and setting the future direction of the business is matters.  

 

6. CONCLUSION AND WAYS FORWARD 

 

It can be conclude that Teraju Precast Sdn Bhd has several key points in making them as one of the 

successful construction company in Malaysia. Mr Yusnizam Baharudin, who is the founder of Teraju 

Precast Sdn Bhd highlighted among others, for a construction company to succeed, they should 
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possess advance information, good company finance, cooperation with other contractors, work with 

design and build contractors, maintain a good relationship, have a good financial structure and finally, 

trust.  

 

For Mr Yusnizam, these are the key factors for ensuring the success and sustaining their business in 

construction industry. He mentioned that advance information that is needed in order for them to 

construct a project includes amount of project funds, the issue with supply chain, existing connection 

that is required and finally communication with the subcontractors. When all of the required 

information is gathered, then there is chance to get the ball rolling.  

 

Good company finance is meant by making sure the there is no redundancy of work done by the 

employees. According to Mr Yusnizam, redundancy in employees’ job can cause a serious damage to 
the company finance. In order to overcome this issue, he as the Managing Director of the company, 

will determine who are among the employee that makes multiple redundancy in their job.  

 

The moment they take leave, they will be asked not to continue working at the company. The 

employee then will use the opportunity while having holiday, they will also try to search for a new 

job. Those remains in the company can be utilized to do their job effectively and efficiently. This 

strategy alone could save the company finance close to RM 1 million.  

 

Cooperation with other contractor is the next strategy used by Teraju Precast Sdn Bhd. Cooperation 

means working together in achieving the same desired goal. Cooperate with another contractor 

meaning, once they got project, we will also get the project. By doing this, every year, the company 

will get a project. It is true that the company also has to fork out a project on its own, but through this 

win-win situation, they will also get a project through their cooperation effort with other contractors. 

“Binding contract” will be signed as an understanding that two parties will work together to complete 

the project.  

 

Maintaining good relationship with manufacturers and suppliers is another strategy for any 

construction industry to succeed. The advantage when they manage to have a good relationship is 

through getting material prices at a cheaper price. This can only be achieved if and only if we have 

good relationships with the suppliers and manufacturers. 

 

Good financial structure can also be obtained through discipline in the company. To achieve this 

strategy, TPSB did a good strategy by not making any loans from the bank. Although the company 

was being approached by the banks to acquire a loan in order to increase their budget capital, TPSB 

did not want to make such commitments because they have enough capital to operate their business. It 

turns up that this strategy works well for them.  

 

Finally, Mr Yusnizam mentioned that trust is a key point in sustaining his construction company. He 

is a firm believer that trust is not build in one day. For him, sharing his knowledge and experience to 

his staff is something that be benefitted to his company. Providing trust to his staff in making their job 

would also ease his burden. But trust is always one of the key issue for the company to succeed in the 

long run.  

 

With all the above-mentioned strategy did by TPSB, these are their ingredients in making sure that 

their company can do well in the near future. These ingredients are however can become a benchmark 

for any business to succeed. May be not all can be implemented, but some are the key factors for 

businesses to succeed.  
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Abstract 

 

There have been substantial changes in ISO 9000 – Quality Management System since the beginning 

of the 2000s. New requirements such as “Planning for the quality management system” was embbedded. 
To conform to ISO 9001:2015, organizations need to determine the risks and opportunities that need to 

be addressed to give assurance that the quality management system can achieve its intended result(s); 

prevent, or reduce, undesired effects; and achieve continual improvement. The study reveals UUM ERT 

don’t have a proper system to manage a risk. Therefore, this paper devoted to the principles and 

practices associated to risk based thinking and Failure Mode Effect Analysis (FMEA) that can be 

applied to identify, assess and mitigate risk to operations of UUM ERT. FMEA is a generic in nature 

and widely used by business organizations not only in manufacturing, but also in all industry sectors, 

such as in some public sector organizations such as UUM ERT.   

 

Keywords: FMEA, ISO 9001, Emergency Response Team, Quality Management System 

___________________________________________________________________________ 
 

1. INTRODUCTION 

 

In order to best fulfill product or service expectations, the organization creates and utilize the quality 

system. Quality Management System (QMS) ISO 9000 is a part of the quality system. Within a QMS 

the necessary criteria exist to guide an organization to identify, design, develop, deliver and support 

products or services that the customer needs. It is a set of international quality management standards 

and guidelines as a baseline for organizational performance since their first release in 1987 (Jones, 

2002). The primary concern of ISO 9000 is “quality assurance” which refers to what an organization 
does to ensure compliance of its product and service that is consistent with the customer’s requirements 

(Feng, Terziovski and Samson, 2008). 

 

ISO 9000 family of quality management standards have been accepted worldwide. According to the 

new ISO 9000:2000 standard, companies looking for answers to their product definition, service, and 

marketing questions need to look at no further than their customers (Jones, 2002). Department of 

Standard Malaysia reported that until now the total of 8670 organizations certified with QMS-MS ISO 

9001, approximately 354 of them are from education organization (Jabatan Standard Malaysia, 2019). 

Meanwhile, Hoyle (2018) reported that in a worldwide the total of 16,657 (2.10%) ISO 9001 

certifications from  the education sector.  

 

In its continual efforts to address the services and requirements of goverments, customers and 

stakeholders, Universiti Utara Malaysia (UUM) has embraced ISO 9001 – Quality Management 

System. At the same time, it has developed a quality manual, quality procedure and working instruction 

for use within the organization. UUM obtained ISO 9001 certification since 2003, and maintained to 

receive the new version of ISO 9001:2008 certification, UUM obtained the latest version ISO 

9001:2015 in 2018.  

 

There have been substantial changes in ISO 9000 – Quality Management System since the beginning 

of 1987. A major change in the 2015 version was to make ISO 9001 appeal more to the service sector, 
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and roughly almost 80% of the requirements of the previous version are embedded in the 2015 version. 

New requirements including “Planning for the quality management system” was embedded. Therefore, 

to conform to ISO 9001:2015 organizations will now need to determine the risks and opportunities that 

need to be addressed; (a) to give assurance that the quality management system can achieve its intended 

result(s), (b) to prevent or reduce undesired effects, and (c) to achieve continual improvement. In 

addition, 2015 version required the organization to plan; (a) actions to address these risks and 

opportunities, (b) how to integrate and implement the actions into its quality management system 

processes, and evaluate the effectiveness of these actions. Thus, actions taken to address risks and 

opportunities shall be proportionate to the potential impact on the conformity of products and services. 

 

 

2. CASE SYNOPSIS  

 

On 17th. October 2017, Mr. Baharudin Yaacob also known as ‘Baha’ has been appointed as the Acting 
Registrar of UUM. One of the registrar duties is being the chairperson of the Occupational Safety and 

Health Committee (hereinafter referred to a JKKP). Upon starting his job, he was surprised by the fact 

that the JKKP meeting was delayed from 2007 till 2009, as informed by Mr Nazir (the Assistance 

Director).  That means within that particular period there is no official report regarding the JKKP 

management progress. Hence in April 2009, during the University Executive Meeting (MEU), the 

committee has agreed to reactive the existence of JKKP.  Based on information through JKKP 

organization chart, the emergency response team (ERT) which is fully responsible for disaster 

occurrences being appointed solely under the Technical Committee.      

 

However, Mr. Baha has realized that the structure is different when compared to Standard Procedure of 

Disaster Management (PTOPB) practices at the Higher Learning Institute.  Furthermore, Mr Baha 

insisted for UUM to standardize the disaster operation procedure with the latest requirement of Quality 

Management System ISO 9001:2015.  This was due to the quality management practices at the earlier 

version of ISO 9000 have been adopted by UUM for for last 15 years.  Within the requirement of ISO 

9000:2015, among some new components being revised are risk management with a systematic 

approach to recognize, evaluate potential risk and define strategies to reduce risk.  In fact, an 

improvement of the procedure will in some ways fulfill the requirement of the National Security Council 

(MKN) and as well as PTOPB. 

 
At the same time, Mr. Che Azlan Taib of School of Technology Management and Logistics (STML), 

has been appointed as the Director of Disaster Management Institute (DMI).  On Thursday, 21th. 

September 2017, Che Azlan and his team have met Mr. Baha for a meeting to further discuss on the 

ways forward for DMI to assist in strengthening the ERT management. During the meeting, Mr.  Baha 

has expressed that ERT will be performing their duties whenever there are disaster occurrences as such 

as fire and flood.  To name a few, there was a case of fire at UUM and heavy flood at the entire 

Peninsular of Malaysia in a few years back.  However, the current practise with less systematic approach 

in dealing with risk and become issues which have to be addressed completely.  The discussion period 

has been prolonging for more than an hour, Mr. Baha concluded that the help of DMI is deemed 

necessity.  As such, Mr.  Baha strongly believed it’s a high time to have prepared, monitored and 
improvised of the standard operating procedure (SOP) for disaster management activities.  Mr. Baha 

expressed his warm welcoming for helping hand by DMI in executing of planning and disaster 

management (ERT) for UUM with the hope for more efficient and effective ways forwards after taking 

into a consideration of strategic planning, preparation for disaster, risk evaluation, and prevention 

approach. Therefore, to mitigate these losses, emergency responders or emergency response teams, such 

as firefighting teams, medical teams, police, and civil defense are vital (Subramaniam, Ali and 

Shamsudin, 2010). Effective management of ERT requires a collective, cooperative, coordinated and 

comprehensive ERT framework. To help this framework, this paper offers a conceptual ERT framework 

based on Failure Mode Effect and Analysis (FMEA) approach.               
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An overall the responsibility of UUM ERT is as stated by Steve Jobs: 

 

“Customers don’t form their opinions on quality from marketing, they don’t form their opinions on 
quality from who won the Deming Award or who won the Baldridge Award. They form their opinions 

on quality from their own experience with the products or the services.” 

(Steve Jobs, 1990) 

 

As a Department Head, Mr. Baha either maintaining the status quo or changing it, and if he stays with 

the status quo for too long, his UUM ERT performance will go into decline. So, Mr.   Baha needs to 

know whether there is an issue with ERT service. 

a) What the issue is? 

b) Why it’s an issue? 

c) What should he do about it? 

d) What the impact of it will be? 

e) When does he need to act? 

f) What are the alternatives? 

g) What the consequences are of doing nothing?   

 

 

3. CHALLENGES OF MANAGING ERT 

 

Organizations interested in implementing this ISO 9001:2015 reform began to shift the organization 

and structure toward integrating risk management into their day-to-day quality practice. According to 

Pfankuch (2017), the ISO 9001:2015 requirements around risks and opportunities do not require a 

formal risk management system. However, ISO 9001:2015 requires organization to determine what 

risks are and how the risks being addressed. The common method for identifying and addressing risk 

include maintaining a risk register and performing FMEA (Failure Mode Effects Analysis)  

Review of literatures indicated that by having a good disaster risk management (DRM) plan and well-

coordinated efforts and commitment among related disaster management agencies at all levels and local 

stakeholders, would potentially lead to disaster risk reductions, increase preparedness and response, and 

reduction of damage to assets and loss of life (Chong and Kamarudin, 2018). According to Baharin, 

Shibghatullah and Othman (2009) the effective management means to provide a tool for Emergency 

Response (ER) units to reach a disaster area at the right time supported by appropriate information. 

 

According to National Disaster Management Agency (NDMA) (2017), for the purpose of preventing 

and mitigating disaster, organization needs to: (i) provide and update their disaster policies, action plans 

and guidelines to prevent and mitigate the risk of disasters, (ii) implement development programs to 

prevent or mitigate disaster risk, (iii) plan and implement mitigation measures to minimize disaster risk, 

(iv) enforce the laws and regulations of each effective and effective governance and practice, and (v) 

share information on disaster prevention and mitigation. However, UUM ERT not well managed in the 

context of documentation and guidelines that involve identification of potential risks, current action and 

risk level and risk mitigation measures. 

 

 

4. FAILURE MODE EFFECT ANALYSIS (FMEA) 

 

Since its introduction in the 1940s, Failure Modes and Effects Analysis (FMEA) has gained enormous 

worldwide popularity (Geum, Cho and Park, 2011). Like many quality improvement initiatives, FMEA 

emerged from the manufacturing environment, specifically for automotive production (McDermott, 

1996). The main idea of FMEA establishment is to eliminate a reoccurrence failure before other serious 

problems occurred. FMEA is currently the most used technique in risk analysis, and risk analysis 

remains an essential part of any business activity. The organization routinely analyzes situations and 

takes actions to minimize business risks and safety concerns. The FMEA will capture things such as 

“What can happen to the product/service that will impact the customer?” in a structured way and will 

alert the organization to take actions which will minimize the risk of a disappointed customer. 
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Failure Mode Effect Analysis (FMEA) has been defined as a systematic process for identifying potential 

design and process failures before they occur, with the intent to eliminate them or minimize the risk 

associated with them (Ebrahemzadih, Halvani, Shahmoradi and Giahi, 2014). Where is the originated 

of National Aeronautics Space Agency (NASA) in the USA in the 1960s by as a means of addressing a 

way to improve the reliability of military equipment (Johnson and Khan, 2003). However, FMEA is not 

geographically limited to UK@US military. Any types of a company all over the world are eligible to 

apply FMEA.  

 

Furthermore, the idea why FMEA used is for practical purpose in ERT risk analysis technique. FMEA 

can be used to help ERT assess whether the process undertaking considered as risk or non-risk. An 

FMEA can also be used to assist determine which of the process of different risk priority number value 

may be the high risk. Taking into this account, three important things in FMEA are severity, occurrence 

and detection which were a part of process steps. The FMEA process involves explicitly or implicitly 

weighing to the expected severity, occurrence and detection value. Therefore, in FMEA at each of the 

process steps, the process owner needs to identify the possible sources of variation and potential 

problem. In summary, FMEA is an attempt to help UUM ERT to plan rescue activities with 

comprehensive preventive management while planning and executing rescue program. 

 

 

5. UUM-ERT Risk-Based Thinking FMEA MODEL 

 

In recent years, however, we have witnessed a large number of companies deploying FMEA, including 

service area (Chuang, 2007, Geum, Cho and Park, 2011, Prajapati, 2012, Sutrisno and Lee, 2011).  This 

was proved that FMEA is not only appropriate for the manufacturing industry, but also for service 

industries such as educational, transportation, facilities human resources and customer service.  

 

Various types of risk may occur while conducting business activity. The five primary sources of risk 

are: Production, Marketing, Financial, Legal and Human (Crane, Gantz, Isaacs, Doug Jose and Sharp, 

2013). Meanwhile, according to Annamalah, Raman et. al  (2018) in their Enterprise Risk Management 

(ERP) framework, there are 14 elements of risk. The risk management process, as a component of 

organization management, is supposed to help, thanks to better risk assessment, with safe company 

operation and to be aimed at obtaining higher profits. It enables better use of resources, more conscious 

decision making and risk-taking, more focus on the management on important issues, shorter reaction 

time in crisis situations, etc (Jodkowski, 2015).   

 

To illustrate the model, we developed a risk model measurement, adapted from Ford Motors called 

FMEA that had been performing poorly for some time in UUM ERT. Characteristics emphasized are 

process, potential failure mode, current control, and recommended action, if necessary. Figure 1 

illustrates the form of FMEA. 

 

Referring to the figure, the risk level of the process or function requirement and decision making is 

based on RPN (Risk Priority Number) value. RPN is calculated by multiply the SEV (Severity), the 

OCC (Occurrence) and the DET (Detection). The number is used to identify the most critical failure 

mode, and leading to Recommended Action (Corrective Action).       

 

a) Determination of severity 

Severity is a rating corresponding to the seriousness of the effect of a potential failure mode 

(PART-A). The effects of a failure mode are normally described by the effects of the process 

on the user.       

  

b) Determination of occurrence  

The occurrence was ranked according to the failure probability. It represents the relative 

number of failures anticipated during designing or performing the activities. Normally the 

occurrence.      
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c) Determination of detection 

Detection possibility is an assessment of the ability of current process control (PART-A). In 

other words, detection possibility is a rating corresponding to the likelihood that the current 

detection methods will detect the potential failure mode before the process performed. 

d) Action Recommendation 

Reducing the risk severity may possible only through changing the process or the manner of 

performing activities. 

 

 

6. CONCLUSION 

 

This paper provides an overview of the practices and identified suggestion for improvement in UUM 

ERT. These practices and suggestions are based on the current situation, as well as the requirements 

from ISO 9001:2015. In addition to the basic need for ISO 9001:2015 specifically related to risk 

management, Failure Mode Effect Analysis (FMEA) model has been proposed.      
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Figure 1: Potential Failure Mode and Effects Analysis (Process FMEA) 
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Abstract  
 

Machine translation is an application performed by computers (machine) that translates one natural 

language to another. There are many online language translations tools on the internet, but thus far none 

offers translations in Kadazandusun language. Although there are web-based and mobile application of 

Kadazandusun dictionaries available, the systems do not translate a whole sentence. Hence, this paper 

aims to present the discussion of the case study from the preliminary machine translation for 

Kadazandusun using Direct Machine Translation method.   

   

Keywords: Kadazandusun, translation, direct machine translation, word-to-word 

 

 

1. INTRODUCTION  

 

Computerized language translation from one to another language is known as Machine Translation or 

MT (Yeong, Tan, & Mohammad, 2016). The purpose of MT is using a software or a technology that 

allows people to translate from a source language to a target language. There are mainly five approaches 

in MT which are Rule-Based Approach, Corpus-Based Approach, Statistical Approach, Transfer-Based 

Approach and Direct Machine Translation Approach (Okpor, 2014). From these approaches, the first 

four requires a parallel text corpus to generate their model (e.g. rules, analogy and statistics), while 

Direct Machine Translation Approach (DMT) is a bilingual and uni-directional from source to target 

language. DMT is considered as word-to-word translation approach and may include simple 

grammatical adjustments.      

 

There are many existing web-based machine translations available on the internet. However, based on 

the result gathered during the observation, although some of the translation services provide translation 

in Bahasa Melayu, it is found out that none of this translation service are offering translation in 

Kadazandusun language which is one of the native languages in Sabah. The language is currently taught 

in several schools, public universities and one of the sections in local newspaper. For a low resourced 

language such as Kadazandusun, translation of the language is limited to dictionary lookup and not by 

a sentence or certain length of text. Thus, the objectives of this case study are 1) to gather news corpus 

on Kadazandusun 2) to develop the preliminary text translation based on DMT approach, and 3) to test 

the text translation capability. Although DMT is less capable to translate sentence effectively, this case 

study is investigating the preliminary MT work using this method for the Kadazandusun language. 

Furthermore, this is known to be the first attempt to use computing capability to apply Machine 

Translation from Bahasa Melayu to Kadazandusun or vice versa for a sentence translation. Thus, basic 

machine translation approach using word-to-word translation is investigated.   

 

2. RELATED WORKS 

 

As mentioned in introduction, currently there are no machine translation for Kadazandusun language 

are available. Therefore, this work is the first attempt to investigate of an MT in Kadazandusun using 

DMT approach. DMT is considered as a primitive approach to translate a sequence of words from 

source to target language without much linguistics processing using bilingual dictionary. It is also 

known as dictionary-driven MT. According to Elsherif & Soomro (2017), the first English to Arabic 
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translation (in 1990)  is utilizing the DMT approach of two main stages: analysis of the source language 

and generation of the target language without in depth analysis of vocabulary and syntax of the source 

language (English).  

 

Based on (Farghaly, 2010), due to the surface analysis only in DTM for the first English to Arabic 

where there is no linguistic analysis, the developer realized that the approach could not deal with the 

complexity of natural language (e.g. Subject-Verb-Object to Verb-Subject-Object structure). However, 

in similar works by Prasad & Muthukumaran (2013) which applying DMT for its flexibility in usage, 

simple and suitable for rapid development shows that DTM works with promising accuracy. The work 

was compared to Google Translate with 90% reported accurate than offered by Google.    

 

3. METHODOLOGY 

 

In order to conduct the preliminary case study on MT for Kadazandusun using DMT word-to-word 

translation, the following diagram in Figure 1 shows the steps involved in the process. 

 

 
Figure 1: Methodology 

 

3.1 Source text collection 

 

The first step is the gathering of source text, where preliminary corpus in Kadazandusun newspaper 

contains publicly available news acquired from New Sabah Times1. The following Table 1 is the broad 

details of the corpus. 

Table 1: Source text collection 

Information Description 

Source New Sabah Times Kadazandusun Section 

(Dusun News Archives) 

Duration 1/1/2018 – 12/7/2019 

Total document  591 

Total words (tokens) 186569 

Average words per document 315 

No of sentence 13641 

Average sentence length 23 

Total terms (unique) 14531 

 

3.2 Preprocessing 

 

In second step, text preprocessing is applied to the text to get the Kadazandusun word list. In text 

preprocessing, several steps that can be performed are tokenization, filtering, lematization and 

 
1 http://www.newsabahtimes.com.my/nstweb/category/Kadazan+Dusun 

Analysis & Discussion

Sentence translation

Translation system prototype

Wordlist translation

Preprocessing (Filtering, Tokenization)

Source text collection
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stemming (Allahyari et al., 2017), however only filtering and tokenization are applied in this study. For 

filtering process, it consists of removing numbers and other alphanumeric leaving only the words token 

in the document. This process is presented in the Table 2 pseudocode snippets and description, while 

filtering sample is presented in Table 3. 

 

Table 2: Filtering 

Code snippet Description 
toLowerCase Make the whole text as lower case 
replaceAll("[^-a-z'A-Z']"," ") 

 
Remove numbers and other alpha 

numeric characters except single 

quote and dash 
text <- str_replace_all(text, "(^')", "") 
text <- str_replace_all(text, "( \')", " ") 

Remove single quote in front of 

word 

 

Table 3: Filtering sample 

Raw text Filtered text 

“Ounsikou yahai do hiti om gumuli’ miampai 
lobi kogumu tambalut do timpu-timpu 

dumontol,” ka disio. Minaganu nogi yolo’ 
ngaawi’ do kosiwatan minumbal mangakan 
taakanon kampung i aiso’ abantalan id 
pomogunan diolo’. 

ounsikou yahai do hiti om gumuli' miampai lobi 

kogumu tambalut do timpu-timpu dumontol   ka 

disio minaganu nogi yolo' ngaawi' do kosiwatan 

minumbal mangakan taakanon kampung i aiso' 

abantalan id pomogunan diolo' 

  

Pulis Marin minagahou 334 katon tinumon 

kaawuk kigatang RM175,940 

pulis marin minagahou katon tinumon kaawuk 

kigatang rm 

 

The process is then followed by tokenization that is to extract single word based on white space 

tokenizer. This provides approximately 14531 unique words; however, it contains some words of 

English, Malay and name that need to be removed. After the words are removed, total of 7079 remaining 

words were recorded for the next phase.  

 

3.3 Wordlist translation 

 

In this step, the main references in creating the wordlist whether the word is Kadazandusun are (Daftar 

Kata Bahasa Kadazandusun - Bahasa Malaysia, 2015; Kamus Malay-Dusun-English, 2015) and 

several literatures in Kadazandusun such as (Puralan boros Kadazandusun id sikul, 2008; Sintian, 2014, 

2015, 2018). Based on previous step, the list of 7079 words is used to produce word-to-word match 

between Kadazandusun and Malay language. Out of 7079 words, 5663 of the words are not found or 

misspelled from the dictionary. Thus, this is a big challenge for word-to-word or DMT approach.    

 

3.4  Translation system prototype 
 

The prototype of the MT system for this case study is developed using web-based application and almost 

similar to a translation interface such as Google Translate. Figure 2 shows the translator interface. 
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Figure 2: Translator interface 

 

The translator consists of two text area fields side by side for input on the left side and output for 

translation result on the right side. There is also a dropdown menu for language selection for user to be 

able to select which language to translate from Bahasa Melayu (BM) to Kadazandusun (KD) or 

Kadazandusun to Bahasa Melayu. After user done selecting the language, user can key in specific word 

or sentence and the translate button need to be clicked at the bottom left of the translator to start the 

translation process. Based on DTM, the translation is a straight forward process as summarized in the 

pseudocode in Figure 3 below. 

 

 
Figure 3: DTM pseudocode 

 

The first step is user can select BM or KD as an input language to translate, where BM is the default 

language for the translator. After selecting the BM as an input language to translate, user can key in 

multiple keywords and clicking the translate button. The input string will be tokenized to create an array 

of words and the system will search the database for the matching input keyword. If the translation 

exists, a result of the KD translation will be displayed. Otherwise, the translator will output the same 

input words by the user. Sample translation of BM to KD and KD to BM are shown in Figure 4 and 

Figure 5. 

 

 
Figure 4: Sample translation user interface from BM to KD 

 

Based on Figure 4, the sample is to translate BM sentence of ‘siapa nama kamu’ and the translation 
output for KD is ‘isai ngaran nu’. While Figure 5 is the example of in the interface translation from KD 

to BM for sentence of ‘isai ngaran nu’ and the translation output for BM is ‘siapa nama kamu’.  
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Figure 5: Sample translation user interface from KD to BM 

 

Furthermore, the system is tested for another 10 samples of single word to ten words as listed in Table 

4.  

Table 4: Sample translation 

No. Bahasa Melayu Kadazandusun 

1. abjad pimato 

2. menjawab soalan monimbar poguhatan 

3. saya balik rumah iyoku gumuli walai 

4. pintu itu tertutup pantas totobon ino nosompon osiau 

5. sejak malam kelmarin hujan lebat  mantad tuong konihab rasam asapou 

6. saya suka minum di kedai itu yoho orohian inum id kadai ino 

7. pelajar itu mengikut aktiviti pengajian di 

sekolah 

susumikul ino tumanud ababayan pongiaan id 

sikul 

8. orang itu beranggapan bahawa dia yang 

paling hebat 

tulun ino kipomusarahan dot isio id bobos 

oginggo 

9. keadaan di bandar itu tidak sama seperti 

dahulu lagi 

woyo id kakadaian ino au miagal irad gulu 

kawagu 

10. apa yang anda buat ketika sampai rumah 

hari ahad lepas? 

nunu id  wonsoi damot korikot lamin tadau 

koturu nakatalib? 

  

Based on the examples, the system is further tested for longer text from newspaper of KD and translated 

into BM. The sample is KD is presented in Table 5 and Table 6. Sample in Table 4 shows that the usage 

of words in the news article are mostly available in the referred dictionary. However, in Table 5 sample, 

there are many words that are either contains wrong spelling or not available in the dictionary. The 

example of words that exist in the dictionary but has not included apostrophe as last character are hilo’, 
pinosodia’, and dilo’ and shown in the sample as underlined. Words such as kopoimaganan, 

potoguangon, pinggisoman, popoimagon, pointonod, noiyon-iyon, pongingiyonon are not found in the 

dictionary (highlighted).  The words inside [] are list of possible words that can be used for the direct 

translation. 

Table 5: Sample translation 

KD BM 

Nosindualan nalangar papanau magauk 

10/02pm/01/06/2016 Maryann  komenAbal 

Kinoyonon, Jenayah, Kinoyonon, Kota 

Kinabalu 

 

[terluka; cedera] dilanggar pemandu magauk 

10/02pm/01/06/2016 maryann  komenabal 

kinoyonon, jenayah, kinoyonon, kota Kinabalu 

 

kota kinabalu: seorang pemandu motosikal patah 

tulang paha kanan [dan; maka; agar] [terluka; 
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KOTA KINABALU: Songulun papanau 

motosikal notipu tulang poh wanan om 

nabaangan id tulu id kinaantakan koligaganan 

talun-alun kapaampai iso korita Perodua Kelisa 

om motosikal Honda EX5 id Lampung Isarat 

Pahlawan Jalan Kepayan di kawawagu. 

Boyoon Pulis Watas ACP M.Chandra, 

minoboros mantad ponoriukan tosopung id 

tampat kinaantakan noilaan do motosikal dilo 

mantad Petagas om minundorong id lampung 

isarat dilo sabap lampung taragang, sigog om 

iso korita Perodua Kelisa ih pinapanau mantad 

longkod kakadayan Kota Kinabalu nokotugu 

motosikal dilo. 

Papanau korita Perodua Kelisa amu 

nosindualan. Kiis diti soriukon id siriba Seksyen 

44 (1) Akta Padsakaian Talun-Alun 1987.- 

Sayang Sabah 

cedera] [ke; di; dalam] kepala [ke; di; dalam] 

kejadian [kemalangan; merbahaya; keselamatan] 

jalan raya melibatkan satu kereta perodua kelisa 

[dan; maka; agar] motosikal honda ex5 [ke; di; 

dalam] lampu isyarat pahlawan jalan kepayan 

[pada; waktu; yang; oleh] baru-baru. 

ketua polis daerah acp m.chandra, [berkata; 

bercakap] [dari; asal; sejak] [siasatan; 

penyiasatan; pengkajian] awal [ke; di; dalam] 

tempat kejadian telah diketahui [di; yang; pada; 

akan] motosikal dilo [dari; asal; sejak] petagas 

[dan; maka; agar] telah berhenti [ke; di; dalam] 

lampu isyarat dilo [sebab; kerana] lampu merah, 

tiba-tiba [dan; maka; agar] satu kereta perodua 

kelisa yang telah dipandu [dari; asal; sejak] pusat 

bandar kota kinabalu terhantuk motosikal dilo. 

pemandu kereta perodua kelisa tidak [terluka; 

cedera]. kes ini disiasat [ke; di; dalam] bawah 

seksyen 44 (1) akta pengangkutan jalan raya 

1987.- sayang sabah   

 

Table 6: Sample translation 

KD BM 

Kopoimaganan Bukit Giling sabaagi 

kokompungan potoguangon kumaa JTU 

12th July, 2019 

TUARAN: Pinggisoman popoimagon do 

Kampung Bukit Giling, do hiti sabaagi 

kokompungan maan potoguango kumaa 

Koupisan Tana om Monunukat Sabah (JTU) 

montok papasaga mogiigiyon do hilo 

mamaramit mogisusuai kogoogonopan 

pinosodia koporintaan. 

Monunurat Pulitik Boyoon Montiri Sabah, 

Joanna Sue Henley Rampas minoboros Bukit 

Giling pasanganu lobi 50 walai i noiyon-iyon 

600 mogiigiyon tinaru Dusun pointonod 

nukaban di 1969. 

“Montok papasanang mogiigiyon Bukit 
Giling mamaramit mogisusuai kogoogonopan 

pinosodia koporintaan miagal do Projik 

Pomuwalaian Rakyat Tomosikin (PPRT), 

momoguno yolo do geran kinoiyonon 

pongingiyonon diolo. 

“Mantad dilo, panalasaian bobos tosonong 
kohondot kobolingkahangan potoguang 

mogigiyon do hiti nopo nga’ popoimagon dilo 
sabaagi kokompungan di pohimagon,” ka disio 
kuminaa Bernama do hiti. 

Minanahak isio jominan do mogowit upalai 

mogiigiyon Bukit Giling kumaa JTU montok 

papatantu kotundunan om kobolingkahangan 

diolo atamangan om asalasai.-Bernama 

kopoimaganan bukit giling sebagai 

perkampungan potoguangon [kepada; pergi] jtu  

12th july, 2019  

tuaran: pinggisoman popoimagon [yang; pada; 

akan] kampung bukit giling, [yang; pada; akan] 

disini sebagai perkampungan [kerja; buat] 

dikemukakan [kepada; pergi] jabatan tanah [dan; 

maka; agar] [ukur; juruukur] sabah (jtu) [untuk; 

pada; bagi] membolehkan penduduk [yang; pada; 

akan] hilo [menerima; menikmati] pelbagai 

kemudahan pinosodia kerajaan.  

setiausaha politik ketua montiri sabah, joanna 

sue henley rampas [berkata; bercakap] bukit 

giling dimiliki lebih 50 rumah [yang; iaitu] 

noiyon-iyon 600 penduduk kaum dusun 

pointonod dibuka [pada; waktu; yang; oleh] 1969.  

[untuk; pada; bagi] [memudahkan; 

menyenangkan] penduduk bukit giling 

[menerima; menikmati] pelbagai kemudahan 

pinosodia kerajaan [seperti; serupa] [yang; pada; 

akan] projek pomuwalaian rakyat tomosikin 

(pprt), menggunakan mereka [yang; pada; akan] 

geran kinoiyonon pongingiyonon mereka.  

[dari; asal; sejak] dilo, penyelesaian [terbaik; 

sehingga yang terdaya] terbaik dihadapi masalah 

potoguang mogigiyon [yang; pada; akan] disini 

[hanya; jika; sahaja; cuma] nga' popoimagon dilo 

sebagai perkampungan [pada; waktu; yang; oleh] 

pohimagon, katanya dia kepada bernama [di; 

yang; pada; akan] sini.  
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telah memberikan dia jaminan [yang; pada; 

akan] membawa permohonan penduduk bukit 

giling [kepada; pergi] jtu [untuk; pada; bagi] 

memastikan kebajikan [dan; maka; agar] masalah 

diolo [terjaga; boleh dijaga] [dan; maka; agar] 

dapat diselesaikan.-bernama 

 

4. FINDINGS AND DISCUSSION 

 

The main objective of this case study is to investigate the DMT method application to the Kadazandusun 

MT system. Preliminary finding from this case study is in line with (Farghaly, 2010) specifically on the 

translation structure problem. Our findings highlighted these problems to open up for further discussion, 

proposed solutions and development: 

1) The huge challenge for word-to-word translation is the dictionary require complete translation 

pairs. This problem is even more apparent when translating from BM to KD where the 

dictionary must contain every possible BM word with KD translation pairs.  

2) Kadazandusun sentence structure in the form of Verb-Subject-Object (VSO) is different from 

Bahasa Melayu which is Subject-Verb-Object (SVO). Thus, in order to provide better 

translation, structure analysis is an important step.  

3) DMT is best suited when the size of the text is small. Translation issue arise when longer text 

needs to be translated. Although it is possible, however point 1 above need to be solved.  

4) The problem of additional character as apostrophe at the end of some Kadazandusun words that 

sometime omitted in the text.    

5) Misspelled words are also a common problem in the KD news article text and made translation 

incomplete. 

6) Possible words translation from KD to BM as shown in Table 5, which is given by the list of 

words enclosed in square brackets is also another translation issue. The problem is to select 

which of the words is suitable to be used.  

7) Combination of words should be studied for further translation process. This can be the N-Gram 

domain where highly used combination of bigram or even trigram word has one translation pair 

in either language. The examples are ‘sigog om’ in KD is translated as ‘tiba-tiba dan’. However, 

‘dan’ can be omitted in BM translation as ‘tiba-tiba’ only.   
 

5. CONCLUSION 

 

This paper discusses the case study of the machine translation problem for Kadazandusun text 

translation. It is concluded that although Kadazandusun words are abundant based on the newspaper 

word collection, however, existing dictionary could not fulfil the DMT approach which directly uses 

the uni-directional translation. There are many words that are not available in the current dictionary. 

Misspelled words are also another challenge because through the observation, there are many words 

were written incorrectly in the news. This is due to unavailability of standard Kadazandusun word list 

in the text processing tool used by the news writer. Thus, complete word list is required to provide DTM 

to work well. Other translation techniques can also be explored; however, the biggest challenge is 

translation pair for the document or news article is less if not available. Finally, when the development 

and future work in this domain is completed, it can contribute to the Kadazandusun community in Sabah 

specifically to students in schools for their learning on the language.         
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Abstract  
 

This study explored how an organization develop their learning capacity in lean management through 

Lean Tacit Knowledge approach. Literatures noted that the Lean Tacit Knowledge is very significant to 

enhance the success of lean implementation, yet how it is developed and shared within the organization 

is not extensively discussed. Data was collected through qualitative methods using a single case study in 

an automotive manufacturing company in Malaysia. The results revealed that lean training, case studies, 

simulation method, industrial visits and internet resources (videos) are the key mechanisms used to 

develop lean tacit knowledge. When the foundation of lean knowledge is appropriately developed and 

shared within the organization, the effectiveness of lean implementation will be greatly enhanced. This 

study forwards the contribution in knowledge management perspective and implicates practical 

guidelines to the industry practitioners for successful lean management implementation.  

 

Keywords: Lean management, tacit knowledge, case study, organizational learning 
___________________________________________________________________________________________ 

 

1. INTRODUCTION  

 

Lean management (LM) is widely known a strategic practice adopted by many organizations to reduce 

the waste, managing the resources effectively, improving the performance and becoming more 

competitive (Zhou, 2016). In the automotive industry, LM adoption is exceptionally important, given that 

the fundamental is originated in the Toyota production system (TPS), where it has been recognized as the 

best practice for the automotive companies. Despite of the substantial interest in implementing lean, 

literatures also noted many unsuccessful cases of LM. Nordin et. al (2012) posit that at least two main 

reasons were notable for the failures- lack of understanding the concept of waste, and the fundamental 

issues of lean culture. 

 

The adoption of LM is a radical process which involves a significant organizational change (Herron & 

Hicks, 2007). Narang et al. (2008) contends that there must be a form of sharable knowledge at an 

organizational level to assist learning about lean. To have a level of organizational knowledge means that 

knowledge was held at the organizational level rather than individual level. At an organizational level, 

organizational norms, behaviours, and viewpoints or worldview change because of the process of 

developing knowledge (Rahman et al., 2013). Therefore, the purpose of this paper is to investigate the 

development of lean tacit knowledge during lean implementation in an organization. 

 

1.1 Lean Management 

 

Lean Management (LM) philosophy can be traced back to the 1970s when Toyota Production System 

(TPS) was gaining interest as a hallmark of good Japanese Management practice in the manufacturing 

(Stone, 2012; Wagner, Herrmann & Tiede, 2017). TPS underscores the importance of waste elimination 

and defines waste as everything that did not create value, which includes overproduction, waiting for 

work, conveyance, wrong work, inventory, motion and rework (Wagner et al., 2017).  

 

According to Clark et. al (2013), LM operates on two primary basis, which are a systematic approach to 

process improvement by removing waste in order to maximise value for the end user, and the respect, 
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challenge and develop the people who work within the service to create a culture of continuous 

improvement. This is consistent with Shah and Ward (2007) who regarded LM as a multi-facet system 

that includes both people and process components. The recent perspective of LM has evolved to include 

the knowledge-creation management, which aims to create a learning organization where people are the 

soul of lean process (Bhasin, 2013; Kumar & Kumar, 2014).  

 

When learning is strategically arranged within the organization, the success of lean implementation could 

be substantially enhanced, because misunderstanding of the real concept and purpose of lean management 

is one of the main barriers of its implementation. Herron and Braiden (2007) suggest that cultural 

differences that occur during transition or translation of lean concept during the implementation, is one 

of the factors that contributes to misunderstanding of the concept. Consequently, this mistake leads to 

various major issues such as piecemeal adoption of lean tools and techniques (Dora et al., 2013), 

misapplication of lean tools (Herron & Braiden, 2007), and lack of lean culture development that support 

the lean management in the organization (Jorgensen et al., 2007).  

 

1.2 Tacit knowledge in Lean management  

 

Herron and Hicks (2007) have classified lean practices based upon the types of knowledge embedded in 

the tools known as tacit and explicit knowledge. Explicit knowledge can be codified; typically articulated 

in words, figures, and numbers, hence more objective. It is generally well documented and relatively easy 

to learn, such as Statistical Process Control (SPC), failure mode and effect analysis (FMEA), single 

minute exchange of die (SMED), fool proofing or pokayoke, and value stream mapping. In contrast, the 

tacit knowledge is more subjective, difficult to codify, context specific and normally based in individual 

experiences (Anand, Wald & Totikonda, 2010). This includes the practices such as continuous 

improvement or kaizen, Total Productive Maintenance (TPM), Kanban, 5S, standardised working, and 

policy deployment (hoshin kanri). Besides, transferring tacit knowledge takes a long time because it often 

requires a change in culture and substantial experience to be gained (Kumar & Kumar, 2014).  

 

In knowledge management literature, tacit knowledge is often referred as “know-how”, thus the hard to 
imitate nature of the tacit knowledge could be a strategic competitive advantage to the organization 

(Nahapiet & Ghoshal, 1998). Thus, the success of lean management implementation depends on the 

capture of both explicit and tacit types of knowledge. However, tacit knowledge is more important owing 

to its “know-how” contribution towards continuous innovation (Tyagi, Cai, Yang & Chambers, 2015). 
According to Uriarte (2008), the knowledge inside organization is stored as much as 42%  in the human 

brain, 26% in paper documents, 20% in electronic documents and 12%  in the knowledge base electronic. 

This implies that tacit knowledge holds a significant role in knowledge development, thus considerable 

effort should be dedicated to ensure that the knowledge transfer is effectively executed throughout the 

organization. 

 

Hence, to embed the right culture and transition towards LM in the organization requires a significant 

organizational change (Narang et al.,2008). Organizational learning should be strategically plan, where 

there must be a form of sharable knowledge at an organizational level to ease the transition. In the 

comprehensive review of the literature, Lahteenmaki et al. (2001) identified two gaps that required an 

understanding of sharable knowledge development processes. Both of these concerns dealt with the 

individual and the methods of how an organization developed sharable knowledge: (a) over-emphasis on 

individual knowledge development and not enough on other levels of organizational knowledge 

development, and (b) clear understanding of how individual knowledge became sharable as 

organizational knowledge. Tacit knowledge has been classified into two dimensions, the technical and 

the cognitive dimension. The technical dimension can be viewed as expertise “at ones fingertips” and it 
encompasses information and expertise in relation to “knowhow”. The cognitive dimension consists of 
mental models, beliefs and values and it reflects the image of reality and vision of the future (Nonaka & 

Takeuchi, 1995). The overall discussion in this study is limited to the technical dimension of tacit 

knowledge only, due to the interest to explore the “knowhow” capacity building about LM that imperative 
the success of lean implementation.   

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 260 

2. METHODOLOGY 

 

This study uses a single case company of a Malaysian SME in automotive industry.  A case study 

approach was pursued since it allows for better illustration on how the lean tacit is developed in a 

particular company. The company is selected based on the criteria which has been set. The criteria are 

(1) the company must apply lean management, (2) must have lean department or unit, and (3) included 

in Malaysian Automotive Institute (MAI) database. Company A is a company fully owned by 

Bumiputera, established since 1992 in Shah Alam. The company starts to grow their businesses with the 

establishment of three other branches namely in Gurun, Kedah (1996), Tanjung Malim, Perak (2007) and 

Bukit Beruntung (2012). The company expanded its operations in designing, producing and installing 

components, plastic and metal. In addition, Company A is also known as supplier to Proton and Perodua. 

The data collection begin by first contacting the company to be studied to gain their cooperation, and 

explained the purpose of the study. An interview was held with Company A’s manager who has five 
years’ experience in managing the company.  

 

3. RESULTS AND DISCUSSION 

 

The data collection gathers important insights pertaining the question “how the lean tacit knowledge was 
developed in the organization?” Table 1 summarizes the findings and further elaborated in discussion. 

 

Table 1. Approaches for lean tacit knowledge development 

Approaches Description 

Lean training Training is essential to develop the required 

knowledge and skills for lean management 

implementation. The training conducted not only 

focused on how to perform lean on the production site, 

but it is also stressed on the proper use of tools, 

methodologies and practices during lean management 

implementation in the organization. 

 

Case study Case study is used for the practical application of lean 

knowledge which was conducted after received the 

training. It is to gain precise knowledge of lean 

concept and techniques during lean management 

implementation. Case studies illustrate the true picture 

of how to apply lean implementation effectively. The 

best example of doing case studies begin with value 

stream mapping (VSM) where it shows the whole area 

before the implementation of lean management in the 

organization. 

 

Electronic resources 

(website, Youtube) 

The internet is used as a medium of learning lean 

management. Internet resources such as the website or 

You Tube have helped the respondent to get 

knowledge to implement lean. the lean knowledge that 

was uploaded on the Internet network makes it easier 

for the respondent to assess the information quickly. 

The information obtained not only involves the 

implementation of lean principles, but it includes the 

proper implementation methods. Therefore, they can 

take the ideas to be applied in their company. 
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Factory visit Factory visit is one of the best way to increase 

employees’ knowledge of lean management 
implementation from other organizations. The visits 

were held in the manufacturing floor or the warehouse 

to observe the actual lean implementation in the 

successful companies. Knowledge will be created 

when the employees observed how lean can be 

applied and the approaches that they used in their lean 

implementation. Thus, skills and understanding of 

lean knowledge could be gradually developed. 

 

 

 

The respondent revealed that there are four key approaches that have been significant in developing the 

lean tacit knowledge in their organization. First, is the use of lean training. According to the respondent, 

he acquired the information and knowledge related to lean from training conducted by Malaysian 

Automotive Institute (MAI) and their customers. He mentioned that "I started attending lean training in 

year 2010. At that time, the program was under the MAI and the facilitators were from Proton and MAI 

lean experts." Arnheiter and Maleyeff (2005) explains that employee training is important to maintain the 

employee’s effectiveness which includes various problem-solving skills. When it is further assisted 

through the formation of lean expert team to disseminate the knowledge to other employees, knowledge 

transfer process will be progressed, thus enhance the success in lean implementation (Mostafa, Dumrak 

& Hassan, 2013). 

 

Besides, the use of case study has extended the knowledge about LM in Company A. The respondent 

affirmed that their understanding and skills in lean management system improved tremendously through 

case study exercise. When asked about how the lean experts trained them, he stated; "They (Japanese 

experts) taught us and showed all the photos of what to do and what is not right. Everything which is not 

right, was corrected immediately." Indeed, Tyagi et al. (2015) also supports that employees have to 

indulge in a hands-on experience in order to gain tacit knowledge because it is very difficult or nearly 

impossible for anyone to learn and develop ‘know-how’ skills just by reading or by watching audio/video 
media. 

 

Another effective learning mechanism that promote lean tacit knowledge development is electronics 

resources. A variety of lean techniques and practices available from Youtube make learning lean system 

are more easily attained and implemented by individuals within the company. For instance, the respondent 

disclosed that; "I learned how to apply Kaizen through examples from the Internet by watching videos. I 

also watched how other factories did. Usually the videos described the process very details and step by 

step. Then, we applied the techniques and processes in our factory."  

 

Finally, factory visits to successfully implemented lean companies and sharing a database relating to the 

implementation of lean is also practiced in developing and obtaining knowledge of LM. It is revealed by 

the respondent: "We went for gemba (visit) to watch new working situation and the way they work. 

During the gemba, we saw a different view. If a system is well organized, people could see it and able to 

understand the process. So, we were able to see some good examples and try to implement it in our 

company.” Undoubtedly, this is a kind of benchmarking activity that allow the company to learn about 

good practices of other companies that they could adopted in their own setting. 

 

In sum, the case study has found various means on how the organization could develop the lean tacit 

knowledge in supporting their lean management. According to Rose et al.  (2013), skills, knowledge and 

experience of the employees are necessary for effective lean management implementation across the 

company. As such, organizing for an effective knowledge transfer mechanism is a fundamental platform 

to build the capacity of the organization in LM. Indeed, successful organizations are often characterized 

by their ability in exploiting the knowledge in an efficient manner (Tohidinia & Mosakhani, 2010). 
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4. CONCLUSION 

 

This study was motivated by the need to understand how lean tacit knowledge is developed in an 

organization. A single case study of an automotive company was used for this purpose. Accordingly, the 

findings revealed that lean training, problem solving using case study, factory visit, and online learning 

are the significant approaches used by the company to develop their capacity in lean management. 

Consequently, the effective transfer of lean tacit knowledge plays an important role in ensuring the level 

of successful implementation of lean management system in an organization. The study paves practical 

implications to the practitioners that using the right approach of lean tacit knowledge transfer could 

enhance the ability of employees toward effective lean thinking. However, in order to be able to transfer 

the knowledge, the senders need acquire the lean knowledge to be competent. Hopefully, the 

implementation of lean management will be more effective if every organization had a good lean 

knowledge and understand how to properly implement lean in the production process.  
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Abstract 
 

The main aim of this research paper is to compare undergraduate students at different levels of 

experience regarding business case competition, and to identify key benefits acquired by students while 

pursuing this specific type of learning and development.  The conducted quantitative survey engaged 

132 respondents (77 from Serbia and 55 from Malaysia) who have participated in local and international 

case competitions. The findings suggest that students’ main benefits of using case learning in case 

competitions, both in Serbia and Malaysia, are: mentor’s feedback after case study simulations while 

preparing for case competitions (learning benefits before competition), strong business network built in 

case competition (during competition), and opportunity to learn how to work ina team and under 

pressure, to acquire problem solving skills, professional and personal advancement (managerial skills 

and students’ development after the competition). Furthermore, the main issues for students while 

solving the case during business case competitions have been explored. Those are: filtering the most 

important information while reading the case study and making priorities, and acquiring sufficient 

knowledge on local market relevant for the case study. We have made a scoring scale so that the local 

competition is worth one point and the international competition is worth 2 points. All students are 

divided into three categories based on their experience: beginners (S1) 0-2 points, advancers (S2) 3-5 

points, professionals (S3) 5+ points. Interesting results are that advancers (S2) have lower values for 

benefits: pushing their own limits, getting a job more easily and a feedback from mentors in comparison 

with beginners (S1) and professionals (S3). Considering issues at case competitions beginners (S1) have 

many issues in comparison with advancers (S2): too long a case study, the subject of case study is not 

interesting and there is a lack of clearly defined tasks to be solved, probably because of the lack of 

experience in case competitions. 

Keywords: student benefits, student experience, business case competition, managerial skills, case 

learning, international higher education 

 

 

1. INTRODUCTION  

 

Business case competitions for undergraduate students became a favorite topic for analysis in the 

academic world and among business practitioners, as decision makers. Competitions are beneficial to 

the faculty, the students, the professors, and the company representatives. They offer an opportunity to 

showcase-practical expertise at business schools and universities (The Case Centre, 2019), as well as 

build a high reputation in the business environment (Armenteras & Politiek, 2018). Business case 

competition is an event where teams of students receive a case study from a real company, and based 

on a strategic analysis identify the most important issues or challenges the company faces. Further, they 

develop a business strategy to address these key issues in order to help companies achieve their future 

objectives. In this paper, we examined opinions of talented students from the Case Study Club, students’ 
organizations from Serbia (European representative) and Malaysia (Asian representative). 

There are plenty of business case competitions for undergraduate students in Serbia and Malaysia. 

Student case competitions depend on the geographical scope (global, regional, national and local), the 

format of case competition (one or more cases), time and preparation form, and evaluation criteria for 

jury members’ panel. Many of students’ case competitions are organized and tailored by actual 
companies. Students from Serbia and Malaysia attend the same national case competitions: Unilever 
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Future Leaders’ League, KPMG International Business Competition and L'Oréal Brainstorm. Students 

from Serbia have been more active considering the participation at international case competitions since 

2011. They also organize Belgrade Business International Case Competition (BBICC), a global 

business undergraduate case competition organized by the Faculty of Organizational Sciences of the 

University of Belgrade since 2013, in South Eastern Europe. This competition gathers together 20 

leading business schools from all around the world (USA, Canada, Europe, Australia, Asia) and the jury 

members, who evaluate student solutions in the Power Point format, are practitioners and business 

consultants. Students have three cases to solve; they are expected to solve the first and second in five 

hours and the third in 24 hours. They have 20 minutes for presenting their solutions, followed by 15 

minutes of question-and-answer (BBICC, 2019) time. Champions Trophy 2020 methodology developed 

by Auckland University is used for ranking the international business case study competitions (with 

invitation only) This case competition ranks among the top 10 in the world in global ranking by using 

Champion Trophy Methodology 2020 and it is the only developing economy that is ranked on this list 

(Damnjanovic et al., 2019). 

 

HSBC/HKU Asia Pacific Business Case Competition is a global case competition where both students 

from Malaysia and Serbia competed. This case competition is held every year in Hong Kong organized 

by the Hong Kong University and the HSBC bank. Recent research from the Hong Kong University 

that included 271 students worldwide showed three crucial benefits of business case competitions. First, 

competitions provide skills, knowledge and network beyond what academic studies at business school 

can offer. This way, competitions provide students with key employability skills they need for their 

future jobs. Second, a case competition builds a strong connection between "business leaders and a 

millennials generation", which helps jury members understand better how to deal with the young 

generation. Third, competitions are driving business skills into curricula and influencing teaching and 

learning techniques (Asia Case Research Centre, 2018). Moreover, interactive learning through student 

competitions is as innovative strategy where students take an active role (Bootha et al., 2009), engage 

and take responsibility for learning outcomes (Corner, 2006; Nkhoma et al., 2017). 

 

The aim of this paper is to motivate students, professors and company representatives to participate in 

business case competitions. The primary focus of this paper is to provide an insight into different levels 

of experience of talented students who competed in local and international case competitions, and to 

show how these different groups of students perceive active learning and development after attending 

business competitions.  

 

The paper is organized in the following manner. Section 2gives a brief overview of students’ case 
competitions in Malaysia and Serbia. Section 3 explains the methodology used in this research. This is 

followed by the findings and discussion part (section 4) where we observe participants classified into 

three different categories, based on their experience: beginners, advanced and professionals. Lastly, 

section 5provides a brief conclusion and suggests avenues of future research. 

 

2. LITERATURE REVIEW 

 
The future of education lies in providing creativity and innovation to support students to become change 

makers with entrepreneurial spirit in the global economy (Brown, 2019; Jansen et al., 2015). According 

to the study (Carter et al., 2019), students who participate in case competitions grow increasingly 

capable for resolving job problems and developing managerial soft skills(Appleton-Knapp & Krentler, 

2006). A large number of authors agree that participation in a student case competition develops 

teamwork, presentation and under-pressure skills, self-improvement, learning from feedback and 

providing students with an opportunity to find job or internship more easily (Damnjanovic & Mijatovic, 

2017; Burke, 2013). Considering the global perspective, students who competed in business case 

competitions abroad expressed their preference to learn international business by this non-traditional 

method (Bahhouth et al., 2012; Menna, 2010). Business case competitions, as pedagogical approach 

should be used to advance knowledge of multicultural competence (Phillips & Wood, 2017).  
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From the professors’ perspective, business case competitions help in teaching students how to 
effectively transfer knowledge from classroom into positive effects in organization. Using case 

methodology through a process of strategic analysis, problem identification, formulating 

recommendations and getting feedback from executives is one of the best ways for a business school to 

secure success of future leaders (Cosentino et al., 2017).A research study from Middle East emphasize 

how professors can help the students in performing better in competitive environments and motivate 

them to participate in case competitions (Sayani et al., 2019). 

However, not many research studies investigate students from different countries in Europe and Asia 

about benefits and issues at business undergraduate case competitions. Also, there is no enough 

information about different level of student experience, what effect it has on their opinions about student 

learning and development at the case competitions. The research study (Gamble &Jelley, 2014) 

identified the importance of student learning experience through evidence-based management case 

competition for enhancing student engagement in case learning. Students who start competing are 

motivated to become a part of students’ talent pool - recognized as an elite group, encouraging 

entrepreneurial mindset (Jansen et al., 2015). 

Considering the research gaps found in the literature, we set two research questions. The first research 

question is used to guide this study: How do participating business students perceive their benefits and 

issues at case study competitions in Malaysia and Serbia? The second research question is related to 

the comparison of the level of students’ experience at case competitions: What are the differences and 

similarities between students at three levels of students’ experience (beginners, advancers, and 

professionals) in relation to the benefits and issues of students’ learning and development? 

 
3.  METHODOLOGY  
 
In order to explore the proposed research questions, quantitative research was undertaken in the period 

July-August 2018, with a range of students who attended business case competitions in Serbia and 

Malaysia. We included local, national and international (global) case competitions. 

 

A questionnaire was created based on the previous studies on case study competition (Asia Case 

Research Centre, 2018; Damnjanovic et al., 2018). We included general questions about respondents 

and also questions related to the benefits and main issues of attending student business case 

competitions. All respondents in the survey participated on voluntary basis and they were provided with 

information about the study and debriefed. Online questionnaires were distributed to 160 participants 

in Serbia and Malaysia. We received 132 responses, resulting in the response rate of82.5%. All 

viewpoints and characteristics used in case study analysis were evaluated based on the 7-point Likert 

scale. Hence, the perceived benefits and issues of case study competitions were anchored at the scale: 

1 – absolutely insignificant to 7 – extremely significant. General sample characteristics are as follows: 

45.5% of respondents are female, and 55.5% male. The average age for students from Malaysia was 

22.7; in case of Serbia it was 23.5. Students from Serbia have more experience in local and global case 

competitions in comparison to the Malaysians. Only one student from Serbia did not compete 

nationally, and only 23% did not compete internationally, compared to 15% of Malaysian students who 

did not compete nationally and 71% who did not compete internationally. 

 

In order to do an adequate data analysis, all students were divided into three groups based on their 

experience. More specifically, based on the number of competitions they had in local and international 

competitions. We have made a scoring scale so that the local competition is worth one point and the 

international competition is worth 2 points. Students are divided into three categories based on their 

experience:  

1) Beginners (S1) 0-2 points,  

2) Advancers (S2) 3-5 points,  

3) Professionals (S3) 5+ points.  

 

Inexperienced students are beginners (S1) and they participated in at least international case 

competitions or two local. The second group of students, advancers (S2) were more experienced 
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(participated in one local and one or two international case competitions), while professionals attended 

more than two internationals case competitions and two local case competitions. All respondents were 

classified into these three groups by experience, see Table 1. 

 

Table 1: Three categories of participants in business case competitions based on their experiences 
 Malaysia Serbia All respondents 

 No. of students [%] No. of students [%] Total no. of students Total [%] 

Beginners 32 58.18% 7 9.09% 39 29.55% 

Advancers 16 29.09% 27 35.06% 43 32.58% 

Professionals 7 12.73% 43 55.84% 50 37.88% 

Total 55 100.00% 77 100.00% 132 100.00% 

 

In the further analysis, for the comparisons of benefits and problems, these three categories of students 

are used. The structure of the sample is as follows: 39 beginners (29.55%), 43 advancers (32.58%), and 

50 professionals (37.88%). The data analysis of both countries and the sub-samples (S1, S2, andS3) 

comprised multiple steps. First, the responses of all respondents were analysed using the results for both 

countries. We used descriptive statistics to analyse the findings. Second, means and Standard Deviations 

(SD) are calculated to provide a better insight into average values and the dispersion of responses. Third, 

all three categories in the sample are compared using means and SD. Several statistical methods, 

ANOVA and Least Significant Difference are also used in the data analysis. The data were analyzed 

using SPSS 22.0 statistical software. 

 

4.  FINDINGS AND DISCUSSION 

 
4.1 Students Benefits of being part of Business Case Competition                         

 

Data analysis was performed to identify the skills that students perceive to be most beneficial when they 

attend a case study competition, by descriptive statistics (Table 2).To identify student groups that had 

a statistically significant different valuation of benefits we used ANOVA (Analyses of Variance) and 

LSD (Least Significant Difference), see Table 3 and Table 5. 

 

The most important skills that are enhanced during participation in case study analysis are teamwork 

(=6.04), work under pressure (=5.94) and problem-solving skills (=5.95), personal advancement (=5.93) 

and professional advancement (=5.91), easy adaptation to other work activity (=5.81) and strong 

business networks (=5.80). An interesting point is the role of the mentor for respondents. As the most 

beneficial aspects of learning through feedback, they emphasized the following: mentor's feedback after 

case study simulation when preparing for case competition (=6.27), and feedback from the mentor after 

case presentation during the case competition (=5.98). The characteristics that students perceived to be 

the least affected by case study competitions were travelling to other countries (=4.54) and developed 

leadership skills (=4.90), see column AVG in Table 2 which refers to the average value of means and 

standard deviation for the whole sample. 

 

Table 2: Students' benefits from participating in business case competitions 
MANAGEMENT SKILL IMPROVEMENT S1 S2 S3 AVG 

M SD M SD M SD M SD 

Teamwork  5.9 1.5 5.91 1.41 6.26 1.17 6.04 1.36 

Work under pressure  5.92 1.4 5.67 1.44 6.24 0.98 5.96 1.29 

Presentation skills  5.74 1.53 5.42 1.35 5.98 1.02 5.73 1.31 

Analytical way of thinking  5.92 1.6 5.7 1.66 6.16 1.15 5.94 1.47 

Problem solving skills  5.9 1.6 5.81 1.45 6.12 1.12 5.95 1.38 

Leadership skills  5 1.92 4.79 1.71 4.92 1.34 4.9 1.64 

Time management skills  5.77 1.53 5.42 1.75 5.48 1.23 5.55 1.5 

PERCEIVED SELF REALIZATION  S1 S2 S3 AVG 

M SD M SD M SD M SD 

Personal advancement  5.82  1.5 5.74  1.48 6.18  1.16 5.93 1.38 

Professional advancement  5.64  1.25 5.65  1.46 6.34  0.89 5.91 1.24 
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Travelling to other countries  4.33  1.49 4.37  1.59 4.84  1.28 4.54 1.46 

Pushing their own limit  5.82  1.37 5.51  1.58 6.32  1.02 5.91 1.36 

Finding areas of interest  5.62  1.52 5.26  1.65 5.6  1.21 5.49 1.45 

ENHANCED EMPLOYMENT OPPORTUNITIES S1 S2 S3 AVG 

M SD M SD M SD M SD 

Opportunity to get internship easier  5.51 1.45 5.09 1.66 5.98  1.2 5.55 1.47 

Opportunity to get a job easier  5.72 1.36 5.28 1.61 6 1.32 5.68 1.45 

Easy adaptation to other work activities  5.67 1.58 5.51 1.75 6.18 1.24 5.8 1.54 

Strong business network building at case competitions  5.49 1.76 5.6 1.65 6.22 1.18 5.8 1.55 

LEARNING THROUGH FEEDBACK S1 S2 S3 AVG 

M SD M SD M SD M SD 

Students learning from each other – exchange of ideas and 

thoughts while cracking the case study 

5.67 1.32 5.42 1.52 5.96 1.05 5.7 1.31 

Feedback 360 – consulting other team members, suggesting 

areas of improvement 

5.56 1.47 5.44 1.65 5.72 1.33 5.58 1.47 

Mentor’s feedback after case study simulations when preparing 
for case competitions 

6.26 1.29 5.93 1.58 6.56 0.79 6.27 1.26 

Feedback from mentor after case presentation during case 

competition 

6.05 1.3 5.63 1.62 6.22 1.04 5.98 1.34 

Feedback from jury panel 5.85 1.63 5.33 1.51 5.78 1.22 5.65 1.45 

 

For the analysis of key benefits those students’ groups participating in the questionnaire recognized as 

most important during case study, ANOVA and LSD tests are used. The ANOVA test identifies benefits 

for which statistically significant difference exists in the perception among student groups, but it is not 

possible to identify which particular group(s) made the difference. The LSD method is used to identify 

particular groups, which helps us identify a cause of difference and make valid conclusions. The 

ANOVA was run twice, for the levels of significance of 0.05 and 0.1, in order to find more benefits 

with a different valuation. The results are presented in Table 3 and Table 5. 

 

Table 3: ANOVA analysis where mean values of dependent variables are not the same 

Students' benefits of participating in business 

case competitions 
F-value 

Level of 

signif. 
p-value 

F-

critical 

LSD 

result 

PERCEIVED SELF REALIZATION 

Pushing their own limit  4.409 0.05 0.0141 3.066 s2≠s3 

ENHANCED EMPLOYMENT OPPORTUNITIES 

Opportunity to get internship easier 4.426 0.05 0.0138 3.066 s1≠s2, 

s2≠s3 

Opportunity to get a job easier  2.947 0.1 0.0560 2.344 s2≠s3 

Strong business network building in case 

competitions 

3.063 0.1 0.0502 2.344 s1≠s3, 

s2≠s3 

LEARNING THROUGH FEEDBACK 

Mentor’s feedback after case study simulations 
when preparing for case competitions 

2.979 0.1 0.0543 2.344 s2≠s3 

Feedback from mentor after case presentation 

during case competition 

2.394 0.1 0.0953 2.344 s2≠s3 

 

Regarding management skills improvement, there is no significant difference between the three groups. 

For the benefit of perceived self-realization, pushing their own limits is much more valuated in S3 group 

(professionals) than in S2 (advancers), due to more considerable experience in business case 

competitions. Surprisingly, the opportunity to get internship is much less valuated in S2 than in S1 and 

S3. The reason may be that professionals expect to get a job and not an internship. Professionals (S3) 

students valuate the opportunity to get a job easier much higher than S2 students. Similarly, S3 students 

valuated the opportunity to make strong business network much higher than students from S1 and S2 

groups. It is also interesting that both feedbacks from the mentors are valuated poorer by S2 students 

than by S3 group. Advancers usually think that after two competitions they know a lot and that their 
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mentoring feedback experience does not influence them to improve further. This may be due to a 

characteristic of the ego possessed by the millennials. 

 

4.2. Student Issues of being part of Business Case Competition  

 

Students' perceived issues in case study analysis were also explored. The research results are presented 

in Table 4. 

 

Table 4: Comparison of students with different experiences and issues while participating in business 

case competition 
PERCEIVED MAIN PROBLEMS THAT MIGHT 

OCCUR WHILE SOLVING THE CASE STUDY 

IN COMPETITIONS 

S1 S2 S3 
Total 

(sample) 

M SD M SD M SD M SD 

Insufficient knowledge of local market (relevant for 

case study) 

5.56 1.54 5.07 1.75 5.48 1.23 5.37 1.51 

Filtering the most important information while 

reading the case study and making priorities 

5.46 1.74 5.02 1.65 5.92 1.26 5.49 1.58 

Time management constraint for solving cases 5.38 1.6 4.88 1.79 5.12 1.3 5.12 1.56 

Subject of case study is uninteresting 4.41 1.9 3.28 1.59 3.74 1.75 3.79 1.79 

Bad teamwork ethics 5.15 1.9 5.02 1.67 5.4 1.67 5.2 1.73 

Case study is written badly (without key information, 

tables, graphs, pictures) 

4.92 1.75 4.4 1.93 4.4 1.77 4.55 1.82 

Case study does not have clearly defined task that is 

expected to be solved 

5.21 1.72 4.33 1.73 4.52 1.83 4.66 1.79 

Case study is too long (over 30 pages) 4.79 1.81 3.67 1.78 3.62 1.69 3.98 1.82 

 

All issues were identified by students as being important and representing obstacles to effective case 

study solving during business case competitions. Students pointed out that the issues in case study 

solving that need to be resolved include: filtering the most important information while reading the case 

study and making priorities (=5.49), insufficient knowledge of local market relevant for the case study 

(=5.37), bad teamwork ethics (=5.20) and time management constraint for solving cases (=5.12). The 

students’ perceptions about the subject of case studies being uninteresting was rated lowest (=3.79) as 

well as Case Study is too long (=3.98). The reasons for that may be that students prepared thoroughly 

with mentors working on different topics and long cases before case competitions. 

 

Table 5: ANOVA analysis where mean values of dependent variables are not the same 
PERCEIVED MAIN PROBLEMS 

THAT MIGHT OCCUR WHILE 

SOLVING THE CASE STUDY IN 

COMPETITIONS 

F-value 
Level of 

signif. 
p value F critical 

LSD 

result 

Subject of case study is uninteresting  4.317 0.05 0.0153 3.0664 s1≠s2 

Case study does not have clearly defined 

task that is expected to be solved 

2.786 0.1 0.0653 2.3442 s1≠s2  

Case study is too long (over 30 pages) 5.903 0.05 0.0035 3.0664 s1≠s2, 

s1≠s3 

 

Issues are mainly related to S1 group (beginners) who evaluated “too long case study” as the biggest 

issue (compared to more experienced groups S2 and S3), followed by “subject of case study is 

uninteresting” which is also an important obstacle for S1 (compared to more experienced group S2), 

and followed by “lack of clearly defined tasks to be solved”(compared to group S2). 

 

It is also interesting that in all other criteria there is no statistically significant difference in answers to 

the following questions: insufficient knowledge of local market relevant for case study, filtering the 

most important information while reading the case study and making priorities, time management 

constraint for solving cases and bad team ethics. Logically, the lack of knowledge of the local market 

is an issue for all students. The reasons for bad team ethics are probably because all students like to 
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work in the team; they feel good energy and have cooperation skills to contribute together (Riebe et al., 

2010). Surprisingly, filtering the most important information while reading the case study and making 

priorities has the highest values for professionals, the most experienced student group (S3). The lack of 

focus is something that many millennials face during regular classes in higher education. Usually, 

students learn a lot of theoretical concepts and they are not aware how to get adequate learning outcomes 

and apply knowledge in real life situations (Nkhoma et al., 2017). Limited time for short or long case 

solving, case presentation and question and answer part force students who compete in case competition 

to understand how to adequately allocate time, acquiring time-management skills. 

 

5. CONCLUSION 

 
According to our findings, business case competitions are an important educational tool for business 

schools and universities and secure a lot of benefits from students’ perspective: prepare students better 

for the future career, support students’ learning and personal and professional development. They also 

provide a good way for students to develop important managerial skills: teamwork, work under pressure 

and problem-solving skills that are recognized as necessary employability skills in a work environment.  

 

Students’ experience has a favorable impact on students’ satisfaction for all groups (S1, S2 and S3).All 

of them are especially aware of the managerial skills benefit they achieve from business case 

competitions. Pushing their own limits, an opportunity to get a job and build a strong network is 

considerably higher valuated by professionals (S3) than by advancers (S2) because of their extensive 

experiences in student business case competitions. 

 

The student group of those who attended only one case competition (S1) face many more challenges in 

comparison with advancers with two case competitions (S2) related to case study reading and case 

solving: too long case study, subject of case study is uninteresting and lack of clearly defined tasks to 

be solved, probably because of lack of experience in case competitions. For all three groups (beginners, 

advancers and professionals) there are no statistically significant difference in answers to the following 

questions: insufficient knowledge of the local market, filtering the most important information, time 

management and poor team ethics.  

 

This research study is relevant for higher educational institutions and should provide them with 

guidelines concerning the benefits of student case competitions. The importance of student participation 

at competition can provide an opportunity to be responsible for the future skills and knowledge of the 

next generation. The broader implications of these findings may assist professors and students from 

higher education to motivate and include more students to compete in business case study competitions. 

 

The future course of the research will include a larger sample and mentors’ views, since we have focused 

only on students from two countries. Moreover, company representatives as potential case partners at 

case competitions (source of real case) will be more aware of possibilities to better understand the young 

generation and put more emphasis on getting innovative ideas which are described by industry leaders 

as the most needed for achieving competitive advantage in the global arena. 
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Abstract 

 

There are so many investments today, in fact, a stock market investment can bring promising rate of 

return.  In the Philippines, only one percent (1%) of the population has an investment in stock market.  

The study investigates the factors affecting Filipino investors’ investment decisions in Philippine 
stock market.  Data were collected using on-line survey questionnaires to one hundred (100) Filipino 

investors in stock market and subsequently analyze using descriptive statistics.  Findings revealed that 

investors with high attainment of education have investments and those with low level of literacy or 

uneducated people do not know about the stock market.  The Filipino investors decisions to invest in 

stocks was influenced by various economic factors:  Past Market Trend, Investible Surplus, 

Investment Horizon, Investment Needs, Risk Appetite, and Expected Return. Money, knowledge, 

experience, and time were also indicated as highly concern problem. 

 

Keywords:  Factors, Filipino investors, investment decisions, stock market 

 

 

1.  INTRODUCTION 

 

1.1  Background of the Study 

 

Investment is an act of acquiring something expected to give higher return in the future.  Due to the 

advancement of media and business world today, people are much more knowledgeable and better 

informed about the availability of investment opportunities, but they are in short of adequate 

knowledge to manage them efficiently. 

 

Investment avenues and securities are in the market that fit with the varied risk- return requirements 

of the investors enable them to invest their savings productively.  Keeping idle assets in hand is just 

an unproductive wastage as those lost their monetary value enlarging everyday with both physical 

assets and financial assets.   

The basic objective of a rationale investor is to minimize risk and maximize return from his 

investment.  If he cannot earn at par with the rise in prices, the real rate of return will be negative.  

The allocation of savings fund in the growth process is critical for the economic growth of a country.  

Growth occurs when savings channeled into productive investments, which enhance the capacity of 

the economy to produce more goods and services that have a reflexive impact on the standard of 

living of the society. 

Stock market is an important component of the financial sector in promoting growth.  It may be 

surprised to discover the number of stock markets blanketing the globe.  Even a country not known 

for having not known for having a sophisticated economy relies on stock market investments to help 

business raise capital and give investors and companies opportunities to expand and establish new 

enterprises. 
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In the Philippines, it is estimated that only 1% of Filipino investors invest in stock market and 3% 

knows about stock market investment. Compared to other nation like USA with 54% of its population 

are engaged in securities investment, Singapore 33%, Japan and Australia 25%, Malaysia 18%, Hong 

Kong 17%, and Korea with 10% (Zamoras 2017). 

This study investigates the factors affecting the Filipino investors’ investment decisions in Philippine 
stock market. 

  

1.2  Related Literature 

An investment is a monetary asset purchased with the idea that the asset will provide income in the 

future or will be sold at a higher price for a profit, but there are many constraints to consider, it is not 

just about gains, it also deals with a loss.  According to Risk and Return concept, the higher risk the 

higher return while the lower risk the lower the return. 

Depending on the factors like age, gender, occupation, education, income, an investor may be willing 

to take a financial risk in the investment or may prefer to keep things much safer. 

Investors investing in stock market commonly perform investment analysis by making use of 

fundamental, technical, and judgment analysis to determine the movement of stock prices. The 

investment decisions are often supported by decision tools. 

Kotak (2014) stated that the market trends are the movement in stock prices in a certain direction.  It 

provides critical insights into the future stock price movements.  Understanding market trends allows 

the investor to see beyond the obvious and sometimes prevents from making crucial mistakes.  The 

market is comprised of three trends:  primary, secondary, and minor trend. 

Llano, Alberto, et al, (2003), said that the most fundamental decision that an investor must make 

concern is the risk appetite, the amount of risk the investor can undertake.  An individual’s tolerance 
to risk is affected by not only the person’s ability to take risk but also his or her willingness to take 

risk (Jordan 2015). 

As seen in the Investopedia (2018), another objective to be identified is the investment horizon or the 

total length of time that an investor expects to hold a security or a portfolio.  It determines the 

investors’ income needs and desired risk exposure, which aid in security selection.  As investment 
horizons increase in length, equities represent a higher risk-adjusted return than fixed-income 

securities and cash.  Across shorter investment horizons, equities become the riskier asset class 

because they carry higher levels of volatility. 

Investors usually expect a return on his investment positively.  Expected return is commonly based on 

historical data is not guaranteed.  For the most part, the expected return is a tool used to determine 

whether or not an investment has a positive or negative average outcome.  Though it is quite 

dangerous to make investment decisions based on expected returns alone, investor should always 

review the risk characteristics of investment opportunities before making buying decisions to 

determine if investments align with their portfolio goals. 

According to Peak-Alpha Investment Services (2018), another consideration is the sum of money 

remaining to the investor after all expenses had met.  Investible Surplus determines whether investor’s 
goals can be realistically achieved. The attitude of the investor towards purchasing stocks gives a very 

big impact to make investment.     
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1.3  Conceptual Framework 

  

  

 

 

 

Figure1: Factors Affecting Filipino Investors’ Investment Decisions in Philippine Stock Market 

The conceptual framework will establish the objective of this study.  It shows the factors that 

determine decisions of investors entering stock market.  The challenges dictate how an investor can 

suppress these constraints to come up with an investment. 

 

2.  METHODOLOGY 

This study is a descriptive research.  A convenient sampling method of research was utilized in 

determining the factors affecting the Filipino investors’ investment decisions in Philippine stock 
market on the one hundred (100) respondents that has investments in the stock market. 

 

Survey questionnaires was used as the primary instrument in the study. To answer the problem and 

analyze the gathered data, the following statistical tools were utilized: Frequency and Percentage was 

used to describe the profile of the respondents. In determining the average response of the 

respondents on the various factors considered in the study, Weighted Mean was used. For the verbal 

interpretation of the computed weighted means the following scale and its corresponding verbal 

interpretations were used:  4.20 – 5.00 Strongly Agree (SA)/ Highly Concern (HC), 3.40 – 4.19 

Agree (A)/ Concern (C), 2.60 – 3.39 Moderately Agree (MA)/ Moderately Concern (MC), 1.80 – 

2.59 Disagree (D)/ Less Concern (LC), 1.00 – 1.79 Strongly Disagree (SD)/ Not Concern) (NC). 

 

3.  RESULTS AND DISCUSSION 

Table 1:  Assessment of Respondents on Past Market Trend 

Past Market Trend Weighted Mean Verbal 

Interpretation 

Sell some of riskier investment and put 

the money in safer investment when 

market goes down 

 

4.00 

 

Agree 

Prefer investment with few dramatic ups 

and downs 

3.85 Agree 

Study the trend of stock market 3.85 Agree 

Check on the status of the company’s 
invested 

3.76 Agree 

Overall Mean 3.87 Agree 

          

As shown in Table 1, with an overall mean of 3.87 the past market trends affect the decisions of 

respondents in stock market.  The historical data of trends is important for an investor to ascertain the 

movement of stock market and as basis of their capital investment. 
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Table 2:  Assessment of Respondents on Investible Surplus 

 

Investible Surplus Weighted Mean Verbal 

Interpretation 

Looking for investment with high 

growth and willing to accept the 

possibility of greater losses  

 

3.62 

 

Agree 

Willing to invest all savings to stock 

market 

2.62 Moderately 

Agree 

Feel anxious to investment that have 

an element of risk 

2.46 Disagree 

Put investment to stock market rather 

than to a bank 

3.08 Agree 

Overall Mean 2.94 Moderately 

Agree 

          

The overall of mean of 2.94 as gleaned in Table 2 indicates that the respondents will not gamble into 

investing if there is only a little chance of profit and most investors feel anxious of investing because 

of possible losses. 

 

Table 3: Assessment of Respondents on Investment Horizon 

Investible Horizon Weighted Mean Verbal 

Interpretation 

Prefer small certain gain in a short 

term rather than a large gain in long 

term  

 

3.23 

 

Moderately 

Agree 

Make sure that investment is liquid in 

long term 

3.46 Agree 

Prefer an investment which is safe, 

grows slowly and steady 

3.62 Agree 

Presently, stay investing in stock 

market 

3.15 Moderately 

Agree 

Overall Mean 3.37 Moderately 

Agree 

          

As revealed in Table 3, the overall mean of 3.37 indicates that most of the respondents are not willing 

to invest all their savings to stock market because they are afraid to lose the fruit of their hard work 

and may not also get their investment right at time they need it most. Investors are considered risk 

takers but some like to play it safe when huge amount of money is involved. They prefer a smooth sail 

flow of investment. Investopedia states that Investment Horizon decides the financial specialists' 

salary needs and wanted risk exposure, which help in security choice. As investment horizons rise, 

values speak to a higher risk adjusted return than fixed-income. 
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Table 4: Assessment of Respondents on Investment Needs 

Investible Needs Weighted Mean Verbal 

Interpretation 

Have complete knowledge on stock 

market 

4.08 Agree 

Current and future income sources are 

stable 

4.00 Agree 

Study the dividend payout ratio and 

dividend history before investing 

 

4.15 

Agree 

Know how to run investment in stock 

market 

4.00 Agree 

Overall Mean 4.06 Agree 

 

The overall mean of 4.06 as presented in Table 4 indicates that the respondents have knowledge to run 

their investments in stock market; they never risk things they do not know and have stable income. 

Filipino Investors likes to be sure of what opportunity or possibilities they can encounter. They use 

knowledge as strength when putting their money to be an investment. 

Table 5: Risk Assessment of Respondents on Risk Appetite 

Risk Appetite Weighted Mean Verbal 

Interpretation 

Enjoy exploring investment opportunities for 

money  

3.77 Agree 

Willing to invest more for the possibility of 

high returns and similar chance of losing 

money 

 

2.69 

 

Moderately Agree 

Want investment to be safe even lower returns 3.54 Agree 

Investment is a gamble 1.82 Disagree 

Overall Mean 2.95 Moderately Agree 

 

As shown in Table 5, the overall mean of 2.95 indicates that the respondents want their investments to 

be safe even they could only earn less and open to possibilities of losing. Llano said that the most key 

choice that a financial specialist must make concern is the Risk Appetite, the measure of risk the 

speculator can attempt. As an investor, people look into the risk they are about to take and the 

opportunities that they may explore. As what the business world say “the higher the risk, the higher 

the return”.  

 

Table 6: Risk Assessment of Respondents on Expected Return on Investment 

Expected Return on Investment Weighted Mean Verbal 

Interpretation 

Invest on with the best possible return 

even if there were risks involve 

3.62 Agree 

Invest on a company with a high 

dividend payout 

3.15 Moderately Agree 

Invest in market than put money in 

the bank 

3.54 Agree 

Investment makes money quickly 3.38 Moderately Agree 

Overall Mean 3.42 Agree 
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The overall mean of 3.42 indicates that the respondents are expecting high risks in investing in the 

stock market but it will provide them much higher return of investment as compared to other forms of 

investments or putting their money in the bank. As a Potential investor, they look on the possible 

return they can have. The more the return, the eager the investor tends to invest his/her money to it. In 

addition to that people make it a security to look after the market they invest to. Most likely they 

prefer companies that put their money on the bank. 

Table 7: Limitation of Respondents on Investment Decisions 

Limitation on Investment 

Decisions 

Weighted Mean Verbal Interpretation 

Money 4.92 Highly Concern 

Education 4.10 Concern 

Knowledge 4.62 Highly Concern 

Experience 4.49 Highly Concern 

Time 4.43 Highly Concern 

Peer Pressure 3.96 Concern 

 

Table 7 revealed that the amount of money is the most needed by the respondents to invest in stock 

market, followed by their knowledge, experience of investing and time.  Education and peer pressure 

also affect the decisions of respondents to invest. 

 

4. CONCLUSIONS AND RECOMMENDATIONS 

               

The Filipino investors participating in the stock market are those having knowledge, enough 

experiences, earning more than average and highly educated.  Filipinos tend to invest in a much safer 

and steady investment, but most also like to take the risk and prepare themselves to the possibility of 

losses.  

 

The factors such as past market trend, investible surplus, investment horizon, investment needs, risk 

appetite, and expected return of investments has a strong influence of the investment decisions of the 

investors investing in stock market.  Money, knowledge, experience, and time were also indicated as 

the highly concern problems of the investors. It is recommended that the Philippine Stock Market 

Authority should conduct financial literacy program, extending knowledge on stock market not only 

to employees in the public or private sectors, even to the Filipino to learn the importance of 

investments, encourage them to invest, and educate them the techniques and not to worry on the risks 

they may encounter in investments.  
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Abstract 
 
This study have been carried out to make sure that every cosmetic product manufacture are able to 
fullfill all the necessity effectiveness of the consumerise of innovation in their product. Green 
technology which has been applied as a strategic innovation carried out to lead the ability to 
strengthen the companies developing in order to motivate new ideas, design planing and proposed to 
increase the volume of marketing. The strategic approach adopted by the company is also identified to 
include aspects of strengths, weaknesses, opportunities and threats. By using SWOT analysis, the 
researchers identified the company's business activities, identify strengths and weaknesses of strategic 
use and see the opportunities and threats that can be implemented company. The findings help the 
company's management to determine the next strategy to enhance the company's ability to focus its 
resources and energy companies through a more effective innovation strategies for companies and 
products. 
 

Keywords: Innovation; cosmetics; green technology; swot analysis 
___________________________________________________________________________ 
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Abstrak 

 
Kajian ini mengukur kebolehan sebuah syarikat pengeluaran produk kosmetik terhadap keperluan dan 
keberkesan penggunaan inovasi dalam produk meraka. Penggunaan teknologi hijau sebagai satu 
strategik inovasi syarikat dalam meningkatkan keupayaan dan perkembangan syarikat. Penggunaan 
strategik inovasi yang dikaji terdiri daripada setiap proses inovasi iaitu Penjanaan Idea, Reka Bentuk, 
Pembangunan dan Pemasaran. Pendekatan strategik yang digunakan syarikat ini juga dikenal pasti 
iaitu merangkumi aspek kekuatan, kelemahan, peluang dan ancaman. Dengan menggunakan analisis 
SWOT, pengkaji mengenalpasti aktiviti perniagaan syarikat, mengenalpasti kekuatan dan kelemahan 

strategik yang digunakan serta melihat peluang dan ancaman yang boleh dilaksanakan syarikat. Hasil 
dapatan kajian membantu pihak pengurusan syarikat menentukan strategi seterusnya bagi 
meningkatkan keupayaan syarikat dengan memfokuskan sumber dan tenaga syarikat melalui strategi 
inovasi yang lebih berkesan terhadap syarikat dan produk. 
 
Kata kunci: Inovasi; kosmetik; teknologi hijau; analisis swot 
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1.  PENGENALAN 
 

Inovasi diakui secara meluas sebagai suatu pendekatan bagi syarikat untuk kekal berada sebaris 
dengan pesaing perniagaan (Tee et al. 2012; Xia et al. 2012) dan membolehkan syarikat berada pada 
kedudukan yang stabil di dalam pasaran (El Amine & Abderrezak 2013). Inovasi juga menambah baik 
produk dan proses, membantu pengurusan syarikat serta membolehkan syarikat berkembang dengan 
lebih cepat, lebih cekap dan akhirnya menjadikan perniagaan syarikat lebih menguntungkan (Atalay et 
al. 2013). Sesuatu produk yang memiliki keupayaan inovasi akan bertindak balas dengan lebih cepat 
kepada perubahan persekitaran berbanding dengan yang tidak mempunyai keupayaan inovasi. 
Syarikat ini menggunkan inovasi dalam penghasilan produk mereka melalui penggunaan teknologi 
yang mesra alam dan amalan inovasi yang berteraskan pembangunan produk dan proses yang dikenali 
sebagai pembangunan kosmetik hijau.  
 

Kosmetik hijau merujuk kepada produk yang dihasikan dengan ciri-ciri yang mementingkan 
kelestarian alam dan bersifat mesra alam yang bebas daripada pencemaran (Kamarudin et al, 2011). 
Produk berteknologi hijau yang dibangunkan perlu memenuhi kriteria seperti selamat digunakan, 
menjimatkan tenaga, meminimumkan penggunaan sumber asli serta meningkatkan penggunaan 
sumber tenaga kerja mahir. Menurut Noor Aini et al. (2008), syarikat tempatan kurang cekap 
berbanding syarikat asing. Syarikat tempatan juga kekurangan tenaga kerja mahir dari segi teknikal 
untuk melibatkan diri dalam penyelidikan dan pembangunan (R&D), tidak mempunyai sektor yang 
berasaskan teknologi yang kuat serta kekurangan sumber kewangan (Hamri et al. 2009). Syarikat 
tempatan diberi fokus kerana kajian ini dilakukan terhadap syarikat pengeluaran kosmetik tempatan.  
Senario ini diperkukuhkan lagi dengan Laporan Rancangan Malaysia ke-10 yang mendapati bahawa 
syarikat tempatan mempunyai tahap produktiviti buruh dan penggunaan teknologi yang rendah, 
kekurangan pekerja mahir dan ketidakpadanan kemahiran, keupayaan kewangan yang rendah dan 
masalah kekurangan modal, daya pengurusan dan daya pemasaran yang lemah, kekurangan 
infrastruktur serta kurang menjalinkan hubungan dengan syarikat multinasional (Unit Perancang 
Ekonomi 2012). 
 
Namun demikian, kepelbagaian kelemahan ini boleh diatasi sekiranya pihak pengurusan syarikat 
mempunyai keupayaan untuk mengenal pasti faktor-faktor yang mempengaruhi keupayaan serta 
penggunaan strategik dan inovasi oleh syarikat. Keupayaan untuk mengenal pasti kepentingan dan 
keberkesanan tersebut membolehkan pihak pengurusan membuat keputusan yang lebih tepat dan 
efektif dalam menguruskan sumber-sumber syarikat. Jesteru kajian ini bertujuan untuk mengukur 
kepentingan dan keberkesanan inovasi serta pendekatan  strategik melalui analisis swot dan 
seterusnya memudahkan pihak pengurusan untuk membuat keputusan sama ada faktor dan strategik 
inovasi tersebut harus dikekalkan, dikurangkan atau menyokongnya dengan memberikan tumpuan 

yang lebih utama.  
 
2.  SOROTAN KAJIAN 
 
2.1  Faktor Penggunaan  Inovasi 

 
Penggunaan inovasi oleh sesebuah sesuatu syarikat dipengaruhi oleh faktor-faktor sekelilingnya. 
Faktor menggunakan inovasi ini mewakili pemboleh ubah atau sumber-sumber yang mempengaruhi 
keputusan dalam sesebuah syarikat dan diperlukan oleh syarikat untuk melaksanakan aktiviti - aktiviti 
dengan lebih berkesan (MPC 2014). Sumber dalaman syarikat merupakan kunci kepada kelebihan 
daya saing dan prestasi syarikat yang lebih cemerlang (Kamasak 2015). Syarikat di dalam industri 
yang sama perlu melaksanakan sesuatu aktiviti yang sama dengan cara yang berlainan kerana berbeza 
daripada segi sumber dan keupayaan (Wernerfelt 1984). Pandangan ini turut disokong oleh Teori 
Pandangan Berasaskan Sumber (Resource-Based View) yang menyatakan bahawa syarikat yang ingin 
mempunyai potensi untuk lebih berdaya saing perlu memiliki sumber dalaman syarikat yang berharga, 
sukar didapati, boleh ditiru, dan tidak boleh diganti. Manakala Barney mentakrifkan sumber adalah  
sebagai kewangan, manusia, organisasi, sumber fizikal dan keupayaan (Barney et al.2001). Kajian 
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lain berkaitan inovasi mencadangkan bahawa faktor fizikal (Abu Bakar & Ahmad 2010), faktor 
kewangan dan pelaburan (Azim et al. 2011; Lee & Chew-ging 2007; OECD 2005; Tie-jun & Jin 
2006) serta faktor organisasi (Khin et al. 2010; Norlela & Figueiredo 2004) mempunyai pengaruh 
terhadap inovasi. Oleh itu, berdasarkan kajian terdahulu ini maka dapat disimpulkan bahawa faktor 
prosedur, faktor Pembiayaan, faktor Sumber Manusia dan faktor Fasiliti merupakan faktor-faktor 
umum yang mempengaruhi ekosistem inovasi dan diperlukan oleh syarikat untuk melaksanakan 
aktiviti inovasi mereka secara lebih cekap dan berkesan. 

 
2.1.1 Prosedur 
 

Prosedur merupakan sebarang satu bentuk prinsip atau peraturan yang perlu dipatuhi oleh syarikat 
bagi mencapai objektif dan misi syarikat (MPC 2014). Borrás dan Edquist (2013) mentakrifkan 
prosedur adalah melibatkan semua tindakan yang dilakukan oleh organisasi sepanjang proses 
pembentukan atau penggunaan inovasi yang mempengaruhi proses penghasilan sesuatu produk. 
Menurut OECD (2005), peraturan yang dibangunkan dengan baik boleh memberikan isyarat yang 
jelas dalam usaha syarikat menyokong dan membimbing aktiviti syarikat. Hubungan di antara 
wawasan, strategi dan inovasi adalah penting untuk syarikat melaksanakan pembangunan produk 
yang lebih berkesan. Wawasan dan hala tuju merupakan satu strategi membantu syarikat dalam 
menentukan penggunaan produk, proses dan sistem yang diguna pakai bagi menangani ketidakpastian 
yang sedia ada dalam persekitaran perniagaan. Tanpa strategi yang jelas untuk melaksanankan 
inovasi, minat dan perhatian organisasi terhadap inovasi akan menjadi tidak fokus dan tersasar 
(Lawson & Samson 2001). Dalam kajian ini, prosedur merujuk kepada mana-mana bentuk visi, misi, 
strategi, pelan tindakan atau garis panduan yang telah di tetapkan oleh Kementerian Kesihatan 
Malaysia kepada semua produk atau syarikat pengeluran kosmetik yang perlu dipatuhi dan ini 
termasuklah berkaitan pendaftaran produk. 
 
2.1.2 Pembiayaan 
 

Pembiayaan atau pelaburan merujuk kepada jumlah modal (wang dan sebagainya) yang 
diperuntukkan bagi menjalankan aktiviti-aktiviti berkaitan dalam sesuatu perniagaan (PRPM 2015). 
Inna dan Irina (2011) mendapati bahawa salah satu aspek yang paling penting untuk merangsang 
inovasi adalah berkaitan dengan sumber kewangan bagi pembangunan dan pelaksanaan aktiviti 
inovasi. Pelaburan dalam R&D merupakan satu cara untuk meningkatkan inovasi dan pelaburan ini 
amat penting dalam mengekalkan inovasi seterusnya membawa kepada pencapaian kecemerlangan 
syarikat. Pelaburan dalaman bagi R&D mempunyai kesan ke atas prestasi inovasi, prestasi jualan dan 
daya saing produk. Ini bermakna perbelanjaan yang dilakukan oleh syarikat dalam menghasilkan 
produk berinovasi menunjukkan komitmen syarikat dalam mengumpulkan pengetahuan yang 
membawa kepada kejayaan inovasi produk dan proses (Shan & Jolly 2010). Faktor Pembiayaan 
dalam kajian ini merujuk kepada jumlah belanjawan yang diperuntukkan oleh syarikat dalam 
mengguunakan khidmat pakar rujuk bidangan berkaitan produk serta hasil yang diinginkan oleh 
syarikat pengeluaran serum rawatan Lady’slab dengan berkonsepkan penggunaan bahan kandungan 
semula jadi dan selamat. Ini termasuklah perbelanjaan untuk aktiviti inovasi dan penyelidikan serta 
pembangunan pengkomersilan produk dan perkhidmatan. 
 
2.1.3 Sumber Manusia 

 
Sumber Manusia dalam bidang sains dan teknologi diukur pada bilangan juruteknik, saintis dan 
jurutera yang terdapat dalam syarikat berbanding dengan jumlah keseluruhan tenaga kerja syarikat 
(Romijn & Albaladejo 2002). Menurut OECD (2005), keupayaan teknologi syarikat terkandung 
dalam sumber tenaga kerja syarikat terutamanya pada pengetahuan dan kemahiran mereka. Pekerja 
mahir merupakan aset utama bagi sesebuah syarikat yang berinovatif dan tanpa mereka syarikat tidak 
berupaya untuk menguasai teknologi baharu, apatah lagi berinovasi. Polisi Sains dan Teknologi 
Kebangsaan ke-II menggariskan pembangunan kapasiti dan keupayaan sumber manusia sebagai salah 
satu daripada tujuh prakarsa dalam meningkatkan inovasi (Azim et al. 2011). Sumber manusia yang 
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berasaskan komitmen mempunyai kesan yang positif ke atas proses inovasi, syarikat dan pemasaran.  
Seterusnya, Wan et al. (2005) juga turut mendapati bahawa penunjuk sumber manusia seperti 
komitmen pengurusan atasan dalam pelaburan R&D dan galakan ahli syarikat dalam memikirkan 
penyelesaian kreatif serta idea-idea inovatif juga mempunyai kaitan yang positif dengan inovasi. 
Dalam kajian ini, faktor Sumber Manusia merujuk kepada penggunaan khidmat kepakaran ahli kimia 
serta pihak pengilang yang bertaraf Amalan Pengilangan Baik sebagai sumber penghasilan produk 
yang berkualiti dan selamat dengan penglibatan dalam setiap proses rantaian inovasi produk lady’slab.  
 
2.1.4 Fasiliti 

 
Archibugi dan Coco (2005) mentakrifkan fasiliti sebagai keupayaan teknologi yang digunakan oleh 
syarikat. Antaranya teknologi canggih masa kini iaitu internet yang memainkan peranan penting 
dalam persekitaran inovasi yang berkembang pesat. Manakala ICT pula bertindak sebagai ejen 
perubahan, meningkatkan keperluan e-perniagaan, menggalakkan globalisasi dan inovasi, 
menyumbang kepada pertumbuhan produktiviti, mengukuhkan daya saing, menentukan strategi 
perniagaan untuk masa akan datang dan membantu menjana keuntungan perniagaan (Irny Suzila et al. 
2013). Malahan, ICT juga merupakan satu alat yang penting untuk berkongsi maklumat bagi mencipta 
idea-idea baharu (Md. Nor Hayati & Mohd. Fazli 2010). Dalam kajian ini, faktor Fasiliti merujuk 
kepada fasiliti ICT, iaitu penggunaan internet dan teknologi mesin serta kepakaran pihak pengilang. 
Manakala penggunaan internet secara meluas, pihak pengurusan syarikat membuat kajian dengan 
membaca kajian-kajian terdahulu untuk mengetahui akan kebaikan bahan kandungan yang dipilih dan 
menghasilkan kosmetik perawatan kulit wajah, Lady’slab. 
 
2.2  Proses Penggunaan Inovasi 

 
Penggunaan inovasi ini adalah satu keupayaan syarikat untuk menyerap, menerima dan mengubah 
teknologi yang sedia ada ke dalam operasi khusus dan rutin pengurusan syarikat yang pada akhirnya 
akan meningkatkan keuntungan syarikat (Reichert et al. 2011). Menurut Lawson dan Samson (2001), 
penggunaan inovasi ditakrifkan sebagai kebolehan syarikat untuk mengubah idea dan pengetahuan ke 
dalam produk, proses dan sistem yang baharu secara berterusan untuk kepentingan syarikat dan pihak 
yang berkepentingan. Sebagai contoh, dengan meningkatkan keupayaan proses pengeluaran, syarikat 
boleh membangunkan satu rangkaian produk yang baharu manakala, amalan yang baharu boleh 
meningkatkan keupayaan syarikat untuk memperoleh dan mencipta ilmu pengetahuan baharu yang 
boleh digunakan untuk membangunkan kitaran inovasi seterusnya (OECD 2005). Kesan ke atas 
inovasi adalah lebih besar sekiranya inovasi ditakrifkan sebagai suatu proses berurutan berbanding 
sebagai suatu unit yang berasingan (Kimberly dalam Baregheh et al. 2009). Takrifan ini bertepatan 
dengan teori Daya Saing Porter yang merujuk kepada daya saing atau inovasi sebagai suatu proses 
rantaian nilai (Prajogo et al. 2008). Menurut Porter (1985) rantaian nilai syarikat adalah melibatkan ke 
semua aktiviti saling berkait yang dilaksanakan oleh syarikat secara dalaman untuk mencapai prestasi 
dan kelebihan daya saing syarikat. Rantaian nilai pula merangkumi aktiviti logistik, operasi, 
pemasaran serta jualan dan perkhidmatan serta turut disokong oleh aktiviti - aktiviti lain seperti 
perolehan, sumber manusia, pembangunan teknologi dan infrastruktur (Argyres & McGahan 2002). 
Konsep inovasi sebagai satu rantaian nilai juga disokong oleh kebanyakan teori inovasi seperti teori 
Pembangunan Produk Baharu (NPD) dan teori Rantaian Nilai Inovasi (IVC). Menurut teori NPD, 
pengenalan produk baharu melibatkan suatu rantaian aktiviti seperti penjanaan idea, penyaringan idea, 
ujian konsep, analisis perniagaan, pembangunan produk, ujian pemasaran, pengkomersilan serta 
pemantauan dan penilaian (Olson et al. 2001; Trott 2013). Teori IVC oleh Hansen dan Birkinshaw 
(2007) pula menggambarkan inovasi sebagai proses penjanaan idea, penukaran idea dan penyebaran 
idea. Selain dari itu, inovasi juga merupakan suatu proses berurutan penjanaan idea, penggunaan idea 
dan pelaksanaan idea (Wan et al. 2005); penciptaan idea, pemilihan idea, pembangunan dan 
pemasaran (Rampino 2011) atau suatu proses berurutan penukaran idea, penciptaan idea dan 
pembangunan idea (Azim et al. 2011). Berdasarkan kajian terdahulu, teori NPD dan teori IVC 
menyatakan proses inovasi ialah suatu rantaian tambah nilai proses inovasi, iaitu proses Penjanaan 
Idea, Reka Bentuk, Prototaip, Pembangunan dan Pemasaran. 
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2.3  Kosmetik Hijau 
 

Kosmetik hijau adalah trend baru dalam industri kecantikan masa kini. Kewujudan kosmetik hijau ini 
untuk memastikan keselamatan sosial dan ekosistem. Dalam industri kosmetik, kosmetik "hijau" 
dikenali sebagai produk kosmetik yang menggunakan bahan-bahan semula jadi yang dihasilkan 
daripada bahan mentah yang boleh diperbaharui. Menurut Organicmonitor (2010) dan Packaging 
Digest (2010), syarikat kosmetik menggunakan formulasi hijau sebagai tanda kecekapan dan 
peningkatan inovasi dalam penghasilan produk yang berkualiti dan bertahan serta meningkatkan 
penilaian kitaran hayat produk mereka. 
 
Konsep yang sangat penting dalam sebuah produk hijau adalah meminimumkan kesan negatif 
terhadap pengguna. Bagi memasarkan dan memperkenalkan produk ini, pihak syarikat harus 
mewujudkan keyakinan dan kepercayaan pengguna terhadap kosmetik hijau dengan kebaikan setiap 
bahan yang digunakan serta pendedahan akan kebaikan produk hijau setanding dengan harga yang 
ditawarkan (Grant, 2007). Antara ciri produk yang dipasarkan oleh syarikat ini ialah: 
 
 • Produk tidak mengandungi toxic (racun) 
 • Produk mendapat kelulusan Kementerian Kesihatan Malaysia 
 • Produk yang mempunyai tempoh hayat yang lama (2 tahun) 
 • Kandungan utama adalah dari bahan alam semula jadi 
 • Produk yang tidak membahayakan kesihatan pengguna 
 • Pembungkusan yang kemas dan sederhana serta boleh dikitar semula 
 
Penghasilan produk ini adalah selaras dengan hasrat Negara. Bagi merealisasikan hasrat Malaysia 
untuk menjadi sebuah negara maju yang inklusif dan mampan serta mempunyai masyarakat yang 
stabil, aman, bersatu padu dan berdaya tahan menjelang 2020, dalam industri kosmetik, pengurusan 
rantaian bekalan hijau merupakan cabaran yang perlu dihadapi untuk mencapai Wawasan 2020 
dengan mewujudkan masyarakat yang maju sains dan progresif, yang berinovatif dan berfikiran ke 
hadapan. Di samping menjadi pengusaha kosmetik berteknologi, mereka juga merupakan 
penyumbang kepada kemajuan sains dan teknologi di masa hadapan. Cabaran ini memberi penekanan 
kepada peranan sains, teknologi dan inovasi (STI), khususnya dalam menghadapi perubahan global 
yang kompetitif dan mencabar.  
 
Kosmetik hijau atau produk beristilah “hijau” atau “mampan” sering merujuk kepada produk, 
perkhidmatan atau amalan yang mampu meningkatkan pembangunan ekonomi sementara memelihara 
alam sekitar buat generasi akan datang. Produk hijau lebih sesuai dijelaskan sebagai salah satu produk 
yang kurang memberi kesan buruk kepada alam sekitar atau kurang memudaratkan kesihatan 
manusia. Akan tetapi, tiada produk yang seratus peratus hijau kerana semua pembangunan produk 
akan memberi kesan terhadap alam sekitar. Produk hijau adalah produk yang mesra alam (Nugrahadi, 
2002). Ia adalah produk yang direka dan diproses untuk meminimumkan kesan buruk terhadap alam 
sekitar. Contohnya, pembaharuan penggunaan sumber perlu diminimumkan dan hanya yang boleh 
diperbaharui sahaja digunakan, di samping menggelakkan bahan toksik (Albino, Balice & Dangelico, 
2009).  
 
Manakala menurut Rhenald Kasali (2005) pula produk hijau adalah sebagai produk yang tidak 
membahayakan manusia dan alam sekitar, tidak membazirkan sumber, tidak menghasilkan sisa yang 
berlebihan, dan tidak membahayakan flora dan fauna. Produk hijau adalah produk yang direka dan 
diproses untuk mengurangkan pencemaran alam sekitar baik dari segi pengeluaran, pengedaran 
mahupun penggunaan. Menurut Semprini (2006), sejak tahun 1990, pasaran mula melaksanakan 
peralihan pascamoden, dengan panduan yang tegas kepada nilai-nilai yang bukan bersifat kebendaan 
di mana pengguna mulai peka terhadap isu-isu alam sekitar. Hal ini menyebabkan berlakunya 
peningkatan mempromosikan produk sebagai produk hijau dengan promosi nilai berkonsepkan 
mampan, bahkan ada yang melabelkan produk sebagai produk hijau dengan bertujuan untuk menarik 
perhatian pengguna yang semakin mementingkan alam sekitar tersebut.  
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Berdasarkan senario Malaysia kini, syarikat ini telah mengambil pendekatan dan inisiatif dengan 
memilih bahan kandungan utama dalam dua produk penjagaan kulit yang dipasarkan seperti pegaga 
(Centella Asiatica Extract), daun teh (Camellia Sinensis), minyak zaitun (Cetearyl Olivate), lemak 
kelapa (Capric Triglyceride) dan pandan (Pandanus Ectract) dengan gabungan bahan bermutu tinggi 
adunan hyaluranic, vitamin c serta minyak tumbuhan semulajadi yang selamat serta mengikut 
piawaian keselamatan dan kesihatan sebagai kosmetik hijau. Semua bahan kandungan yang dipilih 
dalam serum lady’slab adalah untuk melindungi kulit dari radikal bebas serta merawat permasalahan 
kulit seperti jerawat, parut, jeragat, kekeringan dan kerosakan akibat penggunaan produk 
mengandungi bahan kimia tinggi. 
 
2.4  Teknologi Hijau 

Penggubalan dan pelaksanaan Dasar Sains dan Teknologi Negara Pertama (1986-1989), 
Pembangunan Industri Teknologi: Satu Pelan Tindakan Kebangsaan (1990-2001), dan Dasar Sains 
dan Teknologi Negara Kedua dan Pelan Tindakan (DS&T 2, 2002-2010) telah mencerminkan 
komitmen negara dalam memanfaat, mengguna dan memajukan Sains dan Teknologi (S&T). Pelbagai 
inisiatif dan program yang dilaksanakan di bawah dasar-dasar ini telah mempercepatkan kemajuan 
STI negara, termasuklah peningkatan keupayaan dan kapasiti penyelidikan, pembangunan dan 
pengkomersialan (R,D&C) negara, jalinan kerjasama antara organisasi penyelidikan awam yang 
dibiayai dengan industri, peningkatan pengkomersialan melalui Model Inovasi Negara dan 
pembangunan industri baharu yang berasaskan pengetahuan. Melalui pengurusan rantaian bekalan 
hijau, industri kosmetik dapat menerapkan dan melaksanakan perkhidmatan, penggunaan bahan dan 
pengeluaran produk yang memenuhi kriteria hijau dengan pemuliharaan alam sekitar dan sumber 
semula jadi, serta produk yang bersifat mesra alam dan mengurangkan kesan negatif terhadap 
pengguna kosmetik di Malaysia. Berdasarkan Pelan Tindakan Teknologi Hijau Selangor 2016-2018, 
selaras hasrat negera, pelaksanaan perolehan hijau telah mensasarkan sebanyak 10% pada tahun 2016 
dan meningkat dengan kadar sekurang - kurangnya 5% pada setiap tahun sehingga mencapai 50% 
pada tahun 2020.  

Ini menunjukkan bahawa, amalan pengurusan rantaian bekalan hijau mendapat permintaan tinggi dan 
masyarakat sedar akan kepentingan amalan hijau terhadap kehidupan dan alam. Oleh itu, semua aspek 
berkaitan seperti reka bentuk produk, penggunaan bahan kandungan, logistik dan kaedah pemasaran, 
rantaian bekalan yang cekap dan mapan perlu dipertimbangkan sebagai peningkatan berterusan 
terhadap kualiti dan keselamatan kosmetik Malaysia. Saya merancang program dan kempen  
kesedaran terhadap kosmetik hijau yang dihadiri oleh kerajaan dan pihak berkuasa sebagai elemen 
pendidikan kepada pengguna dan pengusaha kosmetik untuk memberi pendedahan serta penyebaran 
maklumat yang jelas bagi mengurangkan kualiti dan keselamatan produk kosmetik yang tidak selamat 
dan memudaratkan pengguna disamping menjelaskan konsep sebenar kosmetik hijau.  

Pengurusan rantaian bekalan hijau ini merangkumi penyediakan garis panduan tatacara kerja di sektor 
pembuatan, skop, kriteria, spesifikasi pemilihan produk dan perkhidmatan dengan melaksana program 
pembangunan usahawan kosmetik kepada pembekal dan pengusaha produk kosmetik bertujuan untuk 
meningkatkan pembangunan industri kosmetik berteknologi hijau serta meningkatkan pemahaman 
mengenai perolehan hijau, kaedah pelaksanaan meliputi penyelidikan serta impak pelaksanaannya. 

Kosmetik hijau tidak akan terhasil dengan sendirinya tanpa pengurusan rantaian bekalan yang tepat 
dan mampan. Pengurusan rantaian bekalan  melibatkan semua peringkat dari awal pembuatan 
sehingga sampai kepada pengguna. Hal ini kerana, persekitaran perniagaan yang dinamik pada hari ini 
dilihat semakin berubah akibat perubahan globalisasi, perubahan peraturan, peningkatan intensiti 
persaingan, permintaan pengguna yang semakin tinggi serta perkembangan teknologi yang semakin 
hebat (Winget al., 2006). Perubahan ini mengakibatkan pengusaha kosmetik yang tumbuh bak 
cendawan selepas hujan menyebabkan banyak organisasi mencari keupayaan kompetitif yang 
membolehkan mereka meningkatkan prestasi pasaran dan kewangan serta memenuhi pemintaan 
pelanggan. Oleh itu, pihak pengilangan dan pengeluar perlu mengamalkan Pengurusan Rantaian 
Bekalan Hijau untuk mengurangkan kos, meningkatkan pasaran dan jualan disamping membina 
hubungan baik dengan pelanggan (Ferguson, 2000). 
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Rajah 1: Rangka Kerja Dasar Sains, Teknologi dan Inovasi Negara (DSTIN) 
Sumber: Dasar Sains,Teknologi Dan Inovasi Negara (Dstin) 2013 – 2020 

 
Berdasarkan Rangka Kerja Dasar Sains, Teknologi dan Inovasi Negara (DSTIN), dilihat bidang 
penyelidikan dan pembangunan pengkormesialan merupakan teras yang boleh dicapai dengan 
melaksanakan kempen serta meningkatkan maklumat kepentingan elemen hijau dalam industri 
kosmetik di Malaysia. 
 
2.5   Trend Industri Kosmetik Di Malaysia 

 
Melihat kepada trend pengguna kosmetik di Malaysia pada masa kini, isu obsesi terhadap kecantikan 
menjadi semakin hangat apabila pada Disember 2011 sebuah akhbar arus perdana melaporkan wanita 
di negara ini sanggup berbelanja sekurang-kurangnya RM2000 setiap bulan semata-mata untuk 
kelihatan cantik dengan membeli produk kosmetik pelbagai jenama. Menurut unjuran Laporan 
Kewangan Jabatan Audit Amerika Syarikat 2011, jumlah keseluruhan perbelanjaan rakyat di negara 
ini yang membabitkan kosmetik dan kecantikan pada 2011 dianggarkan bernilai AS$1 Bilion 
(RM3.42). Angka ini menunjukkan bahawa kebanyakan wanita di negara ini begitu terpengaruh 
dengan kosmetik atau apa-apa sahaja yang mampu mengekalkan kecantikan yang dimiliki. Dalam 
banyak perkara yang dikaitkan dengan kecantikan, majoriti kaum wanita didapati menitikberatkan 
penampilan wajah dengan berusaha mencari pelbagai kosmetik bagi menyerlahkan lagi kecantikan 
yang dimiliki. Mereka juga begitu takut dengan penampilan bentuk tubuh badan mereka. Namun 
kebanyakkan mereka tidak memikirkan kesan sebaliknya, jika tersilap langkah mereka boleh terjebak 
dengan pelbagai lambakan kosmetik di pasaran yang ada antaranya mempunyai bahan racun 
berjadual. Mereka terlupa bahawa dalam menjaga kecantikan luaran, aspek kecantikan dalaman juga 
harus dititikberatkan.  

Kebanyakan wanita berumur 18 hingga 30 tahun yang ditemui sekurang-kurangnya pasti memakai 
produk kosmetik asas, seperti bedak kompak, gincu, pembayang mata atau pemerah pipi. 
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Perbelanjaan ini tidak termasuk perbelanjaan lain, seperti pakaian, produk penjagaan kulit, rambut 
serta penjagaan kesihatan. Ini menjelaskan bahawa mereka membuat pemilihan produk kosmetik 
adalah berdasarkan trend semasa termasuk warna dan jenama popular di pasaran. 

Industri kosmetik di Malaysia, produk kosmetik dikawal di bawah Akta Jualan Dadah 1952 dan 
Peraturan-Peraturan Kawalan Dadah dan Kosmetik 1984. Peraturan- Peraturan ini adalah berkaitan 
dengan kawalan keselamatan, kualiti dan tuntutan produk untuk memastikan semua tuntutan kosmetik 
boleh disokong dengan data yang mencukupi, bagi tujuan melindungi dan menggalakkan kesihatan 
awam. Apabila sesuatu produk didapati tidak mematuhi keperluan Garis panduan dan undang-undang, 
BPFK akan mengambil tindakan di mana status notifikasi produk akan dibatalkan dan pihak syarikat 
yang bertanggungjawab diarahkan untuk memanggilbalik produk tersebut dari pasaran (Portal Rasmi 
Kementerian Kesihatan Malaysia). 

Semenjak tahun 2002 sehingga hujung tahun 2007, produk-produk kosmetik dikawal melalui sistem 
pendaftaran di mana syarikat yang bertanggungjawab untuk memasarkan produk kosmetik di pasaran 
tempatan perlu membuat Pendaftaran produk dengan Biro Pengawalan Farmaseutikal Kebangsaan 
(BPFK), Kementerian Kesihatan Malaysia (KKM) sebelum produk kosmetik tersebut boleh 
dikilangkan, diimport atau dijual di negara ini. Mulai 1 Januari 2008, prosedur pendaftaran produk 
kosmetik di Malaysia telah digantikan dengan prosedur notifikasi selaras dengan Skim Harmonisasi 
Kosmetik ASEAN dengan menerima pakai dan melaksanakan ASEAN Cosmetic Directive (ACD). 
Melalui Skim Harmonisasi Kosmetik ASEAN ini, semua Negara ASEAN telah bersetuju untuk 
melaksanakan prosedur notifikasi kosmetik sebagai sistem kawalan bagi semua produk-produk 
kosmetik di rantau ASEAN. Untuk memastikan kualiti dan keselamatan produk, syarikat-syarikat 
yang bertanggungjawab memasarkan produk kosmetik harus memastikan bahawa produk kosmetik 
tersebut adalah selamat digunakan. Produk-produk kosmetik tidak boleh mengandungi bahan 
terlarang atau bahan yang melebihi had dan syarat yang benarkan. Semua produk kosmetik yang 
dipasarkan mesti dikilangkan oleh pengilang yang mematuhi keperluan Amalan Perkilangan Baik 
(APB) untuk produk kosmetik. 

Syarikat yang bertanggungjawab memasarkan produk kosmetik perlu memastikan pihak pengilang 
yang menghasilkan produk mereka adalah mematuhi keperluan garis panduan Amalan Pengilangan 
Baik. Seiring dengan hasrat Negara mencapai sebuah negara maju  2020, pendekatan integratif 
dengan mengamalkan pengurusan rantaian bekalan yang cekap dan mampan dalam amalan 
pengilangan baik dapat menghasilkan satu aliran bersepadu yang lebih baik merangkumi 
perkhidmatan pelanggan, pengedaran fizikal, pengurusan bahan, pengurusan maklumat, dan proses 
yang berkaitan seperti pemprosesan dan susunan pesanan, perancangan pengeluaran dan pengurusan 
pembekal, pembelian, perudangan, pengangkutan, dan rangkaian bekalan elektronik yang lebih 
sistematik. 
 

2.6 Pendekatan Strategik (Analisis SWOT) 
 
Teknik Analisis SWOT adalah satu kaedah atau proses yang biasa digunakan dalam perancangan dan 
persediaan dalam sesuatu perniagaan. SWOT adalah singkatan dari Strength, Weakness, 
Opportunities, dan Threats. Analisis SWOT merupakan suatu teknik perancangan strategik yang 
bermanfaat untuk melihat kekuatan (strength) dan kelemahan (weakness), peluang (opportunities), 
dan ancaman (threats) dalam suatu aktiviti syarikat. Teknik ini pertama kali diperkenalkan oleh Albert 
S Humphrey pada tahun 1960-an yang digunakan oleh Stanford Research Institute yang menggunakan 
data dari syarikatt Fortune. Objektif pembentukan swot ini adalah bertujuan untuk menilai analisis 
dalaman dan luaran yang dapat membantu pembentukan atau mempengaruhi kejayaan organisasi. 
Strength dan Weaknesses adalah merupakan analisis dalaman manakala Opportunities dan Threats 
adalah analisis luaran yang dapat membantu pihak pengurusan syarikat dalam mengenal pasti 
kekuatan dan kelemahan syarikat (Chu & Choi 2000) serta banyak digunakan dalam penyelidikan 
pemasaran (Karimi Sooreh et al. 2011).  
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Kebelakangan ini teknik SWOT telah menjadi alat pengurusan yang paling banyak digunakan secara 
meluas dalam pelbagai industri. Selain itu, SWOT juga digunakan untuk mengukur kualiti 
perkhidmatan ataupun ciri-ciri sesuatu produk yang ditawarkan. Dalam kajian ini, teknik analisis 
SWOT digunakan untuk melihat kekuatan, kelemahan, peluang dan ancaman terhadap pemasaran 
Lady’slab. 
 
3.  KAEDAH KAJIAN 

 
3.1  Analisis SWOT 

 
Secara amnya, teknik SWOT membantu sesebuah syarikat untuk menentukan faktor  kekuatan atau 
kelemahan, peluang atau ancaman. Dalam kajian ini, SWOT digunakan untuk melihat inovasi yang 
dilaksanakan itu perlu dikekalkan atau ditambah keberkesannya, dikurangkan sumber yang 
menyokong, dikurangkan tumpuan atau diberikan tumpuan utama oleh pihak pengurusan dalam 
meningkatkan keupayaan inovasi syarikat. Kaedah analisis SWOT merupakan alat yang tepat untuk 
mengenalpasti masalah dari 4 (empat) faktor keadaan yang berlaianan iaitu: 
 

1) Bagaimana kekuatan (strengths) mampu mengambil keuntungan dari sebuah peluang 
(opportunities) yang ada. 

2) Bagaimana cara mengatasi kelemahan (weaknesses) yang mencegah kerugian. 
3) Bagaimana kekuatan (strengths) mampu menghadapi ancaman (threats) yang ada. 
4) Bagaimana cara mengatasi kelemahan (weaknesses) yang mampu membuat ancaman (threats) 

menghalang atau menciptakan sebuah ancaman baru. 
 
Dengan saling berhubungannya 4 faktor tersebut, maka analisis SWOT ini memberikan kemudahan 
untuk pihak pengurusan syarikat membuat penambahbaikan. Dalam kajian ini dilihat, syarikat 
merasakan bahawa faktor inovasi terhadap kandungan bahan produk adalah yang paling terpenting 
untuk meningkatkan pemasaran dan prestasi syarikat. Ini bermaksud faktor inovasi dianggap faktor 
kekuatan yang dapat meningkatkan prestasi syarikat. Berdasarkan analisis swot yang dijalankan 
inovasi ini perlu dilihat dari 4 keadaan yang saling berhubung untuk mengekalkan dan meningkatkan 
prestasi syarikat serta  pasaran produk dengan mengkaitkan faktor dalaman dan juga luaran. 
 

3.2 Instrumen Kajian  
 
Pembangunan soal selidik dimulakan dengan melihat sorotan kajian terdahulu bagi mengenal pasti 
kajian- kajian dan laporan berkaitan inovasi dalam pembangunan produk. Aktiviti ini bertujuan untuk 
meninjau teori-teori yang berhubung kait dengan kerangka konseptual kajian dan bentuk-bentuk soal 
selidik yang pernah digunakan dalam kajian inovasi sebelum ini. Seterusnya, soalan-soalan soal 
selidik yang telah dikumpulkan daripada kajian terdahulu diperhalusi dalam pertemuan kumpulan 
fokus. Borang soal selidik kajian mengandungi pelbagai bentuk soalan, jawapan dan skala 
pengukuran bagi mencapai objektif kajian. Pengukuran Skala Likert digunakan bagi mendapatkan 
maklum balas responden terhadap kepentingan dan keberkesanan faktor penggunaan inovasi dalam 
setiap proses oleh syarikat. Skala Likert digunakan kerana dalam aspek menentukan keupayaan atau 
keberkesanan inovasi tidak ada jawapan berbentuk neutral dan ini membolehkan responden hanya 
menilai sama ada wujud ataupun tidak keupayaan inovasi dalam proses yang dinyatakan. Berdasarkan 
analisis kebolehpercayaan, nilai pekali alfa Cronbach bagi set-set soalan yang diuji adalah di antara 
0.751 hingga 0.935 menunjukkan instrumen soal selidik yang digunakan dalam kajian ini mempunyai 
kebolehpercayaan yang tinggi serta boleh diterima. 
 

3.3  Pengumpulan Data 
 

Sampel kajian ini adalah berdasarkan kepada pangkalan data yang dibekalkan oleh Jabatan 
Perangkaan Malaysia (DOSM). Responden terdiri daripada pemilik atau pengurus syarikat 
pengeluaran kosmetik. Soal selidik diedarkan kepada pemilik atau pengurus syarikat melalui email, 
temu bual bersemuka dan kaedah letak dan kumpul (drop and collect). Melalui kaedah email, 
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penerangan berkaitan soal selidik serta soalan soal selidik dihantar melalui alamat email responden. 
Walau bagaimanapun, memandangkan sesetengah syarikat tidak menyertakan email, borang soal 
selidik diserahkan kepada responden melalui kaedah temu bual bersemuka atau kaedah letak dan 
kumpul. Melalui kaedah temu bual dan kaedah letak dan kumpul, penyelilidik akan menghubungi 
pemilik atau pengurus syarikat berkaitan untuk membuat janji temu dan seterusnya soal selidik akan 
dihantar terus kepada responden. Daripada 200 set soal selidik yang diedarkan, 152 set soal selidik 
telah diterima semula daripada responden menjadikan kadar maklum balas responden adalah 
sebanyak 76.0 peratus. Soal selidik yang diterima seterusnya diperiksa bagi memastikan bahawa 
soalan-soalan utama telah dijawab oleh responden. Setelah pemeriksaan awal dijalankan, soal selidik 
yang tidak lengkap dan tidak memenuhi skop disingkirkan daripada data kajian. Hasilnya, sebanyak 
128 
set soal selidik sahaja data akhir dalam kajian ini. 
 
4.  HASIL DAN PERBINCANGAN 

 
4.1 Profil Syarikat 

 
Dalam kajian kes ini, analisis SWOT terhadap syarikat Nurmuaz Management and Services sebagai 
sebuah syarikat pengeluaran produk serum Lady’slab dipilih untuk mengenal pasti dan melihat 
potensi strategik dalam pembangunan dan pemasaran produk kosmetik hijau melalui penggunaan 
inovasi dalam produk mereka. Syarikat ini merupakan sebuah syarikat baru dalam industri kosmetik. 
Syarikat ini mula ditubuhkan pada awal tahun 2019 bermula dengan aktiviti jualan kosmetik sebagai 
agen kepada beberapa produk kosmetik tempatan. Melalui beberapa pengalaman yang dimiliki, 
pengusaha mula menggiatkan diri dengan aktiviti separuh masa sebagai jururunding pendaftaran 
produk kosmetik. Dengan pengalaman dan minat yang dimiliki, pengusaha syarikat ini telah 
memasarkan dua produk perawatan kulit dengan bantuan pakar kimia dalam proses penghasilan 
produk tersebut. Justeru itu, melalui kajian analisis SWOT ini akan dapat membantu pihak syarikat 
untuk membuat penambaikan terhadap strategik syarikat untuk peningkatan prestasi pasaran produk 
dan syarikat mereka. Walaupun beberapa konsep dan strategi inovasi telah dilaksanakan, namun 
masih terdapat beberapa kelemahan yang dikenal pasti melalui analisis ini. 
 
4.2  Isu-Isu Pemasaran Produk Lady’slab  
 
4.2.1  Persaingan Syarikat Kosmetik 

 
Kepelbagaian produk kosmetik yang terdapat di pasaran dan perkembangan industri kecantikan di 
dunia mendorong peningkatan perbelanjaan rakyat Malaysia terhadap barangan tersebut. Apabila 
berbicara mengenai kosmetik dan produk penjagaan diri, yang terbayang di fikiran adalah produk 
yang membantu memperbaiki penampilan. Banyak orang beranggapan bahawa industri kosmetik 
hanya melibatkan gincu, pembayang mata dan maskara, tetapi sebenarnya turut meliputi produk 
penjagaan diri dan kebersihan. Industri kosmetik bukan industri yang hanya menghasilkan produk 
berasaskan gender, peringkat umur, tempat atau strata sosial. Menurut Laporan Kewangan Ekonomi 
Global 2011, nilai jualan produk kosmetik dan penjagaan diri global diunjurkan sebanyak Euro126 
bilion (kira-kira RM605 bilion) dengan 55 peratus daripadanya datang dari Eropah. Eropah juga 
merupakan pengeluar terbesar produk kosmetik dan penjagaan diri, diikuti Amerika Syarikat dan 
Jepun. Jika dilihat masa sekarang, kebanyakkan pengguna kosmetik di Malaysia suka mengikut cara 
dan penggunaan kosmetik seperti masyarakat Jepun.  
 
Di Jepun, kosmetik telah menjadi salah satu industri terbesar dan terkenal. Dengan negara 
berteknologi tinggi, pelbagai produk yang inovatif dengan menggunakan bahan-bahan alam yang 
tinggi. Berdasarkan satu kajian yang dilakukan oleh Divisyen Antarabangsa Persatuan Industri 
Kosmetik Jepun (JCIA), produk kosmetik sebagai fungsi pencerahan kulit dan antipenuaan inovatif 
dibangunkan dengan menggunakan bahan aktif baru yang berasaskan alam semula jadi yang terdidri 
dari makanan harian dan juga tumbuhan. Mereka mengamalkan tradisi lama sebagai menghormati 
alam semula jadi, dedikasi dalam menguasai sesuatu bidang serta inovasi dalam teknologi. Seperti di 
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Malaysia sejak kebelakangan ini, terdapat permintaan yang tinggi terhadap produk kosmetik dan 
penjagaan diri yang inovatif kerana pengguna kini memiliki kesedaran yang tinggi mengenai 
kecantikan. Pengguna juga semakin bijak apabila permintaan terhadap produk berasaskan organik 
atau yang mempunyai nilai tambah, seperti produk halal atau produk mesra alam (hijau) didapati 
mengalami peningkatan mendadak. Maka, sebagai syarikat pengeluaran kosmetik perlu bijak 
mengambil peluang dan langkah seperti menjalankan penyelidikan dalam penghasilan produk 
kosmetik hijau dan tidak ketinggalan menawarkan produk yang berkualiti setanding kosmetik Jepun 
untuk membantu mengekalkan dan memelihara kecantikan pengguna disamping meningkatkan 
ekonomi negara.  
 
Sebagai pengeluar kosmetik, pengetahuan berkaitan amalan pengilangan baik kosmetik perlu 
ditingkatkan dan difahami dengan jelas untuk memastikan pengeluaran yang dilakukan memenuhi 
kehendak pengguna serta memberi pulangan. Ini merupakan salah satu pendekatan stategik dan 
inovasi syarikat. Industri kosmetik adalah industri membangun yang memerlukan elemen inovatif. 
Inovasi adalah kunci kejayaan, kerana kitaran hayat produk singkat, maka syarikat harus mengambil 
peluang untuk kekal berdaya saing dan memastikan bekalan menepati masa.  
 
4.2.2  Menghijaukan Rangkaian Bekalan  
 
Di dalam sektor perniagaan dan industri, konsep pembangunan lestari semakin ditekankan. Ini 
merupakan reaksi kepada kesan pemanasan global dan pencemaran alam sekitar serta peningkatan 
tanggungjawab sosial korporat yang semakin dituntut oleh masyarakat. Bagi syarikat kosmetik  
multinasional yang mempunyai pelanggan dan pembekal dari serata negeri, pengurusan rantaian 
bekalan yang berkesan menjadi teras kepada kejayaan perniagaan mereka. Penguasaannya telah 
muncul sebagai senjata strategik bagi syarikat-syarikat mendapatkan kelebihan dayasaing di dalam 
persaingan sengit dunia perniagaan dan dagangan global. Rantaian bekalan yang cekap dan mampan 
memerlukan aktiviti logistik yang berkesan. Rantaian bekalan merupakan jaringan yang 
menghubungkan pengeluar dan pengguna. Logistik pula merupakan bahagian rantaian bekalan yang 
mengandungi pelbagai aset, sistem, proses, sumber serta maklumat yang membolehkan pelbagai 
aktiviti yang berkaitan dengan pengeluaran bahan mentah, barangan pembuatan dan perkhidmatan 
sehingga diterima oleh para pengguna.  
 
Maka, untuk mendapatkan pelanggan dan mengendalikan dagangan di dalam persekitaran yang penuh 
berdaya saing ini, syarikat pengeluar lady’slab perlu menggunakan rantaian logistik dengan cekap dan 
berstrategi dalam pemasaran. Dalam rantaian bekalan kosmetik, mengesan permintaan dan memberi 
respon yang tepat pada pelanggan adalah penting. Sebagai syarikat yang berdaya saing, tingkah laku 
pengguna merupakan trend masa kini. Apabila sesuatu syarikat kosmetik telah menghasilkan 
permintaan, mereka perlu segera untuk memastikan produk tersebut tersedia untuk dibeli. Pengurusan 
strategi pemasaran dan penghantaran fleksibiliti bergantung kepada jenis perniagaan (Buyukozkan & 
Cifci 2012), dan hendaklah sejajar dengan matlamat organisasi (Testa & Iraldo 2010) serta 
permintaan pelanggan. Antara kaedah yang dicadangkan diguna pakai ialah mengamalkan konsep 
pembangunan lestari, menggunakan teknologi hijau dalam pembuatan dan pengangkutan, 
mengamalkan konsep kitar semula, menggunakan bahan mentah dan komponen yang dikeluarkan 
secara yang mesra alam. 
 
4.2.3  Strategi Pengurusan Logistik Dalam Inovasi Kosmetik 

 
Konsep logistik dalam proses rantaian bekalan kosmetik untuk mementingkan pemeliharaan alam 
sekitar bukanlah sesuatu yang baru. Banyak syarikat yang sudah melaksanakan pengurusan logistik. 
Dalam satu kajian oleh kumpulan perunding AT Kearney Consultants dalam tahun 1985, didapati 
syarikat-syarikat yang memberikan perhatian terhadap ukuran pencapaian komprehensif telah 
mencatatkan peningkatan dalam tahap produktiviti mereka. Dalam konteks perniagaan kini, ukuran 
pencapaian komprehensif merangkumi juga ukuran pelepasan karbon dan sisa sepanjang rangkaian 
bekalan. Oleh itu, usaha menghijaukan proses rangkaian bekalan boleh dilihat melalui trend dalam 
sektor logistik. Sektor ini merupakan tunjang kepada pergerakan barangan, maklumat serta sumber 
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manusia dan kewangan sepanjang rangkaian bekalan. Ia penting bagi membolehkan rangkaian 
bekalan diuruskan dengan teratur.  
 
Tanpa sektor logistik yang merangkumi antara lainnya pengangkutan, penyimpanan, koordinasi dan 
pengagihan barangan, para pengeluar tidak dapat menyalurkan barangan mereka kepada pengguna. 
Didalam syarikat ini dilihat dua jenis aktiviti yang perlu dilibatkan sebagai fungsi primer sebagai 
aktiviti utama dan fungsi sokongan. Contoh aktiviti primer ialah logistik masuk iaitu pengaliran 
masuk bekalan atau bahan mentah, operasi, pengaliran keluar barang siap, dan sokongan selepas 
jualan. Manakala aktiviti fungsi sokongan elemen-elemen seperti Teknologi Maklumat, Pemerolehan, 
Sokongan Pentadbiran, Kewangan dan Perakaunan. Fungsi tersebut dijelaskan melalui gambar rajah 
di bawah. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Rajah 2: Rantaian nilai dan Pemasaran 
 

4.2.4 Permintaan Pengguna Terhadap Kosmetik Hijau 
 
Tingkah laku pembelian melibatkan proses penilaian harga dan kedudukan produk atau kualiti 
barangan selain tahap kepuasan selepas pembelian merupakan  faktor yang  mempengaruhi  
pembelian  akan datang (Harold dan John, 1978). Pembangunan produk kosmetik berteknologi hijau 
merujuk kepada proses bagi memperkenalkan dan memasarkan sesuatu produk kepada masyarakat 
melibatkan  proses memindahkan teknologi atau inovasi dari tahap makmal atau ujian kepada pasaran 
untuk digunakan dan dikomersilkan serta maanfaatnya diterima pengguna. Walau bagaimanapun, 
kriteria pembangunan kosmetik hijau masih perlukan pendedahan maklumat dan pengetahuan yang 
lebih luas bermula dari awal sehingga kepada pengguna. Oleh sebab itu, dalam kajian ini pengurus 
syarikat perlu menggunakan stategik penggunaan inovasi dalam pembangunan kosmetik melalui 
proses pembangunan produk.  
 
  

FUNGSI PRIMER 

 
Operasi Logistik 

Luar 

Pemasaran 

dan Jualan 

selepas  

jualan 

FUNGSI SOKONGAN 

Sokongan Pentadbiran 

Kewangan & Perakauanan 

Teknologi Maklumat 

Pengurusan Modal Manusia 

Pemerolehan 

 

Logistik 

Dalaman 
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Rajah 3: Pernyataan berkaitan isu alam sekitar 
Sumber: Artikel Tingkahlaku Pembelian Dalam Kalangan Pengguna Baru Di Malaysia Dan Perbandingannya Dengan 

Negara Maju 

 

4.2.5 Keperluan Pengurusan Rantaian Bekalan Hijau` 

 
Peningkatan kesedaran dan kepentingan kelestarian alam sekitar memberi tekanan kepada firma-firma 
agar memberi perhatian yang sewajarnya terhadap kesan aktiviti-aktiviti industri yang dijalankan 
kepada alam sekitar. Tekanan ini lebih dirasai oleh industri pencemaran tertinggi. Namun tetap dilihat 
penting dalam industri kosmetik masa kini. Di Malaysia, industri pembuatan merupakan penyumbang 
terbesar kepada indeks pencemaran negara. Oleh itu, sebarang usaha untuk mengurangkan kesan 
terhadap alam sekitar oleh industri ini akan menyumbang kepada penambahbaikan terhadap 
perlindungan alam sekitar dan pembangunan lestari. Justeru, Amalan Pengurusan Rantaian Bekalan 
Hijau (GSCM) kini semakin popular sebagai satu pendekatan pengurusan dalam menguruskan hal 
yang berkaitan isu-isu alam sekitar. Walau bagaimanapun, amalan pengurusan rantaian bekalan hijau 
masih kurang diterima pakai oleh firma pembuatan di Malaysia kerana ramai tidak menyedari tentang 
kepentingannya dalam membantu kelestarian perniagaan. Oleh yang demikian, kajian ini dijalankan 
dengan tujuan untuk mengkaji sejauh mana penggunaan inovasi dalam Lady’slab sebagai kosmetik 
hijau dan hasil pelaksanaannya dari sudut prestasi pasaran syarikat pengeluar produk Lady’slab. 
Dengan menggunakan teknologi yang ada dan inovasi sudut pembuatan kosmetik, kajian ini 
bermatlamat untuk:  
 

1. Menyebarkan maklumat terkini mengenai teknologi pembuatan kosmetik yang ada di 
Malaysia selain menggalakkan peluang perniagaan dan aktiviti meluaskan rangkaian 
pemasaran. 

2. Pengetahuan tentang kandungan bahan yang digunakan berkonsepkan hijau. 
3. Membangunkan jenama dan mengukuhkan pemasaran kosmetik hijau. 

 
4.2.6 Langkah Pemasaran Lady’slab  
 
Strategi pemasaran merupakan satu cabaran yang hebat terhadap pengusaha kosmetik masa kini. 
Cabaran ini melibatkan aspek fungsi dan kelebihan produk yang dihasilkan. Sebagai pengeluar 
kosmetik, cabaran ini merupakan peluang kepada mereka untuk menghasilkan produk yang lebih 



  Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

291 
 

berkualiti dan memenuhi permintaan pengguna. Terdapat beberapa konsep pemasaran mengikut 
(Kotler, 2003): 
 
 • Produk yang menawarkan harga yang lebih rendah dan mudah didapati. 
 • Produk yang menawarkan kualiti kebekesanan dan berinovasi. 
 • Produk yang menggunakan stategi pemasaran. 
 • Produk yang mengikut permintaan pengguna. 
 
Berdasarkan pendapat Grant 2007, konsep pemasaran hijau merupakan konsep baru dalam dunia 
pemasaran. Ini merupakan satu stategik yang boleh digunakan oleh pengusaha kosmetik masa kini. 
Pemasaran ini adalah dengan cara memberikan penekanan terhadap kebaikan dan kesan yang 
dihasilkan oleh sesuatu produk yang dihasilkan. Dengan memberikan jaminan kualiti dan keselamatan 
kepada pengguna semasa, ketika dan selepas produk digunakan. Selain itu, pengusaha perlu 
mendedahkan atau menjelaskan segala kebaikan setiap bahan yang digunakan. Ini adalah cara untuk 
meningkatkan lagi keyakinan pengguna untuk membeli dan membuat pilihan yang tepat. 
 
4.3 Analisis SWOT (Lady’slab) 
 

Strength (Kekuatan) 

• Memberi respon dengan cepat terhadap 
setiap permintaan pelanggan.. 
 

• Memiliki pembiayaan overhead yang 
rendah, sehingga dapat memberikan 
tawaran harga yang paling baik bagi 
pelanggan. 
 

• Sentiasa memberi perhatian kepada 
setiap permintaan pelanggan. 
 

• Fleksibel dalam menangani setiap 
maklumbalas dari pelanggan. 
 

• Menawarkan Produk yang berkualiti dan 
selamat. 
 

• Sokongan R&D dari dalaman dan pakar 
kimia. 
 

• Pengusaha produk yang berpengalaman 
 

• Produk yang mendapat kelulusan KKM 
 

Weakness (Kelemahan) 

• Kekurangan wakil jualan dari serata 
negeri 
 

• Keterbatasan dalam permodalan 
 

• Cash flow tidak lancar. 
 

• Pengusaha kurang dikenali ramai 
 

• Tidak Mempunyai Pelanggan Tetap 
 
 

Opportunities (Peluang) 

• Mempunyai peluang dalam pasaran 
kosmetik hijau yang semakin dikenali. 
 

• Selaras dengan hasrat kerajaan yang 
menyokong inovasi dalam industri 
kosmetik. 
 

• Belum ada persaingan yang kuat dari segi 
kandungan bahan produk. 
 

Threats (Ancaman) 

• Perkembangan teknologi yang cepat di 
bidang ini berada di luar kemampuan 
syarikat terutamanya dalam bidang 
pengiklanan. 
 

• Perubahan strategi pesaing 
 

• Kekurangan dana modal tambahan untuk 
mengiklankan produk. 
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• Mempunyai sokongan rakan sekerja yang 
berpengalaman. 
 

• Mempunyai jalinan kerjasama  

• Kuasa Dan Kekuatan Pesaing Yang Ada 
 

• Pesaing baru 

 
 
5. CADANGAN 
 
Di Malaysia, setiap produk kosmetik yang dipasarkan perlu mematuhi piawaian Amalan Pengilangan 
Baik (GMP). Dalam misi menyampaikan ‘kecantikan asia' dengan penggunaan kosmetik hijau, 
amalan pengilangan yang baik perlu mengaplikasikan pengurusan rantaian bekalan yang cekap 
memandangkan permintaan pengguna terhadap produk dan perkhidmatan yang menggunakan bahan 
semula jadi serta mesra alam semakin meningkat. Bagi melaksanakan amalan ini, organisasi 
pembuatan perlu bekerjasama dengan pelanggan dan pembekal untuk mencapai matlamat kelestarian 
alam sekitar. Green et al. (2012) turut menyatakan bahawa pelaksanaan Amalan Pengurusan Rantaian 
Bekalan Hijau dapat meningkatkan prestasi ekonomi, alam sekitar serta memberi kesan positif kepada 
prestasi syarikat. Secara tidak langsung turut memberi impak ke atas prestasi ekonomi melalui 
prestasi syarikat hasil kecekapan operasi dan kecekapan hubungan yang lebih baik dengan 
melaksanakan strategik inovasi produk yang tepat. 
 
Berdasarkan senario Malaysia kini, syarikat ini telah mengambil pendekatan dan inisiatif dengan 
memilih bahan kandungan utama dalam dua produk penjagaan kulit yang dipasarkan seperti pegaga 
(Centella Asiatica Extract), daun teh (Camellia Sinensis), minyak zaitun (Cetearyl Olivate), lemak 
kelapa (Capric Triglyceride) dan pandan (Pandanus Ectract) dengan gabungan bahan bermutu tinggi 
adunan hyaluranic, vitamin c serta minyak tumbuhan  semulajadi yang selamat serta mengikut 
piawaian keselamatan dan kesihatan sebagai kosmetik hijau. Semua bahan kandungan yang dipilih 
dalam serum lady’slab adalah untuk melindungi kulit dari radikal bebas serta merawat permasalahan 
kulit seperti jerawat,parut, jeragat, kekeringan dan kerosakan akibat penggunaan produk mengandungi 
bahan kimia tinggi. Dalam kajian ini, pengkaji telah menyenaraikan semua kekuatan, kelemahan, 
ancaman dan juga peluang yang dikenalpasti untuk memudahkan syarikat mengenal pasti strategik 
yang sesuai digunakan dan beberapa cadangan stategi dicadangkan. 

         
5.1  Strategi Pemasaran Lady’slab 
 
5.1.1  Penembusan Pasaran 

 
Menurut Mohd. Hizam Hanafiah dan Zafir Mohd Makhbul (2003), strategi penembusan pasaran 
digunakan dengan tujuan untuk meningkatkan pasaran organisasi dalam sesebuah kawasan. Syarikat 
masih menawarkan produk yang sama dalam pasaran yang telah dimasukinya tetapi meningkatkan 
usaha pemasaran agar keluaran dapat dijual dengan lebih banyak dan seterusnya menjana keuntungan 
yang lebih. Dalam strategi ini, pengurus syarikat perlu mengambil langkah penambahan jurujual, 
memperhebatkan aktiviti pengiklanan, melaksanakan promosi jualan besar-besaran dan meluaskan 
publisiti dalam pasaran semasa. Ini dapat dilihat dengan pelbagai aktiviti pengiklanan di media sosial 
untuk keluaran yang telah sedia ada di pasaran. Sebagai contoh syarikat boleh mengadakan kerjasama 
dengan syarikat pengeluar kosmetik tempatan yang lain yang sudah mula dikenali.  
 
5.1.2  Pembangunan Pasaran 

 
Menurut Mohd. Hizam Hanafiah dan Zafir Mohd Makhbul (2003), Strategi pembangunan pasaran 
pula dijalankan dengan memperluaskan skop pasaran keluaran sedia ada. Ini bermakna syarikat masih 
menawarkan keluaran yang sama tetapi memasuki sebuah pasaran baru yang belum dimasukinya 
sebelum ini. Bagi Lady’slab yang telah pernah membuat satu pembaharuan dengan mengadakan sesi 
terbuka bersama pelajar-pelajar IPT untuk memperkenalkan produk mereka. Ini dibuktikan melalui 
perluasan pasaran iaitu tidak hanya tertumpu pada skop yang kecil ahaja tetapi juga perlu di peringkat 
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yang lebih tinggi seperti kelab atau persatuan-persatuan usahawan kecantikan yang ada di Malaysia. 
Usaha ini merupakan antara cara termudah melaksanakan strategi pembangunan pasaran. 
 
5.1.3  Pembangunan Produk 

 
Strategi ini melibatkan penghasilan keluaran baru ke pasaran semasa melalui usaha pembangunan 
keluaran baru. Ini bermakna syarikat perlu berusaha menambahkan jumlah keluaran yang sedia ada 
bersama satu produk baru yang menyokong kekuatan pengguna untuk memilih Lady’slab. Strategi ini 
boleh juga dilaksanakan dengan menambahkan ciri baru kepada produk semasa. Green Clay Mask 
contohnya merupakan produk yang telah diubah suai penggunaan bahan semula jadi yang menjadi 
asas kepada syarikat sebagai sebuah syarikat pengeluaran kosmetik hijau. Strategi ini sesuai 
dilaksanakan jika keluaran semasa sedang menempuhi tahap kematangan dalam kitaran hayat 
keluaran. Jadi pengeluaran keluaran baru boleh menarik pelanggan sedia ada yang setia untuk 
mencuba keluaran baru. 
 
5.1.4  Pempelbagaian 

 
Menurut Mohd. Hizam Hanafiah dan Zafir Mohd Makhbul (2003), strategi ini dilaksanakan dengan 
menambah keluaran atau perkhidmatan baru tetapi berkaitan dengan pelanggan sedia ada organisasi. 
Selain itu, Lady’slab tidak perlu mencari pelanggan baru tetapi berusaha agar pelanggan semasa 
menambah jumlah pembelian mereka daripada organisasi. Contohnya, Lady’slab perlu meningkatkan 
lagi penambaikkan di dalam keluarannya. Hal ini demikian kerana akan menarik lagi minat pelanggan 
bagi menambahkan jumlah pelanggan. Sebagai contoh, pengguna boleh membuat pembelian baru 
dengan penambahkan produk baru yang saling bergantungan. Selain itu, menyediakan hadiah untuk 
setiap pembelian. Secara tidak langsung, pelanggan akan tertarik melihat keluaran Lady’slab yang 
terkini dan berminat untuk mencuba. Strategi ini berkesan apabila pasaran semasa Lady’slab sedang 
mengalami penurunan jualan dan keuntungan. 
 

6.  KESIMPULAN 

Teknik analisis SWOT adalah salah satu teknik analisis organisasi untuk mengetahui bagaimana 
keadaan organisasi yang berkaitan pada masa sekarang serta bagaimana pula dengan keadaaan yang 
akan dihadapi pada masa hadapan dengan mempertimbangkan faktor-faktor kekuatan, kelemahan, 
peluang dan ancaman. Analisis SWOT adalah suatu kaedah penyusunan strategi yang dilakukan oleh 
seseorang dalam sesebuah organisasi.  

Melalui analisis yang dilakukan terhadap syarikat pengeluar Lady’slab beberapa cadangan telah 
dibangunkan untuk membantu syarikat meluaskan lagi pasaran mereka. Walaupun lady’slab telah 
dibangunkan dengan hasil kajian yang cukup serta penggunaan elemen inovasi dalam kandungan 
produk, namun kelemahan pada bahagian pemasaran dilihat perlu diberi lebih penekanan. Pihak 
pengurusan Lady’slab juga perlu mengambil peluang dengan keadaan pasaran kosmetik sekarang agar 
berada setanding dengan produk kosmetik tempatan yang lain. Namun begitu, dilihat dari sudut faktor 
inovasi, faktor sumber manusia atau rakan sekerja perlu diberi perhatian disamping faktor 
pembiayaan, Lady’slab perlu mengambil peluang dengan segala bentuk bantuan perniagaan yang 
disediakan oleh kerajaan dan juga institusi kewangan dalam memperluaskan lagi pasaran produk. 

Cadangan yang dinyatakan adalah untuk membantu meningkatkan keupayaan inovasi syarikat. Dalam 
kajian ini hanya memfokuskan kepada faktor inovasi yang berkaitan dengan sumber inovasi sahaja 
iaitu prosedur, pembiayaan, sumber manusia dan fasiliti sahaja. Walau bagaimanapun, masih terdapat 
faktor-faktor inovasi lain yang boleh diteroka seperti faktor budaya, faktor individu, faktor organisasi 
dan sebagainya. Adalah dicadangkan agar kajian lanjut dilakukan demi peningkatan prestasi industri 
dan pihak syarikat kosmetik di Malaysia. Sebagai kesimpulan, amalan penggunaan inovasi dalam 
penghasilan kosmetik harus dilaksanakan oleh syarikat-syarikat perniagaan di Malaysia. Adalah amat 
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penting dalam meningkatkan ekonomi negara dan secara tidak lansung dapat mengekalkan alam 
semula jadi yang terjamin. 
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Abstract  
 

The food manufacture industry is the most significant contributor to environmental pollution. Due to 

the lack of research on the conservation of the halal food industry, this study aims to identify green 

practice challenges and to propose green practices in the halal food manufacturing industry. The case 

study was conducted at a halal food processing company located in Terengganu, Malaysia. An interview 

with the operation manager of the company was conducted to gain insight of the green initiatives that 

have been implemented in the company. The results provide an overview of the practice of 

unsustainable food production, although some aspects have met the needs of sustainable development, 

but some are still imbalanced on the aspects of economy, environment and social development. Since 

this is a preliminary study, more research need to be done regarding sustainable development of the 

food industry especially in halal food industry. 
 

Keywords: Halal, green practice, sustainability and halal food. 

 

 

1. INTRODUCTION  

 

The halal food processing industry refers to the sector involved in the processing of food and beverage 

products that comply with Islamic law in terms of manufacturing, materials, marketing and packaging 

processes (Kibler et al., 2018). Among the examples of food processing industry in the market for halal 

food production is based on grains, dairy, meat, marine produce, plants and cordial. In Malaysia, any 

products including food will only be certified with halal status after getting approval from the 

Department of Islamic Development Malaysia (JAKIM) (Ahmad et al., 2018). The government of 

Malaysia has implemented many efforts in promoting the local halal food industry (Ab Rashid and 

Bojei, 2019). The halal industry is becoming a major economic contributor for Malaysia. Its export 

value for all halal products in 2011 was USD10.7 billion which was slightly over 5% of the total export 

for that year. Out of this, USD3.6 billion is from halal food (News Straits Times, 2018). The market for 

halal food products has been a universally accepted products not only targeted towards Muslim 

consumers (Kibler at al., 2018). The acceptance of halal food products among non-Muslims is also 

boosting the growth of this halal food industry in Malaysia. 

 

However, green practices are seen not much applied in the food industry. The various pollution 

problems are mostly from the food industry sector (Ab Rashid and Bojei, 2019). Is it because of lack of 

awareness regarding the importance of environment protection among these industry players or is it 

because of their attitude indifferent to the conservation and preservation of the environment? Therefore, 

this study aims to investigate the green practices in Halal food company by using a case study. 

 

 

2. LITERATURE REVIEW 

 

Sustainability in the Food Industry defines sustainability with a comprehensive review of the industry’s 
current approach to balance environmental, economic and social considerations throughout the supply 

chain. According to research by (Salindal, 2019), the food sector represents an important and 

indispensable group of consumer items, since human survival is largely dependent on it. The food 
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industry like others also requires natural inputs such as land, energy and water  (Salindal, 2019). At the 

same time, the industry faced with increasing worldwide demands, presenting a challenge for 

sustainability in this sector. Research conducted by the FAO shows that millions of tons of food are 

wasted each year, which includes both consumption and production losses (Salihoglu, 2018). These 

production losses amount to waste resources, including water, energy, land, labour and capital that do 

not generate value, while at the same time producing greenhouse gas emissions that contribute to 

environmental problems such as climate change (Kibler et al., 2018). 

 

All economic activities in the food industry depends on the flow of materials, energy and production 

operations that generate environmental, social and economic impacts (Sgarbossa and Russo, 2017). 

Chaudhary et al. (2018) points out that food production is one of the main contributors to harmful 

impacts on the environment due to high rates of greenhouse gas emissions. Therefore, the actions 

implementation prevention to reduce these impacts is highly relevant in the sector. Green practices in 

food manufacturing must be taken from a holistic and integrated perspective (Chaudhary et al., 2018). 

Therefore, the worldwide food manufacturing system must be more environmentally friendly and less 

wasteful (Thyberg and Tonjes, 2016).  

 

Food sustainability is challenged with high food production, lack of raw material resources and 

technology used, while maintaining food resources for future generations (Govindan, 2018). The latest 

challenge for this industry is primarily the handling of biomass waste in pursuit of ancillary materials 

innovation, as well as handling overall biodiversity issues on the use of raw materials (González-García 

et al., 2019). Among the global industry players, there are some key issues raised by the manufacturer 

on resources, related to processing, water, recycling, cleaning, and biomass management in general 

(González-García et al., 2019). Creation of specialized food ingredients requires tools and solutions to 

improve source efficiencies along the food value chain (Verghese et al., 2018). 

 

Sustainability is a growing concern in the food industry. The challenge is that the food industry is still 

lagging and getting less attention on sustainability development compared to other industries. For 

example, food supplies are responsible for about 20 to 30 percent of total greenhouse emissions. As a 

result, it becomes challenge for the food industry to become more sustainable. Food packaging helps 

deliver safe food and has significant contribution to the total of environmental impact (Darnall et al., 

2008). However, it is found that more than 95 percent of the environmental packaging impact are from 

the production of the packaging (Dilkes-Hoffman, 2018). The remaining 5 percent is in packaging 

disposal (Darnall et al., 2008). Therefore, packaging efforts should focus on reducing the use of 

materials and using recycling content. 

 

There are many studies on halal food industry but studies on sustainable development or green practices 

in halal industry is given less attention. Inefficient management practices, the barriers to entry of halal 

food products into the external market due to weakness in quality aspects and many other aspects are 

based on identified issues from previous studies. In addition, lack of knowledge regarding halal 

development and the attitude of some halal food manufacturers which do not care about the importance 

of sustainable development in the halal food industry is one of the major problems (Ibrahim, 2019). The 

lack of knowledge and disclosure of green practices in food manufacturing has led to unsustainable 

development of the industry (Khalek, 2018). 

 

There are many halal industries that do not manage the systematic disposal of water, smoke, and 

noise/sound (Ibrahim, 2019). For instance, liquid waste is improper managed or treated before releasing 

to drain and this water waste from the drain will flow to the river, causing the ecology along the river 

to be affected and may invite water pollution and cause the surrounding habitat to be affected too. In 

addition, there is also a solid waste disposal from the damaged food factory which is not properly 

disposed in the river (Khalek, 2018). Therefore, the preservation of the environment is not achieved. In 

terms of packaging materials, is a halal food manufacturer using recycled and environmentally friendly 

materials or otherwise. Finally, research issues such as halal food companies do not practice green 

practices. Green practices such as applying 3R (reuse, recycle and reduce) to manage refurbished 

manufacturing wastes are less practiced in the halal food industry.  This study aims to investigate the 
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green practices in halal food company by conducting a case study and to make recommendation 

regarding green practices for halal food industry. 

 

3. CASE STUDY IN A HALAL FOOD COMPANY 

 

This study used primary data and secondary data. For primary data, this study obtained the information 

from interview and observation from a halal food processing company located in Terengganu, Malaysia. 

This study has interviewed the operation manager of the company with some questions that responded 

to the aim of the study. For secondary data, articles from journal, case study and internet resources were 

used for supporting literature. 

 

The respondent of this study is the sardine manufacturer in Malaysia wholly owned by PMINT 

(Perbadanan Memajukan Iktisad Negeri Terengganu) and the workers are all Muslim, this plays a 

pivotal role as an assurance regarding the ‘Halalness’ of the products produced (Iranmanesh et al., 

2019). The company manufactures varieties of canned sardines’ products which distributed throughout 
the country. Operating at Kawasan Perindustrian Chendering, Kuala Terengganu. The factory is fully 

equipped to manufacture a high quality of halal canned food products. 

 

Sustainable development in the halal food manufacturing industry is very important. This is because it 

can balance three aspects namely economic, social and environment. In these three aspects, the priority 

aspect is the environmental aspect of maintaining the environment (Helfaya et al., 2018). In the process 

of manufacturing halal food, manufactures are not only concerned with halal aspects including quality, 

hygiene and safety, even manufacturer must play their role in terms of social, economic and 

environmental (Khalek, 2018). This is because, the following three aspects are closely related to the 

halal value produced. 

 

Therefore, the respondent uses technology that can optimize pollution. In this company, they treat 

wastewater by using "waste water treatment" that treats and filters waste by placing trash before water 

is released into the drain. With this method solid waste is not thrown directly into the drain. In addition, 

the discharge of oil mixed with water can also be filtered before water is discharged to the main drain. 

In terms of smoke emissions, they use a smoke filter placed in the chimney. Therefore, smoke emissions 

can be optimally minimized. Every once a month, the company will clean the production area in order 

to maintain cleanliness and hygienist. 

  

Based on an interview with the operation manager of the company, she said the company could increase 

profits when using electricity-saving lamps and practiced recycling concepts. For starters, electric-

saving lamps were only used in the administrative area and soon will be used in the manufacturing plant 

area. For recycling, companies use recycled paper for informal transactions to reduce costs. 

Furthermore, they also sell "reject products" such as fish and meat to buyers to make food pallets. This 

is not only can increase their profitability, but as means to dispose waste in efficient manner. 

 

For halal food production processes, all department need to be adhered to in order to produce high 

quality and safe products. Therefore, such approaches by the responsible department in maintaining the 

quality, safety, hygiene and halal legality levels should be followed and applied by all these functional 

department. 

 

This company is a halal certification holder from JAKIM, MeSTI, HACCP and ISO 9001: 2008 since 

1998. The new certification of 2015 is a 5S and BE certification from MPC. The company conducts 

quality test and control at every level of production to ensure the quality of its products. Research 

laboratory was carried out to ensure the products meet the specifications. The most important fact is 

that this company’s manufacturing activities are according to Islamic procedure for halal certified.  

 

Waste management is an aspect that needs to be addressed in the food manufacturing industry. 

Ineffective waste management invites various problems such as smell, poor view, health and flash 

floods. According to respondent company, the methods used to remove wastes such as broken canned 
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products are disposed at the sanitary landfills that have been dedicated. In terms of ingredients used in 

the manufacturing process. All the ingredients used are from natural ingredients and they do no use 

chemicals in the products’ ingredients. This is to maintain the quality, hygiene and safety of the food 
produced. 

 

4. DISCUSSION AND CONCLUSION 

 

Among the green practices identified in the responding company are; they have been implementing 

recycling, pollution prevention and waste management. In terms of the environment conservation, the 

company has achieved its environmental objectives by preserving the environment from pollution. They 

use technologies such as 'wastewater treatment' and 'smoke chimney filters' to minimize pollution. To 

achieve a sustainable halal food manufacturing process, they need to improve and find a new and better 

way to choose, preserve, process, packaging and distribute their products, and discover new sources of 

food thus existing resources can be renewed for future generations. 

 

As a recommendation for green practices to halal food manufacturer. This company need to promote 

economic activities that can contribute to the environmental awareness. For instance, the company can 

take initiative to foster awareness of the importance of environmental care whether internal or external. 

Internally, the company can have a proper guideline and operating procedures for the staffs to adhere 

and understand the green initiatives implemented. Externally, the company can have social integration 

through community activities that promote and foster social relationships such as community sports, 

institution engagement, neighbourhood monitoring and other activities that can create awareness on 

green practices among the public.  

 

Based on this study, it is conclusively concluded that practicing green practices enabled the halal food 

industry to be sustainable. Promotion and awareness need to be established among the food industry in 

producing healthy foods and being environmentally friendly. Sustainability in the food industry is a key 

strategic issue for all parties involved in the food supply chain, from agriculture, product manufacturing, 

packaging, and distribution to consumers. The food industry has an environmental obligation to 

preserve biodiversity diversity, reduce water, and reduce waste gas and emissions, as well as maintain 

life in terms of the health and wealth of the local community (Sonnino, 2019). Additionally, recognition 

from responsible organizations is essential for food manufacturing companies in accordance with 

standardized guidelines and standards. 
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Abstract 

 
Crisis is one of the most unexpected incidents or events. The ongoing crisis in an organization will 
indirectly impact their image and identity. Recently, there are many cases of crisis such as financial 
crisis and scandals reported happening in Malaysia organization including the Felda Global Ventures 
Holdings Bhd (FGV). The crisis started in 2017 became serious when its president and Chief 
Executive Officer was told to take an immediate leave of absence in 2018 following investigations 
involving financial matters. Therefore, this case study focused into the crisis management by FGV 
Corporate Communication Unit, specifically their strategic planning process before, during and after 
the crisis. In-depth interviews were held with the Head of Corporate Communications Unit, FGV. The 
results showed that there were three major responses during the crisis namely operational response, 
management response and communication response. The strategic planning before a crisis involves 
overlooking the impact of the crisis towards the organization. During the crisis, an action plan will be 
made and the focus on repercussions it brings to the public will be made after the crisis. 
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Abstrak  
 
Krisis merupakan salah satu insiden atau peristiwa yang berlaku secara tiba-tiba. Krisis yang berlaku 
dalam organisasi akan memberikan kesan terhadap imej dan identity secara tidak langsung. Sejak 
kebelakangan ini pelbagi jenis krisis yang berlaku terhadap organisasi di Malaysia seperti kemalangan 
dan skandal kewangan. Tidak terkecuali adalah organisasi FGV. Krisis yang berlaku dalam FGV 
menjadi lebih serius pada tahun 2017 sehingga kini. Ia berlaku rentetan daripada presiden kumpulan 
FGV diarahkan bercuti ekoran daripada siasatan terhadap urus niaga. Pada tahun 2018, Presiden dan 
Ketua Pegawai Eksekutif Kumpulan FGV Holdings Berhad digantung serta merta. Kajian kes ini 
dijalankan adalah bertujuan untuk melihat pengurusan krisis oleh Unit Komunikasi Korporat FGV 
terutamanya dalam proses perancangan strategic yang dilakukan sebelum, semasa dan selepas krisis 
berlaku. Temubual mendalam telah diadakan terhadap Ketua Unit Komunikasi Korporat, FGV bagi 
menjawab objektif. Hasil tembual mendapati bahawa terdapat tiga tindak balas utama apabila 
berlakunya krisis iaitu tindakbalas operasi, tindak balas pengurusan dan tindakbalas komunikasi. Bagi 
tindakan menghadapi krisis, tindakan yang dilakukan sebelum adalah dengan mengkaji impak 
terhadap organisasi. Apabila berlakunya krisis organisasi akan merancang dan membentuk pelan 
tindakan. Fokus kesan krisis terhadap khalayak akan dilakukan selepas berlakunya krisis. 
 
Kata kunci: Krisis, Pengurusan Reputasi, FGV, Pelan Tindakan 

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 301 

1. PENDAHULUAN  

 
Sejak kebelakangan ini pelbagai krisis berlaku dalam kepelbagaian organisasi samada sektor awam 
mahupun sektor swasta. Krisis atau dalam kata lain kejadian yang tidak dijangka  berlaku dalam 
organisasi membawa kepada kesan buruk dan lebih sukar dikendalikan apabila ia mempengaruhi 
individu atau masyarakat. Salah sebuah organisasi yang sedang menghadapi krisis berterusan adalah 
Felda Golden Ventures (FGV).  Krisis yang melibatkan FGV bermula selepas Presiden Kumpulan dan 
Ketua Pegawai Eksekutifnya Datuk Zakaria Arshad diarah bercuti pada bulan Jun 2017 ekoran 
daripada penyiasatan terhadap urus niaga tertentu oleh anak syarikat FGV, Delima Oil Products Sdn 
Bhd. Krisis menjadi lebih serius apabila Wartawan Sharizan Salian melalui akhbar Berita Harian pada 
28 Ogos 2018 melaporkan bahawa penemuan yang membimbangkan terhadap siasatan  pembelian 
Asia Plantations Limited (APL), pelaburan dalam FGV Cambridge Nanosystems Ltd (FGV CNS) 
serta pembelian kondominium Troika. Laporan berita mengenai krisis yang berlaku memberi kesan 
yang negatif terhadap imej FGV. Hal ini disebabkan pemegang saham utama melibatkan 112,635 
keluarga peneroka dibawah Lembaga Kemajuan Tanah Perseketuan (FELDA).  
 
Berikut merupakan kronologi terhadap krisis yang berlaku dalam FGV: 
Tahun 2017 

• Presiden Kumpulan dan Ketua Pegawai Eksekutifnya Datuk Zakaria Arshad diarah bercuti 
Jun 2017. 

• Audit dalaman akan dijalankan. 
• Satu artikel oleh penulis blog Raja Petra Kamarudin, yang mendakwa Isa mahu Zakaria 

disingkirkan dalam usaha untuk menutup dakwaan amalan rasuah dalam FGV. 
• Safitex dilaporkan mempunyai hutang terkumpul sebanyak AS$8.3 juta (RM35.38 juta pada 

kadar semasa) dan tidak membuat sebarang pembayaran balik sejak akhir 2015.  
Tahun 2018 

• Penemuan yang membimbangkan terhadap siasatan yang telah dijalankan ke atas FGV. 
• Presiden dan Ketua Pegawai Eksekutif Kumpulan FGV Holdings Berhad, Datuk Zakaria 

Arshad digantung serta-merta.  
 
Fokus kajian kes ini adalah terhadap penggunaan aspek komunikasi untuk melindungi reputasi FGV 
semasa krisis. Coombs (1999) telah memperkenalkan SCCT sebagai kerangka teoritikal dalam 
mengintegrasikan pelbagai idea hasil daripada tindakbalas krisis. Oleh itu, kajian kes ini adalah untuk 
melihat bagaimana FGV menguruskan situasi komunikasi krisis yang berlaku dalam organisasi dan 
mengembalikan imej syarikat perladangan tersebut kembali pulih terutama sekali dalam 
meningkatkan semula keyakinan pelabur. 
 
 
2. LATAR BELAKANG INDUSTRI 

 
Felda Global Ventures Holdings Bhd ialah sebuah syarikat pertanian dan komoditi pertanian global 
Malaysia yang terletak di Kuala Lumpur. Diperbadankan di Malaysia sebagai syarikat berhad swasta 
2007, FGV pada mulanya dikendalikan sebagai cabang perdagangan Lembaga Kemajuan Tanah 
Persekutuan (FELDA). Pada 28 Jun 2012, syarikat itu disenaraikan di pasaran utama Bursa Malaysia 
Securities Berhad sebagai Felda Global Ventures Holdings Berhad. Pada 31 Disember 2016 
permodalan pasaran FGV adalah sebanyak RM5.65 bilion. FGV adalah pengeluar Minyak Sawit 
Mentah (CPO) terbesar dunia dan penapis minyak sawit Malaysia kedua terbesar selain daripada  
getah, kacang soya dan produk kanola, oleokimia dan produk gula. Dengan lebih daripada 19,000 
orang dalam kumpulan dari anak-anak syarikat FGV serta syarikat usaha sama dan syarikat bersekutu, 
FGV mensasarkan untuk menjadi salah satu daripada 10 konglomerat perniagaan terulung di dunia 
menjelang 2020. 
 
Pemilihan organisasi FGV adalah berdasarkan krisis yang berlaku dan memberi kesan kepada pelabur 
dalaman yang terdiri daripada peneroka FELDA seluruh Malaysia. Krisis lebih menjadi tidak terkawal 
apabila ia dikaitkan dengan politik sebelum Pilihanraya Umum ke 14 (PRU14). Rentetan daripada 
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krisis yang berlaku, ia dapat menjejaskan imej FGV dalam kalangan pelabur mahupun bukan pelabur. 
Selepas PRU14 FELDA Global Ventures Holding Bhd (FGV) menyokong hasrat kerajaan yang mahu 
membebaskan syarikat berkaitan kerajaan (GLC) daripada campur tangan politik.Oleh itu, krisis dapat 
dikurangkan dan syarikat dapat diuruskan oleh pengurusan yang profesional tanpa sebarang masalah. 
Akan tetapi sejauhmanakah pengurusan komunikasi krisis oleh unit Perhubungan Awam FGV dapat 
membantu dalam mengurangkan krisis selepas pemerintahan kerajaan baru?   

 
 
3. LATAR BELAKANG KES 

 
Pada masa kini, krisis tidak dapat dielakkan lagi ekoran daripada perkembangan teknologi yang kian 
berkembang. Organisasi besar mahupun kecil tidak terkecuali dalam menghadapi krisis yang berlaku 
secara tiba-tiba dan dimana sahaja sehingga menjejaskan imej dan reputasi organisasi. Menurut 
Coombs (1999), krisis adalah satu ancaman yang berpotensi merosakkan sesebuah organisasi. Hal ini 
kerana, krisis memberikan peluang kepada masyarakat untuk berfikir secara negatif terhadap 
organisasi (Coombs, 2007). Tiada syarikat yang kukuh dari aspek kewangan, kukuh atau bereputasi 
tinggi kebal terhadap krisis (Regester dan Larkin, 2005). Ancaman kepada reputasi organisasi melalui 
krisis yang berlaku boleh memusnahkan imej atau jenama yang dibangunkan dan dilaburkan dalam 
tempoh lebih daripada satu dekad dalam sekelip mata. Walaupun kebanyakan krisis mempunyai 
isyarat awal yang mungkin boleh dikesan dan diambil tindakan, akan tetapi sesebuah organisasi tidak 
terlepas daripada bertindak balas terhadap krisis bagi menjaga nama baik organisasi.  
 
Krisis perlu dijangka, difahami dan merancang tindakan untuk mengembalikan kembali imej yang 
positif (Regester dan Larkin, 2005). Penyelidikan dalam pengurusan krisis yang semakin berkembang 
telah menonjolkan bagaimana komunikasi dapat digunakan untuk melindungi reputasi organisasi 
semasa krisis. Coombs (1999) mencadangkan semua organisasi perlu mengetahui tentang cara 
menguruskan krisis. Selain itu, Coombs (1999) telah membangunkan satu teori yang boleh digunakan 
dalam memberi tindak balas terhadap krisis yang berlaku. Situational Crisis Communication Theory 
(SCCT) adalah kaedah berasaskan teori, yang diuji secara empirikal untuk memilih strategi tindak 
balas terhadap krisis.  SCCT terdiri daripada tiga elemen teras: (1) keadaan krisis, (2) strategi tindak 
balas terhadap krisis, dan (3) sistem untuk memadankan di antara keadaan krisis dan strategi tindak 
balas krisis yang sesuai. SCCT mengesyorkan pemilihan strategi tindak balas krisis yang bersesuaian 
dengan ciri-ciri keadaan krisis yang berlaku dalam sesebuah organisasi. 
 
Objektif  

 
Objektif umum kajian kes ini adalah untuk melihat bagaimana faedah dan sumbangan SCCT dalam 
strategi tindak balas komunikasi krisis yang berlaku dalam organisasi. 
 
Berikut merupakan objektif secara spesifik. 
 

1. Menjelaskan proses perancangan strategik dalam pengurusan krisis. 
2. Membincangkan tindakan sebelum, semasa dan selepas krisis berlaku dalam sesebuah 

organisasi. 
 

4. METODOLOGI 

Kajian kes ini akan menggunakan dua kaedah iaitu analisis isi kandungan dan temubual mendalam. 

I. Data Primer 

Kaedah temu bual mendalam akan digunakan untuk menyokong kesahihan krisis yang berlaku. Bagi 
kaedah temubual mendalam, penyelidik akan menemubual Pengurus Komunikasi Luar FGV. Soalan 
yang digunakan akan dibentuk berdasarkan pendekatan induktif dan deduktif memfokuskan kepada 
SCCT dan soalan berbentuk semi-struktur.  
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II. Data Sekunder 

Analisis isi kandungan akan dilakukan terhadap dua akhbar dalam talian mengikut kepada kadar 
pelawat tertinggi. Berdasarkan SimilarWeb (2017), laman web mengikut kategori akhbar atas talian 
tertinggi adalah Malaysiakini.com  dan Utusan.com.my   Tujuan analisis isi kandungan terhadap 
laporan akhbar ini dilakukan adalah untuk mengenalpasti punca utama krisis FGV. 

 

5. PROSES PERANCANGAN STRATEGIK KRISIS 

 
Terdapat tiga peringkat perancangan strategic krisis di FGV melibatkan tindak balas pengurusan, 
operasi dan komunikasi. Pada peringkat yang pertama satu pelan tindakan kecemasan dibentuk dalam 
menghadapi krisis. Pelan tindakan kecemasan ini dibentuk setelah berlakunya beberapa siri krisis 
dalam organisasi FGV. Pelan tindakan ini akan dibentuk dan digunakan bagi setiap krisis. Jika 
berlaku kekurangan, pelan akan ditambah baik dan disuaikan dengan krisis yang berlaku. Apabila 
berlakunya krisis, sebagai contoh melibatkan kecemasan atau kes politik dalam organisasi melibatkan 
skandal kewangan, unit komunikasi korporat akan mengumpul  maklumat sebanyak mungkin sebagai 
persediaan. Kes kecemasan seperti berlakunya kebakaran kilang di ladang sawit Johor Bahru, pekerja 
akan dilundigi serta merta. Perlindungan bukan sahaja dari segi keselamatan malah  melindungi 
pekerja dari segi penyelesaian komunikasi antara khalayak dalaman dan luaran. Kes yang berlaku juga 
akan diinformasikan kepada khalayak dalaman seperti pemegang saham dan pekerja FGV itu sendiri. 
Perancangan tindakan krisis yang berlaku dalam organisasi FGV juga melibatkan penyelesaian jangka 
pendek dan jangka Panjang.  

“Walaupon long term , tapi kena gerak sekarang. Cuma boleh capai dalam long term. Macam 
immediate ni , benda yang cepat. Contohnya, kebakaran. Benda yang cepat apa? Communicate 

dengan stakeholder. Itu benda paling cepat kena buat. Harini juga kena panggil semua meeting dan 

communicate apa yang berlaku. Yang pertengahan adalah kau nak bersihkan kilang , cabut semua 

benda. Yang long term , adalah buat kilang baru.” 

Tindakan yang kedua adalah tindak balas pengurusan. Pengesahan krisis akan dilakukan terhadap 
pihak pengurusan dengan menyalurkan maklumat mengenai krisis yang berlaku dalam organisasi. 
Seterusnya, Unit Komunikasi Korporat FGV akan menggerakan kumpulan Krisis yang 
dibentuk.Kumpulan yang dibentuk ini akan membahagikan kepada tiga fasa penyelesaian iaitu segera, 
pertengahan dan jangka Panjang.  

“Confirm la. Bila kita dah set up committee , kita akan plan. Bila dah plan plak , kita akan ada 

immediate , medium dan long term. Setiap perancangan mesti ada immediate , medium dan long term. 

First, yang immediate kena jalan dulu. That’s why setiap perancangan cakap seberapa cepat ni , 

depend pada isu. Kita tak panggil jam. Kita panggil immediate. Kalau boleh buat sekarang , buat 

sekarang. Kalau boleh buat esok , buat esok. Dia immediate step. Immediate step , dan waktu 

pertengahan dan long term.”  

Pelan yang terkahir adalah tindakan komunikasi. Unit Komunikasi Korporat akan memaklumkan 
krisis yang berlaku kepada khalayak dalaman iaitu pekerja termasuklah kepada keluarga pekerja. Dan 
pihak media mengenai apa yang berlaku.   

 

6.  TINDAKAN SEBELUM, SEMASA DAN SELEPAS BERLAKUNYA KRISIS 

 

Tindakan Sebelum: Mengkaji kesan terhadap organisasi 

Unit Komunikasi Korporat FGV akan mengkaji terlebih dahulu kesan-kesan yang wujud hasil 
berlakunya krisis. Kesan-kesan ini termasuklah impak terhadap reputasi FGV yang memberi kesan 
terhadap hubungan organisasi dengan khalayak. Sebagai contoh, skandal kewangan yang berlaku 
melibatkan beberapa tahun dengan kes-kes terbaru langkah penyelesaian diambil secapat mungkin. Ia 
bertujuan untuk mengelakkan daripada memberikan satu imej yang negative kepada organisasi dan 
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dalam masa yang sama menunjukkan identity yang berada pada tahap yang kurang memuaskan jika 
gagal menguruskan krisis. FGV merupakan salah satu organisasi yang melibatkan pasaran dan 
berorientasikan keuntungan. Pemegang saham dan khalayak memainkan peranan penting dan 
menentukan naik turun operasi syarikat. Jika krisis berterus ia kan memberikan kesan nak 
menjejekasn penjualan produk FGV itu sendiri. Kekuatan yang ada pada FGV adalah terdapat unit-
unit yang memainkan peranan penting apabila berlakunya krisis seperti Unit Komunikasi Korporat 
dan Unit Komunikasi Luaran dan Dalaman,   

Tindakan Semasa: Merancang dan Membentuk Pelan Tindakan Komunikasi 

Kumpulan yang terlibat dengan perhubungan awam akan bertanggungjawab dalam mengambil 
tindakan semasa berlakunya krisis bersama-sama dengan unit pengurusan. Contoh kes yang 
melibatkan saham syarikat pada tahun 2017 dan 2018 memberi kesan besar terhadap FGV apabila 
wujudnya masalah bersama pemegang-pemegang saham. Hal ini kerana menurut laporan BH pada 7 
Disember 2018, berita negatif seperti tindakan undang-undang terhadap bekas pengarahnya serta 
prestasi kewangan yang kurang memberangsangkan pada suku ketiga menyumbang kepada kejatuhan 
harga saham syarikat perladangan sawit. Sesi sumbang saran yang diwujudkan dalam jawatankuasa 
khas menangani krisis melibatkan semua pihak bagi membina idea untuk mengenal pasti potensi 
krisis, dan ahli-ahli khas yang teribat menjadi lebih kreatif dalam menghasilkan idea-idea yang baru 
berdasarkan situasi krisis semasa. Di sini, ketua unit khas memberikan peluang kepada ahli-ahli untuk 
menyatakan pendapat mereka. Secara tidak langsung, ia akan mendorong ahli-ahli bersikap lebih 
terbuka dalam memberikan jalan penyelesaian menangi krisis secara profesional.  

Tindakan Selepas: Mengkaji Impak kepada Khalayak  

Kemungkinan besar impak yang wujud dalam krisis berpotensi untuk berlaku. Oleh itu, Unit 
Komunikasi Korporat FGV mengenal pasti krisis yang boleh memberikan kesan kepada khalayak. 
Khalayak yang dimaksudkan disini adalah khalayak dalaman iaitu pemegang saham dan pekerja dan 
khalayak luaran. Khalayak amat penting kepada organisasi seperti FGV. Ini kerana, khalayak 
terutamanya pemegang saham boleh menentukan risiko bagi syarikat untuk memperolehi keuntungan. 
FGV akan cuba sedaya upaya mengenal pasti situasi krisis yang paling sukar yang benar-benar 
berlaku dalam organisasi. 

 

7. RUMUSAN 

 
Penglibatan Unit Komunikasi Korporat dalam kumpulan kerja pengurusan isu dan krisis menunjukkan 
kepercayaan pengurusan FGV terhadap kepentingan peranan yang dimainkan oleh unit tersebut. 
Keupayaan dalam bentuk unit khas dalam menangani tindak balas daripada publik merupakan 
tindakan yang kritikal dan memerlukan kepakaran dalam komunikasi. Hanya melalui aktiviti 
perhubungan awam sesebuah organisasi dapat memastikan kejujuran tindakan organisasi, ketepatan 
kenyataan yang dibuat serta rasionalnya tindakan yang diambil adalah selari dengan kepercayaan 
publik dan berkeupayaan untuk memuaskan hati semua pihak. Penglibatan perhubungan awam dalam 
pengurusan isu dan komunikasi krisis bermula sebelum berlakunya krisis lagi iaitu dengan 
mewujudkan hubungan baik dua hala dengan publiknya dan seperkara yang pentingn dalam 
pengurusan krisis adalah membuat jangkaan krisis melalui factor-faktor yang boleh menjadi penyebab 
krisis dan seterusnya adalah pembentukan komunikasi krisis yang seharusnya dibuat oleh pengamal 
perhubungan awam sebelum berlakunya krisis. 
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Abstract 

 
Supply Chain Coordination commonly accepted view is that a cooperative supply chain leads to higher 

product performance and sustainability. It also has changed in the customers’ taste and demand for 
different and quality services. Since the establishment of more takaful product and financial institutions 

in past few years, Takaful providers have been offering a range of supply chain Takaful products to 

Muslims In Thailand, Takaful (Islamic insurance) has been introduced for almost 11 years to (Muslim) 

customers (Yeo, 2007).   The concept behind conventional insurances contrary to the principles of Islam 

and socio-ethical perspective. Takaful industry remains to be relevant even after three decades of its 

introduction due to the continuous demands from the multiracial and multi-ethnic participants from 

various backgrounds. However, one factor that hinders further development of Takaful industry in 

Thailand is the lack of awareness of its presence and purpose in market. Therefore, this paper was 

designed to examine the knowledge and customer awareness of Takaful products among Thais Muslims 

by collecting primary data through survey questionnaires. Out of the 300 questionnaires that were sent 

to Muslims in selected region in Thailand, Patani, Yala and Narathiwat. We received 293 

questionnaires. Random selection  was  used  to  select  the  sample  from  the  known  population. The 

findings  show that out of the  293  respondents,  230 have  no  knowledge of  Takaful and  78.5% are  

not aware  that Takaful policy holders share  risks mutually.  Also, 33.2 %, 38.8% and 37.2% do not 

know that Takaful is free from gambling, uncertainty, and interest.70.2% respondents, however, think 

that Takaful products comply with Shari’ah.  
 

Keywords: Takaful, Supply Chain Product, Awareness, Consumers and Thailand 

__________________________________________________________________________________ 

 

1. INTRODUCTION 

 

Humans’ daily lives are subjected to risk of loss from unpredicted circumstances. To relieve the 
suffering to individual’s “insurance’ is what human has invented since at least 215 BC. The concept has 
been developed to many forms since it has been invented. ‘Takaful’ is a kind of Islamic insurance. It 
originates from the Arabic word ‘Kafala’ which means ‘guarantee each other’. The concept of Takaful 
is also based on the principles of shared responsibilities among the community and compensation.  

Takaful invented within the ancient Arab tribes. The main objective of Takaful is to pool liability that 

engaged those who committed offenses against members of a different tribe to pay compensation to the 

inheritors. Later, this principle is applied to many activities of life such as including sea trade where 

participants contributed to a fund to compensate the loss for a group of sea travellers. Generally, Takaful 

is defined as Islamic insurance; this is due to the apparent similarity between the contract of kafalah 

(guarantee) and that of insurance. Takaful is operated based on the Shari’ah rule which features the 
principles of compensation and shared responsibilities among the community. Takaful has been 

approved by Muslim scholars which is now including general insurance, health and family. Though 

Takaful products is meant for Muslims, however most of Takaful provider are also willing to sell their 

products to non-Muslims as well. 
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Takaful or Islamic insurance is one branch of Islamic finance. Officially Takaful industry is started in 

1979 in Sudan to respond to the demand of Halal insurance from Muslims and it has spread throughout 

the world’s market. The rapid growing of Takaful industry has been appealing both Muslims and non-

Muslims. The industry is forecasted to grow by 15-20% annually, with expected growth to reach 

USD7.4 billion by 2015. (Malaysia, Islamic Banking & Takaful, n.d.) During 2012 – 2014, the world 

market has witnessed a consistent growth of 14%. Islamic insurance (Takaful) generously operated in 

the countries where consists of Muslim population. Malaysia in one of the countries that succeed 

remarkably milestones in the development of Takaful industry. %. (Malaysia, Annual Banking Statistics 

2007, 2007) According to the report of Malaysia’s Takaful industry total asset is USD208 billion with 
market penetration of 7.2%. 

 

2.0 LITERATURE REVIEW 

 

The introduction of Takaful product has brought a new dimension and phenomenal in the financial 

industry. It also has changed in the customers’ taste and demand for different and quality services. Since 
the establishment of more financial institutions in past few years, Takaful providers have been offering 

a range of Takaful products to Muslims In Thailand, Takaful (Islamic insurance) has been introduced 

for almost 11 years to (Muslim) customers (Yeo, 2007). Since its initial, Takaful has gained ground in 

Thailand. Takaful products has open new dimension in the country’s insurance sector. The scenario has 
offered customer new taste in which right to the needs of lack of Islamic insurance which sophisticated 

insurance products and services to Muslims. 

Supply chain managers need to craft sourcing and supply management strategies in all phases of their 

product’s lifecycle, from introduction to end of life. Active participation in lifecycle management 
planning and decision-making provides a window into the marketing, operational and financial 

performance of their company. Properly aligned supplier selection and management also helps to 

address and manage risk across the supply chain. 

 

 

2.1 The introductory phase is when a new product is launched into the market. 

In this phase companies are trying to gain initial market share, often as a result of a gap in the market 

or a failure of a competitive product. Time to market is essential in this phase and suppliers need to be 

able to respond quickly to accelerating market demands, uneven schedules, and quick changes in design 

or operating characteristics. These suppliers embrace their roles. They work well with rapid engineering 
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changes, prototype manufacturing, and even back of napkin drawings. They also act in the role of 

surrogate partner, offering unique skills and experience to the buyers and engineers they work with. 

Cost is often secondary to responsiveness, with the assumption that the cost curve will improve during 

the next phase of the product life cycle. Suppliers who are responsive and specialize in small production 

lots and prototypes are the best in this phase. 

An example of a product in an introductory phase would be a newly designed portable blood analyser 

used in the medical industry. 

The growth phase is often considered the most important one. Production accelerates throughout this 

phase and related costs in labour and material flatten as manufacturing quantities increase. If the product 

is successful and market demand is high, there is continued pressure on the procurement organization 

to drive the supplier to meet production goals and aggressive cost targets. Suppliers with a focus on 

operational excellence are often chosen to wring out costs and ride the introduction phase for as long as 

it lasts. Suppliers who can scale and manage downstream capacity bottlenecks are important in this 

phase. In this phase, the portable blood analyser has been released to market and has great acceptance. 

Demand is high and manufacturing is ramping up.  

2.2 As the growth phase slows, products enter the maturity phase. 

Production slows to reflect reduced customer demand, and the quantities of parts purchased from 

suppliers are lower as well, creating quantity driven upward price pressure. Materials may also be harder 

to get, as suppliers work through their own product lifecycle challenges, and those of lower their tier 

suppliers. 

The suppliers chosen for the growth phase are often the same for the maturity phase, but they may not 

enjoy the operating margins they once enjoyed. Strong supplier relationships are important in this phase 

to maintain supplier interest in changing business conditions and also to provide high service levels for 

products already in the field. Demand for our portable blood analyzer is beginning to wane as the market 

is becoming saturated, the technology is lagging, a competitor has introduced a better or more cost 

effective alternative, or the ‘new and improved” version has been launched to capture additional market 
share. 

2.3 Before end of life, products see the decline phase. 

Production quantities continue to fall, as are related material purchases. There are supplier challenges 

as well. Cost of purchase content increases, as the quantities purchased are low and often poorly 

forecasted, resulting in special orders and extended lead times. 

Customers need to be supported and that support for older products might enter into the purchasing 

decision for new ones coming to market. 

During long product life cycles, suppliers may change or no longer be making the products that they 

once did, forcing buyers to create expensive special product runs with the prototype suppliers of 

yesteryear or finding new niche suppliers. Solving production and field service problems for products 

in the decline phase are challenging, but critical to customer service. Suppliers play a key role. 

Takaful in Thailand has been introduced to the market for over 10 years (Review, 2007) even though, 

the population of Muslims in Thailand is only around 5% of the countries which is approximately 

around 3 million (Thailand, 2017). The awareness of Takaful products among Muslims in selected area 

of Thailand which is crucial to Takaful products because as the overall population of Muslims in 

Thailand is not very high. Thailand is also one of those countries that operated Islamic Insurance. 

Muslims population in Thailand consists approximately 5 percent. The majority of Muslims live in 

southern provinces of the country including Pattani, Yala and Naratiwat (Thailand, 2017). However, in 
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Thailand, there is very limited number of Insurance companies that offer Islamic insurance and all of 

them are operated in both conventional insurance and Takaful. In other word, there is still no company 

that purely operated only Islamic insurance. One of the leading Takaful insurer in Thailand is Muang 

Thai Insurance Company. Thailand is considerably weak compared to other Southeast Asia countries 

such as Malaysia and Indonesia where majority of population is Muslims. This is mainly due to 

insufficient concern for developing the Takaful market.  

Currently the first mover of Takaful in Thailand has been stopping in servicing due to internal problem, 

however there are 3 new companies that offer Takaful insurance to Thailand market which are Muang 

Thai Insurance, Southeast insurance and Phillip Life Insurance.  

According to the report (Finance, 2012), Phillip Life Insurance growth on Takaful products is 10% and 

expected to receive 150 million  baht from Takaul products in the year 2016 as they believe they will 

be in market intention very well because Takaful products are new to the market. While Islambank of 

Thailand who is the retailor from 3 Takaful insurers of Thailand own total credit of 120,000 million and 

70% of the customers have requirement to purchase insurance. Moreover, the company also expects to 

gain customers from south part that normally buy insurance from Malaysia. 

However, according to the report (Finance, 2012), even Thailand has small population of Muslims 

approximately 5% of total population which mean approximately only 9.5 million are Muslims. From 

the survey shows that only 10% of the Muslims can reach the Takaful products which mean the Takaful 

insurer still needs to work hard on distribution channels and advertisement to create awareness. 

Currently there is very limited studies that study directly on awareness of Takaful in Thailand. One of 

a studies about the awareness of Islamic banking. According to (Lateh, 2009) examined the perception 

of the customers towards the objectives, characteristics and criteria of selecting an Islamic bank in 

Thailand. They found that most of the Thai customers were aware of the special characteristics of 

Islamic banking system and is different from the conventional banking system, for example the 

forbidden of taking interest. However, the study concluded that Thai customers have little awareness 

about Islamic banking products and services. Most Thai customers are aware that practice of the Islamic 

banking system is different from the conventional banking system, such as the prohibition of interest. 

However, they still have low awareness of the Islamic banking products and services.  

(Lateh, 2009) also found that non-Muslims, mostly perceive that there are no differences between the 

Islamic banking and the conventional banking products and services, except the names that used to 

highlight the products. Moreover, there are differences in the ranking of the Islamic banking system 

characteristics between the Muslims and the non-Muslims customers. In terms of the perception of 

customers on the objectives of Islamic banking, the social objectives are perceived as more important 

than the commercial objectives especially by the Muslims customers. Also, the Muslims customers 

highly consider interest-free saving, while the non-Muslims concerned on its reputation and image, and 

knowledgeable and competent personnel. 

2.4 Theoretical Review of Relevant Brand Awareness Model 

The interesting most relevant theory for this research seems to be the theory by Rober Lavige (1961) 

he proposed theory of Hierarchy of Effects that is most related to the brand awareness. The theory 

consists of 6 components, start the first stage on the top pyramid is awareness and processing through 

knowledge, liking, preference, conviction and purchase. This theory is an ideal model for advertising 

job which advertiser need to create all those stages in one time into potential customers. 
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Figure 1: Theory of Hierarchy of Effects 

In other words, the theory points that at the first stage, the consumer has nothing/idea or unaware about 

products then the advertisers need to initial or create awareness into customer then process through all 

stages till customers purchase the products. 

As the figure demonstrate there are 3 phases of theory which is cognitive phase or think phase which 

awareness and knowledge included in this phase. In this phase it can be explained that after the 

awareness are created successfully customers will gather more information about the products where is 

important to the firms ensuring the easy availability of information.  

The second phase is affective or feel phase where including liking, preference and conviction. After 

gathering information if the information is satisfied and accessible, the liking will started to grow in 

them, then become preference if customer feel clear about qualifications of product. The come to 

conviction stage which is customer making decision whether to buy. And the last stage is purchasing 

which is behavioural or do phase. So through all these 6 components of 3 phases, it is important for 

advertisers or firms are well prepared in bringing customers to the final stage.  

 

3. RESEARCH METHODOLOGY 

The research design is the outline or the scheme which researcher apply for conducting a study. Thus, 

as the goal of this study is to explore and examine the awareness of Takaful products among Muslim in 

selected area of Pattani province, Thailand and the relationship demographic as afore-mentioned. Thus, 

quantitative research is found to be appropriate and suitable for this study. With quantitative research, 

this study will collect the numerical data while analysing it with SPSS software. Gathering Data with 

questionnaire is the most convenient and popular method for quantitative research (Sekaran, 2003) 

Furthermore, as the descriptive data for this study will be collected through detailed questionnaires, 

thus descriptive study will be applied to this study which focuses on studying the accurate profile of the 

targeted sample to discuss the relationship of the demographic factors and the awareness of Takaful 

products among Muslim in selected area of Pattani province, Thailand. 

3.1 Research and Discussion 

3.1.1 Respondents’ Demographic Profile 

The demographic variables that were analysed were age, gender, level of education, occupation and 

income of Muslims in Chabangtiga, Pattani. Table below presents the summary of profile of 

respondents. 
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 Titles Items Frequency Percent 

Age Less than 25 71 24.2 

25-35 94 32.1 

36-50 69 23.5 

51 and above 59 20.1 

Total 293 100.0 

Gender Male 186 63.5 

Female 107 36.5 

Total 293 100.0 

Education level Junior High School 19 6.5 

Senior High School 51 17.4 

Diploma 31 10.6 

Bachelor’s Degree 171 58.4 

Master’s Degree 15 5.1 

Ph.D. Degree 3 1 

Other  3 1 

Total 293 100.0 

Occupation Senior Management 13 4.4 

Management 20 6.8 

Professional 4 1.4 

Sale Representative 27 9.2 

Support Representative 15 5.1 

Administrative Representative 31 10.6 

Other 183 62.5 

Total 293 100.0 

Monthly Income 

Level 

Less than 10,000 Baht 112 38.2 

10,000 Baht – 30,000 Baht 130 44.4 

30,001 Baht – 50,000 Baht 39 13.3 

50,001 Baht and above 12 4.1 

Total 293 100.0 

 

In this study, there are total of 293 respondents. Based on the above table, indicates that the majority of 

the respondents are males. The result displays that out of total 293 respondents, 186 were males 

(63.5%), while 107 (36.5%) of respondents were female. According to the result of respondents, age 

from the collected data, among these 293 respondents, there are 94 respondents (32.1%) who are 

between 25-35 years old. In other words, it is the highest percent of respondents. While the percent of 
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respondents age of less than 25 and 36 – 50 are not very much difference which are 24.2 and 23.5 

accordingly. 

 

As for educational level, the frequency of bachelor’s degree is 171 or 58.4 percent of total 293 
respondents. In other word, more than half of respondents possessed bachelor’s degree. The lowest 
frequencies of respondent’s education level are Ph.D. degree and other level where both frequency is 3 
or 1%. While the frequency of Junior high school and master’s degree are not much different which are 
19 and 15 or 6.5% and 5.1% orderly. For the frequency of senior high school is 51 or 17.4% and diploma 

31 is or 10.6%.  

 

As for occupation, 183 (62.5%) of respondents are others for which most of them indicate they are 

government officer, civil servant and merchant. There are 13 (4.4%) respondents work as senior 

management, 20 (11.1%) respondents work as management, 4 (1.4%) respondents are professionals, 27 

(9.2%) of them are sales representative, 15 (5.1%) of them are support representative and 31 (10.6%) 

of the respondents are administrative representative.  

 

Final part of demographic is income level which is determined as Thai Baht respondent’s monthly 
income level is 130 (44.4%) which monthly income level is 10,001 – 30,000. This might due to most 

of them are either in working age or possessing bachelor’s degree. 112 (38.2%) respondents received 
less than 10,000baht monthly income. 39 (13.3) respondents received Bht 30,001 - Bht50,00, monthly 

income and only 12 (4.1%) respondents monthly income level higher than Bht50,000. 

 

 3.1.2 Customer Awareness of Takaful Products and Services in selected area of Pattani, Thailand 

 

Awareness Takaful products and services are important and more important for the industry’s future 
market share. In order to examine the level of awareness of Takaful products and services among 

Muslims in the area, frequencies analysis is selected to use. Following is the hypothesis that was tested: 

 

Table 1: Results of the awareness of Takaful products and services 

No. Item Strongly 

Disagree 

Disagree Neutral Agree Strongly 

Agree 

Awr1 57 (19.5%) 47 (16.0%) 105 (35.8%) 63 (21.5%) 21 (7.2%) 

Awr2 62 (21.2%) 58 (19.8%) 108 (36.9%) 48 (16.4%) 17 (5.8%) 

Awr3 82 (28%) 57 (19.5%) 96 (32.8%) 45 (15.4%) 13 (4.4%) 

Awr4 123 (42%) 85 (29%) 59 (20.1%) 17 (5.8%) 9 (3.1%) 

Awr5 62 (21.2%) 54 (18.4%) 128 (43.7%) 33 (11.3%) 16 (5.5%) 

Awr6 74 (25.3%) 60 (20.5%) 112 (38.2%) 33 (11.3%) 14 (4.8%) 

Awr7 84 (28.7%) 58 (19.8%) 113 (38.6%) 23 (7.8%) 15 (5.1%) 

Awr8 57 (19.5%) 70 (23.9%) 127 (43.3%) 21 (7.2%) 18 (6.1%) 

Awr9 146 (49.8%) 68 (23.2%) 57 (19.5%) 8 (2.7%) 14 (4.8%) 

 

Based on the above table, 63 (21.5%) respondents agreed that they are aware of saving/life Takaful for 

Family. Moreover, only 21 (7.2%) respondents demonstrated that they are strongly saving/life Takaful 

products for Family and 105 (35.8%) of respondents are neutral. Besides that, 48 (16.4%) of the 

respondents are also agree that they are aware of Takaful products and services for family accident 

Takaful. However, 108 (36.9%) of the respondents are neutral in terms of awareness of family accident 

Takaful. 

 

The above table illustrates that 45 (15.4%) of the survey participants agreed that they are also aware of 

Takaful in family health plan. Furthermore, respondents were also asked if they are aware of Takaful 

products which is accident for school; only 17 (5.8%) respondents agreed that they are aware of the 

products. Apart from that, 85 (29%) respondents indicated that they do not aware of those 

aforementioned products, whereas 59 (20.1%) were in a moderate position. 



Proceedings of the International Case Study Conference 
  24-26 Nov. 2019, Sabah, Malaysia 

 

313 

 

Nevertheless, 33 (11.3%) of the respondents showed that they are aware of personal life/saving Takaful 

product. In this case, 54 (18.4%) of the total respondents were exhibited that they are not aware of the 

personal life/saving Takaful product. However, 33 (11.3%) respondents agreed that they are aware of 

personal accident Takaful plan. In additional, for personal health and medical Takaful plan 23 (7.8%) 

agreed that they are aware and 21 (7.2%) think they are aware of saving for Hajj Takaful plan. and the 

last product is Takaful for vehicle plan, only 23 (7.8%) of respondents are aware of it. For overall, most 

of products the majority of respondents either strongly disagree or disagree that they are aware. Except 

3 item which the majority rated as neutral including Takaful saving/life family, personal saving/life and 

personal accident.     

 

Table 2: Understanding of Takaful Products and Services 

No. Item Strongly 

Disagree 

Disagree Neutral Agree Strongly 

Agree 

Und1 17 (5.8%) 46 (15.7%) 86 (29.4%) 76 (25.9%) 68 (23.2%) 

Und2 21 (7.2%) 26 (8.9%) 79 (27%) 89 (30.4%) 78 (26.6%) 

Und3 24 (8.2%) 26 (8.9%) 52 (17.7%) 57 (19.5%) 134 (45.7%) 

Und4 15 (5.1%) 48 (16.4%) 122 (41.6%) 67 (22.9%) 41 (14%) 

Und5 31 (10.6%) 50 (17.1%) 96 (32.8%) 68 (23.2%) 48 (16.4%) 

Und6 19 (6.5%) 53 (18.1%) 89 (30.4%) 76 (25.9%) 56 (19.1%) 

Und7 13 (4.4%) 29 (9.9%) 49 (16.7%) 59 (20.1%) 143 (48.8%) 

Und8 10 (3.4%) 25 (8.5%) 86 (29.4%) 61 (20.8%) 111 (37.9%) 

 

Based on table above, 143 (48.8%) respondents strongly agreed that Takaful only invests in businesses 

that are not prohibited by Islam or halal businesses. Moreover, 134 (45.7%) are strongly agree that 

Takaful system prohibits interest in all forms of transactions., and 111 (37.9%) out of total of 393 

respondents strongly agreed that Each Takaful provider should have a Shariah Supervisory Board to 

ensure that all business activities are in line with Shariah requirements. Furthermore, 57% are agree or 

strongly agree that Takaful is available for Muslims, but also for non-Muslims. 122 (41.6%) were 

neutral that parties in Takaful cannot predetermine a guaranteed profit as well as 96 (32.8%) are also at 

neutral about returns on Takaful are based on profit and lost sharing basis instead of interest. Overall, 

it can be concluded that Muslims from the area possess a good understanding about Takaful. 

 

 

4. CONCLUSION 

 

This research paper sought to define the level of awareness, the relationship between independent 

variables and dependent variable, and the differences between independent variables which are 

understanding, perception and selected demographic factors such as age, gender, occupation, income 

level as well as level of education and the dependent variable which is awareness. In addition to that, 

data were collected for Muslim in Chabangtiga the subdistrict of Muang where is one district Pattani 

province, Thailand. It is interesting that most of the Muslims who are the main target disagree that they 

are aware of available Takaful products. From the study, the mean of awareness it scored only 2.43 out 

of 5. Furthermore, though the awareness of respondents is low, we can’t guarantee that the one who are 
aware of the products will buy Takaful products. Interestingly, from the report by (Chaiyasri, 2018) 

mentioned that Takaful market in Thailand is growing, however it is not dramatic growth which means 

the growth of Takaful industry in Thailand still have a lot of growth chance if they can create more 

awareness in potential Muslims customers. So the firms who offer takaful should ensure that Muslims 

are aware of the availability of Takaful products that would help in the growth of takaful industry in 

Thailand. 
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Abstract  

 

The Changes in the global political and economic challenging urge the Malaysian government in its 

Vision 2050, envisaged a plan of bringing the manufacturing sector in pace with the developed 

countries. The process of globalization and liberalization has changed the business environment into 

the “information age” this because knowledge-based business environment has pushed decision making 

of the shareholder and customer that used to be the sole domain of upper management. The application 

of the Balanced Scorecard (BSC) concept has been widely used in business enterprises and is also 

widely used in the public sector worldwide. Balanced Scorecard (BSC) is used to measure the long-

term financial results by encompassing both financial and nonfinancial measures that are derived from 

the organization's strategy. There are total four performance dimensions in Balanced Scorecard (BSC): 

Learning and Growth Perspective, Internal Business Perspective, Customer Perspective and Financial 

Perspective. However, in this training case the focus will be on learn and growth which will be discuss 

on the occasion. The purpose of this study is to suggest the possibility of using the Balanced Scorecard 

(BSC) as a more pragmatic and balanced measure of performance in the MyRelo Sdn Bhd form the 

context of learning and growth to cope with dynamic and uncertain environmental changes. 

 

Keywords: Balance Scorecard, Opportunities, Growth, Issues, Challenges 

 

 

1. INRODUCTION 

 

MyRelo Sdn Bhd is a professional mover company established in 2006 as a one-stop provider to local 

and international relocation services. This Malaysian company was founded by Mr Craig Dasiuk from 

Canada and Madam Isma Dasiuk from Malaysia. Basically, MyRelo is a company that provides home 

moving services for both local and international relocations. The company also provides moving 

materials such as boxes, tapes, wrapper and other packaging essentials. Individuals and corporate clients 

preferred MyRelo services because of its professionalism and systematic processes.    

 

Type of services offered by the company includes packaging books, clothing, kitchenware, dismantling 

and re-assembly of beds and wardrobes. Apart from that, the company also provides moving services 

for electrical appliances, safety boxes, paintings as well as house cleaning. All the services provided are 

to better facilitate customers’ moving processes.  
 

Having previously worked in the banking industry, Noor Isma had also introduced credit card payment 

services for MyRelo services. This is critical as the company expand locally which include services to 

Sabah and Sarawak, as well as globally such as Australia, Singapore, UAE and Bhutan. The services 

had also expanded to include finding houses, temporary relocation, work permit and visa as well as the 

standard moving services. A group of researchers at the School of Technology Management and 

Logistics were met invited to visit Myrelo Sdn. Bhd. on the 21 September 2017. The group of 

researchers consisted of Dr. Halim Mad Lazim, Dr. Wan Nadzri Osman, Dr. Mohamed Najib Salleh 

and Dr. Che Azlan Taib spent more than 6 hours at Myrelo Sdn. Bhd. during the visit as so many things 

were discussed. The balanced scorecard was the main agenda though. Myrelo Sdn. Bhd. owner, Noor 

Isma Ismail was delighted as she really wanted to share some of her success stories in managing the 

company with others, specifically the university staff and students.  
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2. BACKGROUND OF MYRELO SDN. BHD. 

 

MyRelo Sdn Bhd is a professional mover company established in 2006 as a one-stop provider to local 

and international relocation services. This Malaysian company was founded by Mr Craig Dasiuk from 

Canada and Madam Isma Dasiuk from Malaysia. Basically, MyRelo is a company that provides home 

moving services for both local and international relocations. The company also provides moving 

materials such as boxes, tapes, wrapper and other packaging essentials. Individuals and corporate clients 

preferred MyRelo services because of its professionalism and systematic processes.  Type of services 

offered by the company includes packaging books, clothing, kitchenware, dismantling and re-assembly 

of beds and wardrobes. Apart from that, the company also provides moving services for electrical 

appliances, safety boxes, paintings as well as house cleaning. All the services provided are to better 

facilitate customers’ moving processes.  
 

Noor Isma had frequently joined the fieldworks to monitor her staff and the moving processes. She 

believes in the need to ensure the standard and quality of the services to the customers should be well 

maintained. MyRelo had received an Innovation award in 2009 for its unique approaches and business 

thinking that makes them different from the rest of the field.  

 

Having previously worked in the banking industry, Noor Isma had also introduced credit card payment 

services for MyRelo services. This is critical as the company expand locally which include services to 

Sabah and Sarawak, as well as globally such as Australia, Singapore, UAE and Bhutan. The services 

had also expanded to include finding houses, temporary relocation, work permit and visa as well as the 

standard moving services.  

 

Myrelo Sdn Bhd (“Myrelo”) a home-grown company was incorporated almost 12 years ago as a one-

stop service provider for international & local relocation and high–technology self-storage services. 

They are committed to create an enjoyable and stress-free moving and storage experience, with their 

preferred service standards. They have served and moved more than 3,300 esteemed individuals and 

businesses and these have taught us that at any point of time, their services have to be delivered at the 

best quality possible. They have two storage facilities in Klang Valley area located at Bukit Jelutong 

and their Headquarters in Ara Damansara. They are proud to carry their brand, travelling across the 

country with their own fleet of lorries and vehicles. 

 

 

3. RESEARCH METHODOLOGY 

 

A qualitative research design was adopted for this research. Since this study had been widely studied 

abroad, the researchers adapted the previous findings of past research done; and to investigate the 

Balanced Scorecard which focused on the Learning and Growth implementation in a Malaysian mover 

company. This case study was carried out on one purposively-selected Malaysian mover company, 

Myrelo Sdn. Bhd. that has implemented Balanced Scorecard practices. The informants in this study 

were the employees and management staff who were also purposively-selected from the production, 

store and logistic departments. Data collection was conducted internally within the company through 

observation and structured interview techniques with these respondents. Structured interview was 

conducted with the Managing Director of Myrelo Sdn. Bhd. so as to understand the Balanced Scorecard 

implementation and to gather accurate information on their specific Learning and Growth element of 

Balanced Scorecard used in the facility. This was followed by on-site visit to the premise. 

 

 

4. LEARNING AND GROWTH 

 

The target of the Learning and Growth in the Balanced Scorecard is the organizations must determine 

the objectives, measures and related endeavour through customer goals and process goals. Therefore, 

the top management will be realizing the gaps between current organizational developments of 
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employee skills, information systems and environment required to sustain the target. The main is to 

measure the goals of this perspectives to reach the goals and ensure the maintainable organizational 

performance for the future (Niven, 2006). According to Kaplan and Norton (1996), they mentioned that 

employee contentment and information system availability are the generic measure for the learning and 

growth perspectives in Balanced Scorecard.  

 

Strategy map in the BSC help employees to improve their self-motivate with the right skills and 

maintaining their improvement in an organizations for driving process development, meet customer 

satisfaction and eventually guide a financial returns. Learning and growth of employee is key in an 

organization because top management train about financial return, competence in organization and 

ensure the high satisfaction and loyal customer (Niven, 2006).  

 

5 Steps of Developing Training in Myrelo Sdn. Bhd. 

 

• Step 1: Decide What Type of Training is needed  

 

All employees have different needs. Whether those needs are individual or as a specific group within 

the company, it’s the job of Myrelo management team to identify those needs before they design a 

training or development program. Ideally, training should be provided systematically. The first step is 

to identify what’s needed for people to do their job in a safe and productive way. New recruits may 
need basic training where more experienced workers only need refresher training. To avoid unnecessary 

training, it is equally important to determine what kind of training is not needed.  Discussion with all 

employees for their views in order to determine what training are needed for them is certainly very 

helpful.  

 

• Step 2: Step 2: Identify Goals and Objectives  

 

Clearly stated goals and objectives will identify what Myrelo’s employees to do, to do better, or to stop 

doing. They don’t necessarily have to be written, but in order for the training to be successful, objectives 
should be thought out before the training begins. Such as, when should the training occur? Is it initial 

training or refresher? Will training include hands-on use of equipment? How much time will be required 

for training? How will training affect production? Will training be scheduled during work hours or using 

overtime? In addition, much study has been done on how adults learn. Training should be conducted 

using a variety of adult learning methods.  

 

• Step 3: Conducting The Training 

 

Training conducted by professionals with knowledge and expertise in the given subject area is most 

successful. This is the main reason why Myrelo has chosen AsiaWorks Training (S) Ltd.   as their 

training partner for all of their staff. There are many different methods available to today. To the extent 

possible, the training allows staff to participate in the training process and to practice their skills or 

knowledge.  

 

• Step 4: Evaluating the Effectiveness  

 

Testing and evaluating is necessary to measure the success of training in Myrelo. Testing at the end of 

training helps determine the amount of learning achieved. Providing a staff evaluation worksheet 

following the session of training will measure the comfort level and understanding of the training they 

received. It will also tell if they feel the trainers are qualified. Also, employees should immediately use 

the skills they learned. Have supervisors observe new and transferred employees to determine if they 

are doing the job right and they are using the new skills. Remember, if employees don’t understand the 
information they learned in training, they will not use it. Finally, the documentation of all training and 

development programs are really important for Myrelo to review purpose.  
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• Step 5: Improving the Program 

 

If, after evaluation, it is clear that the training been ineffective it may be necessary to revise the training 

program. Language barriers are quite common today. The training are conducted in the staff’ primary 
language. Since Myrelo staff also have few Indians and Chinese, therefore every staff has been given 

any necessary information and training that will enable them to perform their job duties safely. In 

addition, Myrelo always considers periodic refresher training using a different method or facilitator. 

Asking questions of employees, other training peers and of those who conducted the training may be of 

some help in improving Myrelo program.  

 

In fact, Myrelo Sdn. Bhd. has engaged a training company, AsiaWorks Training (S) Ltd. in order to 

develop more strategize actions in training and development of its staff for quite some time. Myrelo 

beliefs the credibility of their training partner as so many improvements have been shown since they 

hired AsiaWorks Training (S) Ltd.  Through the training, the management of Myrelo Sdn. Bhd. 

managed to identify some challenges the effort of learning and development of its staff as the 

followings:  

 

• Dealing with changes 

• Developing leaders 

• Engaging learners 

• Delivering consistent training 

• Tracking skill applications 

• Instilling conflict management skills 

• Quantifying training effectiveness 

• Improving learning effectiveness 

 

 

Learning Objectives: 

 

After analyzing the case, students are expected to:  

 

• Understand steps in training and development of staff 

• Understand in details steps to train and develop staff in the learning and development 

perspective.  

• Understand the common challenges of learning and growth in an organization.  

• To assess the training and development towards learning and growth in the context of 

balanced scorecard.  

 

 

5. CONCLUSION  

 

In conclusion, this paper provides an overview of one of the components in the Balanced Scorecard, 

namely Training and Growth; and identified some challenges in its implementation in Myrelo Sdn. Bhd. 

The use of the BSC concept can increase the performance of Myrelo Sdn. Bhd. organizations in develop 

learning and development of staff that enable organizations to communicate their goals at all levels 

within the organization that aligns each individual. In addition this study believes that by improving 

learning effectiveness of the organizations that embraced the BSC concept and implemented it in an 

attempt to improve performance go beyond units in the organization and can improve strategic learning 

process and agency feedback. While managing through the “Learning and growth” this study has 

successfully suggest guidelines to assist in the process of training and development of Myrelo staff. 

Since BSC have various measures to evaluate their training and development of staff performance this 

study only imply learn and growth strategy in enhance balanced scorecard by providing a basis to 

determine the extent of BSC adoption by an organization. The use of the BSC concept; “Learning and 
growth”  as a performance measurement tool because, of the shortcomings quantifying training 
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effectiveness is more holistic suggestions and need for more research to examine what attributes in 

which several variables are identified and measured to determine the organization's vision, mission and 

objectives. The Myrelo management needs to provide a clear explanation of the implementation of the 

BSC to ensure that it is implemented at all levels staff of the organization. Changes in the technological, 

economic, political, and borderless world require Myrelo to review their performance measurement so 

that it can always be relevant. This indicates that the level of BSC adoption should be considered in 

future Balanced Scorecard studies. 
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Abstract  

 

Mastery of e-skills or skills in information and communication technology (ICT) among students is the 

key ingredient in the successful implementation of industrial revolution 4.0 (IR4.0) in Malaysia.  This 

is because IR4.0 requires a knowledgeable and skilled workforce as its main driver. This paper discusses 

a case study of e-skills mastery conducted on a group of final year students at Universiti Utara Malaysia. 

The findings show that the level of student ICT mastery is still at a moderate level. Students need to 

improve their skills before entering the job market. 

 

Keywords: Information and Communication Technology (ICT), E-Skill, ICT Skill, Industrial 

Revolution 4.0 
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Abstrak  
 

Penguasaan e-kemahiran atau kemahiran dalam teknologi maklumat dan komunikasi (ICT) dalam 

kalangan pelajar merupakan initipati penting terhadap kejayaan implementasi revolusi industri 4.0 

(IR4.0) di Malaysia.  Ini kerana IR4.0 memerlukan tenaga kerja berpengetahuan dan berkemahiran 

sebagai penggerak utamanya.  Kertas kerja ini membincangkan kajian kes penguasaan e-kemahiran 

yang telah dijalankan ke atas sekumpulan pelajar tahun akhir di Universiti Utara Malaysia.   Dapatan 

kajian menunjukkan tahap penguasaan ICT pelajar masih diperingkat sederhana.  Pelajar perlu 

meningkatkan kemahiran mereka sebelum memasuki pasaran kerja.   
 

Kata kunci: Teknologi Maklumat dan Komunikasi (ICT), E-Kemahiran, Kemahiran ICT, Revolusi 

Industri 4.0 

 

 

1. PENGENALAN  

 

Revolusi industri 4.0 (IR4.0) merupakan salah satu cabaran utama kepada Malaysia dalam mencapai 

status negara maju.  Teras kepada IR4.0 adalah sebelas teknologi termaju iaitu  Big Data, Artificial 

Intelligence, Augmented Reality, Additive Manufacturing, Cybersecurity, Simulation, Advanced 

Materials, System Integration, Autonomous Robots, Internet of Things dan Cloud Computing (MITI, 

2018).  Oleh itu, semua organisasi perlu meningkatkan penggunaan alatan teknologi maklumat dan 

komunikasi (ICT) termaju dalam operasi mereka.  Industri yang berjaya mengadaptasikan IR4.0 dalam 

operasi mereka akan menikmati pelbagai kelebihan termasuklah pulangan hasil yang lebih tinggi, 

penjimatan kos dan masa operasi.   
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Teras kepada kejayaan industri dalam mengaplikasikan IR4.0 adalah implementasi ICT dalam 

pengurusan dan operasi serta disokong oleh penguasaan ICT dalam kalangan pekerja.  Malah 

penggunaan ICT secara asasnya banyak memberi kelebihan seperti; mengurangkan kos, meningkatkan 

kecekapan organisasi, meningkatkan kecekapan pembuatan keputusan dan meningkatkan daya saing 

organisasi di pasaran (Linton, 2018; Palvalin et al., 2013).   Sebaliknya, kelemahan penguasaan ICT 

dalam organisasi akan mengurangkan keberkesanan penggunaan ICT (Plaatjies & Mitrovic, 2014) dan 

melemahkan daya saing organisasi.   

 

Oleh itu, bagi memenuhi keperluan industri, pelajar yang bakal menyertai industri perlu mempunyai 

kemahiran ICT yang mencukupi.  Pelajar yang mempunyai kemahiran ICT yang mencukupi dijangka 

akan mampu menggunakan pelbagai sumber yang ada seperti perkakasan komputer, rangkaian 

komputer, perisian dan Internet bagi memenuhi keperluan maklumat mereka.  Melalui perkakasan, 

alatan dan perisian yang ada, pelajar boleh mencari pelbagai maklumat, menapis dan membuat analisis 

yang diperlukan (Yamin & Ishak, 2016).   

 

Secara umum, pengetahuan ICT mencakupi pelbagai kemahiran dalam penggunaan alatan ICT seperti 

menggunakan alatan dan perkakasan komputer, perisian aplikasi, Internet dan sebagainya.  Kebolehan 

menggunakan teknologi ini secara berkesan dilihat sebagai prasyarat untuk memenuhi pasaran kerja 

pada hari ini.  Penyelidikan terdahulu menunjukkan bahawa penggunaan ICT membawa kepada prestasi 

akademik yang lebih baik (Hoskins dan van Hooff, 2005; Ishak et al., 2015; Hernandez, 2017; Basri et 

al., 2018).  Pencapaian ini secara tidak langsung akan meningkatkan merit pelajar dalam proses 

pencarian pekerjaan.   

 

Kemahiran ICT juga sering dirujuk sebagai e-kemahiran (E-Skill).  Secara umumnya e-kemahiran 

didefinisikan sebagai kemahiran atau penguasaan pengetahuan berkaitan dengan ICT (Lanvin and 

Kralik, 2009).   Kemahiran berkaitan ICT adalah keupayaan untuk menggunakan ICT untuk pelbagai 

tujuan termasuk peribadi, sosial dan perniagaan. E-kemahiran boleh dibahagikan kepada tiga kategori: 

kemahiran pengguna ICT, kemahiran pengamal ICT, dan kemahiran e-kepimpinan (Gareis et al., 2014). 

Kemahiran pengamal ICT adalah keupayaan penggunaan kemahiran ICT untuk pelbagai tugas seperti 

penyelesaian masalah, pemasaran, pentadbiran dan perancangan. Kemahiran pengguna ICT adalah 

keupayaan yang berkaitan dengan penggunaan aplikasi, sistem, alat dan peranti ICT oleh individu. 

Sementara itu, kemahiran e-kepimpinan merujuk kepada keupayaan yang dimiliki oleh pemimpin 

organisasi untuk mencapai matlamat organisasi. Dalam kajian ini, fokus kajian adalah terhadap 

kemahiran yang berkaitan dengan penggunaan peranti ICT, alatan dan aplikasi teknologi maklumat (IT) 

oleh pelajar sarjana muda. Oleh itu, e-kemahiran juga dirujuk sebagai kemahiran ICT atau kemahiran 

IT.  Sebagai kajian kes, pelajar tahun akhir dipilih secara rawak sebagai responden kajian.  Kajian 

dilakukan secara praktikal dalam makmal komputer dan dibantu oleh fasilitator terlatih.   

 

 

2. ICT DI MALAYSIA 

 

Di Malaysia, ICT bukanlah suatu teknologi asing.  Ini kerana ICT telah berkembang pesat sejajar 

dengan Wawasan 2020 yang turut menekankan penguasaan teknologi maklumat bagi mencapai status 

Malaysia sebagai sebuah negara maju pada tahun 2020.  Pada masa kini, ICT telah dikenali dan 

digunakan dengan meluas oleh setiap lapisan masyarakat.  Penubuhan Koridor Raya Multimedia (MSC) 

pada tahun 1996, merupakan satu lagi pemacu kepada penggunaan ICT dalam kalangan masyarakat dan 

perniagaan di Malaysia.  Malah MSC turut memberi kesan positif ke atas ekonomi Malaysia (Ramlan 

& Ahmed, 2010).  

 

Suruhanjaya Komunikasi dan Multimedia Malaysia (SKMM) telah melaporkan purata penggunaan dan 

capaian ICT oleh individu dan isi rumah di Malaysia pada tahun 2015 adalah sebanyak 67.6% (SKMM, 

2016).  Manakala dalam kalangan industri, penggunaan ICT boleh dilihat melalui status MSC Malaysia 

yang dianugerahkan oleh kerajaan melalui Malaysia Digital Economy Corporation Sdn Bhd (MDEC). 

Status ini melambangkan pengiktirafan kerajaan Malaysia terhadap amalan dan penggunaan teknologi 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 325 

ICT dalam pelbagai aspek operasi organisasi seperti pengurusan dan peningkatan pengeluaran produk 

dan perkhidmatan. Menurut MDEC (2016) sehingga tahun 2015, lebih 3,800 buah syarikat telah 

dianugerahkan status MSC Malaysia dimana sebanyak 132 organisasi adalah institusi pendidikan tinggi 

(IPT) dan inkubator. 

 

Rajah 1 menunjukkan statistik penggunaan ICT oleh isi rumah di Malaysia pada tahun 2018 dan 2017 

yang dikeluarkan oleh Jabatan Statistik Malaysia (2019).  Statistik menunjukkan, peratusan penggunaan 

ICT dalam kalangan isi rumah meningkat dari tahun 2018 berbanding tahun 2017.  Peningkatan juga 

dapat dilihat dalam penggunaan Internet, komputer dan telefon mudah alih dalam kalangan individu. 

 

 
Rajah 1: Penggunaan ICT oleh isi rumah di Malaysia  pada tahun 2018 dan 2017 

 

Merujuk laporan Internet Users Survey 2018 yang dijalankan oleh Suruhanjaya Komunikasi dan 

Multimedia Malaysia (SKMM), pengguna Internet di Malaysia telah meningkat dari 76.9% dalam tahun 

2016 kepada 87.4% dalam tahun 2018 (SKMM, 2018).  Kajian tersebut juga mendapati telefon pintar 

merupakan peranti yang lazim digunakan bagi mencapai Internet.  Sementara itu, penggunaan peranti 

lain seperti smart TV, TV streaming box dan game console turut menunjukkan peningkatan. 

 

Berdasarkan kepada data statistik di atas, ianya jelas menunjukkan ICT di Malaysia telah berkembang 

seiring dengan kemajuan ekonomi dan pembangunan negara.  Statistik berkenaan juga menunjukkan 

bahawa ICT telah menjadi sebahagian dari keperluan dan cara hidup masyarakat di Malaysia.   Oleh 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 326 

itu, amat perlu bagi setiap graduan yang bakal memasuki dunia pekerjaan melengkapkan diri mereka 

dengan pengetahuan ICT yang bersesuaian.   Pelajar yang lemah kemahiran ICT akan ketinggalan dan 

tidak akan mampu bersaing dalam pasaran kerja (Tyler, 2005).   

 

 

3. KAEDAH KAJIAN 

 
Kajian ini melibatkan sekumpulan pelajar tahun akhir sebagai responden.  Pelajar dipilih secara rawak 

dari tiga kolej pengajian di Universiti Utara Malaysia (UUM).  Pelajar tahun akhir dipilih kerana 

golongan ini telah mengaplikasikan ICT dalam pembelajaran mereka samada secara langsung atau 

tidak, bakal menamatkan pengajian,  dan bakal memasuki dunia pekerjaan.  Kajian dijalankan secara 

praktikal di makmal komputer dan dipantau oleh seorang fasilitator.  Pelajar diberikan satu tugasan iaitu 

menyediakan sepuluh sijil menggunakan perisian Microsoft Word.  Contoh sijil disediakan seperti 

dalam Rajah 2.  Pelajar dikehendaki menyediakan sijil seperti contoh yang diberikan dalam masa satu 

jam sahaja.  Pelajar juga dikehendaki mendapatkan gambar yang hampir sama seperti yang digunakan 

dalam sijil berkenaan.   

 

 
Rajah 2: Contoh Sijil 

 

Tugasan ini bermatlamat untuk menilai tahap usaha pelajar menggunakan peralatan dan perisian ICT 

sewaktu menyiapkan tugasan yang diberikan.  Pelajar digalakkan menggunakan perisian berkaitan 

dalam usaha menyiapkan tugasan berkenaan.  Setelah selesai tugasan, pelajar diarahkan supaya 

menghantar 10 sijil berkenaan berserta gambar asal yang mereka gunakan  kepada fasilitator melalui 

email.  Hasil kerja pelajar akan disemak dan diberi markah dan gred seperti dalam Jadual 1. 

 

Melalui ujian ini tahap sebenar penguasaan ICT dalam kalangan pelajar dapat nilai seperti berikut: 

1) Menggunakan Microsoft Word dengan betul dan berkesan 

2) Mendapatkan gambar bersesuaian dari sumber Internet menggunakan enjin carian Google  

3) Menggunakan perisian bersesuaian bagi menyunting gambar 

4) Menguruskan bahan-bahan dan fail berkaitan dalam komputer dengan efisien (seperti 

menyediakan folder dan sub-folder) 
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5) Menggunakan perisian zip atau rar untuk compress fail sebelum dihantar melalui email. 

6) Menggunakan email dengan betul. 

 

 

Jadual 1: Julat Markah dan Gred 

Julat Markah Gred 

x < 34.45 F 

34.45 <= x < 39.45 D 

39.45 <= x < 44.45 D+ 

44.45 <= x < 49.45 C- 

49.45 <= x < 54.45 C 

54.45 <= x < 59.45 C+ 

59.45 <= x < 64.45 B- 

64.45 <= x < 69.45 B 

69.45 <= x < 74.45 B+ 

74.45 <= x < 79.45 A- 

79.45 <= x < 89.45 A 

x >= 89.45 A+ 

 

 

4. DAPATAN KAJIAN DAN PERBINCANGAN 

 

Jumlah keseluruhan pelajar yang terlibat dalam kajian ini adalah 63 orang dan bahagikan kepada dua 

kumpulan mengikut kapasiti makmal komputer yang digunakan. Rajah 3 menunjukkan taburan pelajar 

yang terlibat mengikut jantina.   Seperti yang ditunjukkan dalam Rajah 3, kebanyakan responden adalah 

perempuan (83%), manakala lelaki hanya 17% sahaja. 

 

 
Rajah 3: Jantina 

 

Jadual 1 menunjukkan skor keseluruhan yang diperolehi oleh pelajar berdasarkan tugasan yang mereka 

telah selesaikan.  Dua pelajar tidak menghantar tugasan, dua orang pelajar gagal tugasan tersebut, 

manakala pelajar yang lain lulus dengan gred minimum D+.  Kebanyakan pelajar mendapat gred C, C+, 

B- dan B.  Enam orang pelajar mendapat gred A dan tiga orang pelajar mendapat gred A-.   Rajah 4 

menunjukkan graf bagi taburan skor. 
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Jadual 1: Skor bagi Tugasan 

Skor Minimum Gred Kekerapan Peratus 

 TIDAK HANTAR 2 3.17 

0 F 2 3.17 

34.45 D 0 0.00 

39.45 D+ 4 6.35 

44.45 C- 3 4.76 

49.45 C 9 14.29 

54.45 C+ 8 12.70 

59.45 B- 10 15.87 

64.45 B 11 17.46 

69.45 B+ 5 7.94 

74.45 A- 3 4.76 

79.45 A 6 9.52 

89.45 A+ 0 0.00 

 JUMLAH 63 100 

 

 

 
Rajah 4: Graf Taburan Skor 

 

Jadual 2 pula menunjukkan skor kemahiran pelajar bagi setiap komponen dalam tugasan yang diberikan 

kepada mereka.  Dapatan tersebut menunjukkan pelajar mempunyai kemahiran asas menggunakan 

Microsoft Word, menggunakan enjin carian, mencari dan memanipulasi gambar.  Walau bagaimanapun 

pelajar didapati agak lemah membuat fungsi alignment dalam Microsoft Office.  Pelajar juga didapati 

tidak dapat mengaplikasikan mail-merge dalam tugasan ini.  Kebanyakan pelajar juga tidak 

menggunakan perisian untuk compress fail.  Hanya 32.79% sahaja yang menghantar lampiran tugasan 

yang telah dicompress (contoh Rajah 5).  Dari aspek penggunaan email, kesemua pelajar telah 

menghantar tugasan menggunakan email.  Ini menunjukkan mereka mempunyai pengetahuan asas 

menggunakan email.  Walaubagaimanapun, tidak ramai pelajar menggunakan email dengan betul 

seperti meletakkan subjek yang bersesuaian dan menulis kandungan email (Rajah 5Rajah 5:). Malah 

ramai pelajar yang hanya menghantar email hanya dengan lampiran tanpa sebarang tulisan di bahagian 

kandungan email (Rajah 6, Rajah 7 dan Rajah 8). 
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Jadual 2: Skor Kemahiran Pelajar mengikut aktiviti 

Kemahiran   Peratus 

1. Kemahiran asas Microsoft Word :  

a. Menggunakan font- plih jenis font, saiz, warna, style : 87.13 

b. Alignment - guna dan membuat tetapan : 31.97 

2. Mail-merge : 0 

3. Gambar – mendapatkan, memanipulasi, dan menggunakan mengikut contoh yang 

diberikan 

:  

a. Gambar yang betul : 92.62 

b. Ubahsuai gambar-crop, picture effect : 44.26 

c. Dikendalikan dengan betul : 60.66 

4. Logo yang betul : 96.72 

5. Internet, pelayar web dan kemudahan carian :  

a. Menggunakan enjin carian yang sesuai : 100 

b. Katakunci yang relevan : 100 

6. Compress fail : 32.79 

7. Email :  

a. Menggunakan email : 100 

b. Mengandungi subjek yang diarahkan : 75.41 

c. Ada kandungan email : 6.56 

 

Jadual 3 menunjukkan senarai perisian yang digunakan oleh pelajar.  Dalam menyiapkan tugasan ini 

pelajar didapati telah menggunakan pelbagai perisian sampingan seperti Adobe Photoshop, Microsoft 

Excel, Microsoft Publisher, Microsoft PowerPoint, paint dan sebagainya.   

  

Jadual 3: Senarai Perisian yag dgunakan oleh pelajar 

Perisian Kegunaan 

1. Microsoft Word Menghasilkan sijil 

2. Adobe Photoshop Mengubahsuai gambar 

3. Adobe Reader PDF 

4. Microsoft Excel Menyediakan senarai peserta (data bagi sijil) 

5. Microsoft Publisher Dekorasi/templat sijil 

6. Microsoft Powerpoint Menyunting gambar 

7. Nero Menyunting gambar 

8. Paint Menyunting gambar 

9. Win RAR Compress fail 

10. Zip Compress fail 
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Rajah 5: Contoh Email Pelajar (Lengkap) 

 

 
Rajah 6: Contoh Email Pelajar 1 (Lampiran Uncompress) 
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Rajah 7: Contoh Email Pelajar 2 (lampiran Compress) 

 

 
Rajah 8: Contoh Email Pelajar (Tanpa Subjek) 

 
5. KESIMPULAN 

 
Secara keseluruhannya, kajian mendapati pelajar di UUM telah didedahkan dengan pelbagai teknologi 

ICT dan aplikasi komputer.  Teknologi dan aplikasi ini sering diaplikasikan dalam proses pembelajaran 

pelajar (Yamin & Ishak, 2017).  Implementasi seperti ini secara tidak langsung mengasah kemahiran 

ICT dalam kalangan pelajar.   

 

Walau bagaimanapun, dapatan daripada tugasan yang telah dilaksanakan menunjukkan penguasaan 

sebenar pelajar iaitu keupayaan praktikal masih di tahap sederhana.  Majoriti pelajar didapati berada 

dalam skala gred C hingga B.  Manakala peratusan pelajar yang mendapat gred A amat rendah 

berbanding keseluruhan pelajar.  Kewujudan pelajar yang gagal juga amat membimbangkan.  Dapatan 

kajian ini perlu diberi perhatian kerana pelajar yang telah melalui proses P&P secara e-pembelajaran 

sewajarnya mempunyai kemahiran ICT yang baik seperti yang diutarakan oleh An et al (2009). Oleh 

itu, pelajar perlu meningkatkan usaha untuk belajar dan meningkatkan kemahiran ICT mereka.  
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Revolusi industri 4.0 atau IR4.0 memerlukan tenaga kerja yang bukan sahaja “tahu” teknologi 
tetapi juga mampu mengamalkan dan menggunakan teknologi berkenaan dalam penyelesaian 

masalah di organisasi.    
 

Kemahiran ICT perlu dipertingkatkan sebelum pelajar menamatkan pengajian bagi menyediakan diri 

mereka untuk persekitaran kerja sebenar. Pada masa yang sama, pensyarah perlu mengambil inisiatif 

menggalakkan pelajar menggunakan pengetahuan dan kemahiran ICT dalam proses pembelajaran 

mereka.  Pihak universiti juga perlu merangka kaedah yang bersesuaian bagi mendedahkan pelajar 

dengan teknologi ICT terkini.  Pendekatan amalan ICT secara terbenam dalam kurikulum  sedia ada 

perlu dipertingkatkan.  Ini bagi membolehkan pelajar mendapat pendedahan dan mengamalkan 

teknologi terkini dalam proses pembelajaran mereka. 

 
 

6. PENGHARGAAN 

 

Kajian ini dijalankan di bawah pembiayaan Skim Geran Pembangunan Pelajar, Universiti Utara 
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Abstract  
 

The purpose of the Paper is to examine the conflicting interests of the airline, airport and passenger’s 
expectation on provision of terminal facilities in Low Cost Terminals (LCTs) and supported by an in-

depth survey of low cost passenger preferences related to operations at the Low Cost Terminal, Kuala 

Lumpur International Airport 2 (KLIA 2), Malaysia. The debate concerning the development of the 

‘right’ terminal facilities (TF) has led to considerable discussion by airport operators. Airports have to 
retain the airlines as business partners and customers. To this end, they need to develop facilities that 

offer best value in order to retain their custom without compromise safety and security. In addition, 

airports must be flexible enough to meet the changing needs of passengers. With particular emphasis 

on experiences at KLIA 2, this research is an evaluation the provision of TF for a LCT model, taking 

into account potentially expectations of passengers. The paper concludes by suggesting guidelines for 

LCT development that will seek to optimise the relative aspirations of passengers concerned. 

 

Keywords: Low Cost Terminal (LCT), Airlines, Terminal Facilities  

 

 

1. INTRODUCTION  

 

Provision of low-cost terminals (LCTs) facilities have attracted the interests of airports, airlines and 

passengers. The effort has been directed towards understanding the concept and its practicality. A 

significant number of LCTs have been constructed as a result of the growth of Low-Cost Carriers around 

the world. The growth of LCTs, as a result of the establishment of LCCs, has led to the concept of fewer 

facilities being offered to airport users in return for a reduction in aeronautical charges. The industry 

has seen the introduction of various types of LCT such as Warsaw, Kuala Lumpur International Airport 

(KLIA), and Coventry, the production of various guidelines for the development of LCT facilities and 

promoting the concept of ‘simple and functional’ into terminal design. Many airports have established 

the concept of simplification into their LCT design in order to reduce the costs associated with terminal 

development and operation. Other airports have responded to fulfilling airlines’ needs and passengers’ 
preferences in order to attract significant numbers of LCCs and their passengers to use the airport and 

associated terminal facilities. The purpose of the Paper is to examine the conflicting interests of the 

airline, airport and passenger’s expectation on provision of terminal facilities in Low Cost Terminals 

(LCTs) and supported by an in-depth survey of low cost passenger preferences related to operations at 

the Low Cost Terminal, Kuala Lumpur International Airport 2 (KLIA 2), Malaysia. 

 

LCTs have their own capability to process flights and passengers using a simplified terminal building 

design. The planning of LCT facilities includes both airside and landside facilities which can cater for 

up to 10 million passengers’ traffic per annum (MPPA). In terms of terminal design, LCTs are classified 

into two different kinds, converted and dedicated (new build).  

  

A converted terminal is a rebuilt structure or a modification of an existing building into an airport 

terminal building which includes the processing activities for the airline and passengers. There is 

usually no provision for transfer passengers. Most simplified designs of LCT in European Countries 

have followed the converted terminal design concept in order to reduce capital investment cost. The 
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construction of a specific area of terminal building for processing activities (i.e. check-in, baggage 

reclaims) can be classified as the converted area (i.e. Frankfurt Hahn Airport). The development of a 

converted terminal should be considered after taking into account restricted land availability and the 

high capital investment to construct a separate terminal building. The converted terminal size is small 

compared with dedicated terminals. 

 
Table 1: Summary of LCT characteristics 

Characteristic Description 

Overall Simple design, low charges imposed on airlines as Passenger 

Service Charges (PSC) indirectly imposed through ticket price to 

passengers.  

Passenger type Short-haul leisure (including VFR and holiday makers) and 

business. 

Type of terminal Converted and dedicated buildings. 

Types of facilities Aim for high efficiency, basic terminal facilities, maximise aircraft 

turnaround to 25 minutes 

Type of aircraft Typical for LCCs (i.e. A320, B737). 

Airlines Charter, regional short haul, origin-destination, no transfer. 

Apron ‘Remote stand’ – passengers will take bus or walk between 

departure gate and aircraft or vice versa, avoidance of air bridges. 

Commercial revenue Limited retail and catering. 

Terminal facilities Usually, single storey airport terminals, reduced costs (reduced 

capital investment and depreciation charges for airport), quick 

check-in (i.e. e-tickets, no transfers, minimum hold baggage), no 

executive or business lounges (reduced costs for airports or 

airlines). 

Usually (but not always) only road access, coach services to 

service nearest cities or towns. 

Airside facilities Short taxiing distances to and from terminal building, minimum 

runway length sometimes specified (2200 metres for B737 

operation). 

Terminal building  Low (conversion) to medium lifetime. 

Passenger processing time  Short and highly efficient, depends on support facilities. 

 

The planning for a dedicated terminal is aimed at a simplified design concept either as a new building 

or extension of an existing terminal building. The planning of an LCT is similar to the small airport 

terminals when considering passenger traffic volumes, aircraft mix, capital investment, availability of 

resources and future expansion. A dedicated LCT may also include a multiple range of commercial 

initiatives (i.e. kiosks and self-vending machines) to be included in the terminal design. Recent 

examples of new dedicated terminals can be found in KLIA LCT and Kota Kinabalu, Malaysia, and the 
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Budget Terminal, Changi International Airport, Singapore. Table 1 indicates the characteristics of LCT 

design to be compared with ‘traditional’ terminals and small airport terminals. 

 

2. LITERATURE REVIEW: BASIC CONCEPT OF LOW-COST TERMINALS (LCTS) 

 

The differences in service standards offered by ‘normal’ and LCCs have a significant impact on terminal 

facilities’ ability to meet airline preferences (McLay and Reynolds-Feighan., 2006). LCCs require 

simple and functional facilities to serve their passengers while offering discounted prices or a reduction 

in  the amount to pay for travel, as well as promoting their point-to-point services (Barrett, 2004). Thus, 

recent examples of LCT design try to establish a basic terminal facilities concept1, focused on cost 

saving and making use of economic resources. The design also emphasises cost effectiveness, 

simplifying the terminal process and providing easy access to the terminal building. As suggested by 

Odoni and de Neufville (1992), cost-effectiveness and efficient terminal design are important, 

especially for the development of new facilities at terminals.  

 

The provision of LCT terminal facilities should always be designed to suit the requirements of airlines 

and passengers. The increased demand of passengers creates a significant pressure on airport authorities 

to develop new facilities to accommodate the airline and passengers with a reasonable level of service 

(Jim and Chang, 1998). The requirements of terminal design should include the market segment interest 

(i.e. leisure, low cost, business). Growth in demand, if not met by provision of these, will result in 

delayed trips, deteriorating quality of service and unacceptable levels of overcrowding in the terminal 

building (Balis et. al., 2002).  

  

The provision of terminal facilities (i.e. departure and arrival areas) is required to meet standard levels 

(i.e. check-in processes within 90 minutes) that been set in order to reduce costs of turnaround time. 

Therefore, airport planners should decide on the level of adequacy of the facilities to be included in 

terminal design. A balanced provision of terminal facilities can improve service levels during the 

turnaround time as well as achieving the aims of the LCCs. 

 

LCCs have also benefited from advances in simplification of terminal facilities, as indeed have other 

airlines. Changes in check-in processes and furniture are just one of a number of issues that airport 

management have had to deal with in terms of current airport terminal design and operations. On one 

hand, the LCCs are pushing for minimal airport charges and efficient terminal operations. On the hand, 

both business and leisure passengers have specific expectations, not only in terms of low fares, but also 

in the quality of service and facilities available at an airport. At a number of airports, the response has 

been to reduce capital investment by building dedicated Low Cost Terminals (LCTs) or to convert 

existing buildings. Where the problem lies, is what is the trade-off between airlines, passenger and 

airport management expectations, and is there a conflict between the expectations of these parties? This 

Paper seeks to examine  the preferences of business and leisure passenger, airline and airport 

managements perceptions of facilities that should be available in an airport terminal but the availability 

of which could be traded-off against a reduction in air-fare and cost and revenue structures that is, from 

a passengers, airline and airport point of views, what relationship is there between the provision of 

specific facilities, and quality of service, if a further reduction in fare and cost and revenue structures 

were possible. 

  

3. RESEARCH METHODOLOGY  

 

The target audience was Air Asia business and leisure passengers using the newly opened LCT at Kuala 

Lumpur International Airport 2 (KLIA2). A survey of passengers was undertaken to collect information 

 
1  Basic concepts of building performance as may be viewed by the various groups having an interest in the 

airport terminal and how measures of performance might be useful to decision makers concerned with 
terminal building planning, design, or operations in new facilities or major alterations (Lemer, 1992). 
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on their perception of, and views on, the provision of specific facilities included in the design of the 

new LCT. The researchers were assisted by survey teams from the Malaysian Airport Management 

Technical Service (MAMTS) and who were used to collect the data, often by face-to-face interviews 

with passengers, using a pre-designed questionnaire. Five hundred questionnaires during the course of 

the survey were handed out and a total of 360 questionnaires were returned, with a 72% response rate. 

The questionnaires were distributed to the passengers while they were waiting to board flights in the 

departure lounge and waiting to collect baggage in the arrival hall. The survey also includes the 

expectation of managers of Air Asia and Malaysia Airports Berhad on the provision of terminal 

facilities.  

In the survey, each passenger and managers of Air Asia and Malaysia Airports Berhad was asked to 

express their views on the experience of using the facilities in the LCT. The questionnaire was divided 

into two sections: departures and arrivals. In the departures section (check-in and departure lounge, 

including commercial and boarding areas), the passengers were asked about their preferences for the 

provision of specific facilities. Likewise, the arrivals section of the questionnaire was used to evaluate 

the provision of facilities in the baggage reclaim and arrival hall areas. The inclusion of commercial 

facilities in the questionnaire was to measure passengers’ preferences to have those facilities included 
in LCT design. 

 

4. RESULT AND DISCUSSION  

 

The Paper focuses on the evaluation of specific terminal facilities after reviewing various LCT models 

and developments. The output of this Paper is a proposal for a conceptual model which indicates the 

core and secondary terminal facilities that should be included in a LCT design, after examining the 

preferences of airline and airport management and passengers. 

 

By examining the current provision of terminal facilities KLIA LCT, indicate the selection of core and 

secondary facilities for future dedicated LCT designs following the surveys.  The LCT facilities’ 
conceptual model should enable increased efficiency of airport operations. Thus, the aim of LCT 

development to minimise aircraft turnaround times may be achieved. For basic terminal facilities 

provision, the adoption of single level terminal buildings is the ideal concept of a LCT with faster check-

in services, simple baggage-handling system, no passenger transfers and simple surface access for 

passengers. 

 

The results from the survey indicate that the views of the managers and executives of Air Asia are 

similar. Taking Air Asia management preferences as an example (Table 2), a suitable number of manual 

check-in counters, ticketing counters and self-service check-in machine are classified as core facilities, 

and both managers and executives preferred that these facilities be included in future LCT designs. Air 

Asia management considered hand baggage check-in and airline offices as being secondary facilities.  

In the departure lounge area, except for seating availability, most of the TFs are rated as secondary 

facilities. Seating availability in the check-in area was seen as important as both executives and 

managers indicated that this facility should be included as part of LCT design as airline boarding delays 

create a potential demand for seating. Airline management also expressed a preference for operating a 

LCT with only basic facilities, without the provision of air bridges, to reduce the cost of airport charges 

(Graham, 2006).  

 

Also shown in Table 2, a sufficient number of baggage reclaim carousels were considered as the most 

important facility to be included in the baggage reclaim area. A sufficient number of baggage reclaim 

carousels should be included in LCT design. However, the baggage reclaim display and lost and found 

counters were classified as secondary facilities in the baggage reclaim and arrival hall areas. Disabled 

facilities and toilets were seen to be important as the availability of these facilities is limited in the 

current LCT design.  
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Table 2: Preferences for LCT facilities from the viewpoint of Air Asia management 

 

  Airport charges  

Core facilities  Secondary facilities 

Check-in  

Number of manual check-in 

counter, ticketing counter and 

self-service check-in machine 

Hold baggage check-in and 

airline office 

Departure 

Lounge 
Seating 

Airline boarding counter, 

airline shop, boarding pass 

control machine, air-bridge 

and standing area 

Baggage 

reclamation 

area and arrival 

halls  

Number of baggage reclaim 

carousels 

Baggage reclaim display and 

lost and found counter 

Other facilities  Disabled facilities and toilets 

Air conditioning, FIDS, 

Information counter, way-

finding, café or restaurant and 

product promotional area  
 

Table 3 shows the conceptual model for LCT design that considers the influence of cost and revenue 

structures according to the viewpoint of airport management. The conflicting interest of passengers and 

airline management shown by the survey indicates that airfares and airport charges influence the 

selection of TF provision. In the same Table, the terminal facilities have been grouped in four sections: 

check-in, departure lounge, baggage reclamation and arrival hall and other general facilities. 

  

In the check-in area, airport charges influence the provision of terminal facilities. Installation of manual 

check-in desks and self-service check-in kiosks was significantly related to the flexibility of airport 

charges. The other facilities (i.e. airline offices and product promotional areas) were considered as 

secondary. Airport management (executives and managers) preferred contact stands and a sufficient 

number of automatic baggage handling carousels.  These facilities significantly influence the level of 

airport charges. For example, excluding air-bridges, in preference to contact stands, will reduce LCT 

construction costs and therefore the level of airport charges. 

 

In terms of capital investment, both managers and executives consider that self-service check-in kiosks 

and number of automatic baggage handling carousels have a direct impact on the amount of capital 

investment to be allocated. Equipment costs can be reduced through less dependency on both 

information technology (check-in and passenger information) and the use sophisticated baggage 

handling systems used for baggage transfer.  

 

Operational charges would be expected to be reduced through limited terminal facilities provision. The 

use of advanced technologies such as self-service check-in may reduce operational costs. As stated by 

O’ Connell (2007), the minimisation of operational processes and labour costs with the LCT concept is 
expected to save 30 to 40% of the traditional terminal costs. The cost of labour-intensive activities, 

including security, is difficult to reduce. However, check-in and commercial facilities can be reduced 

through the introduction of self-service check-in and smaller airline lounges (payable) compared with 

the ‘traditional’ terminal. 
 

Increases in commercial revenue are indirectly linked with the growth in passenger traffic. As 

passengers spend more in commercial outlets within the LCT, they contribute towards additional airport 

revenue. By inclusion of bureau de change, café or restaurant and cash machines as core facilities, such 

a commercial initiative at KLIA increased commercial revenues by about USD300 000 in 2006.  
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Responses from airlines, airport and passengers were collected from the post-development surveys. 

Table 3 summarise the conflicting views on the provision of terminal facilities (between airline and 

airport management, and passengers) in the check-in, departure lounge, and baggage reclamation and 

arrival hall areas.  

 

Check-in area  

1. Airline and airport management, and passengers, preferred to have a sufficient number of 

manual check-in desks and self-service check-in kiosks to be included in LCT design. These facilities 

were rated as highly important as only a limited number of these facilities is currently available at KLIA 

LCT. 

2. Survey showed that bureau de change (BDC) and café or restaurant are highly important based 

on airport management and passengers preferences. 

3. Both airline management and passengers agreed that airline ticketing counters should be 

available at KLIA LCT, although these facilities could be replaced in the future by online ticketing 

services.  

4. Also, air conditioning, FIDS, information counter, seating, television and toilets are highly 

important according to the viewpoints of Air Asia business and leisure passengers.  

 

Departure Lounge  

1. Bureau de change (BDC), cash machines and self-vending machines were preferred by airport 

management and passengers. Noting the self-vending machine as an example, the availability of this 

facility is important as the allocation of this facility could generate extra revenue for the airport. Apart 

from that, the passengers feel that it is more convenient to have this facility available.  

2. Seating was strongly required by airlines and passengers as most of the passengers were 

experiencing limited seating at the current KLIA LCT. 

3. Contact stands are important to reduce LCT capital investment cost. 

4. Air conditioning, café or restaurant, FIDS, information board, internet, shops and toilets were 

also of high importance for passengers.  

 

Baggage reclamation and arrival hall  

1. Both airlines and airport management preferred a sufficient number of baggage reclaim 

carousels in the baggage reclamation hall. They rated the facility as being of high importance as there 

are a limited number of carousels in the current LCT design.  

2. Toilets are considered as being a core facility by airline management and passengers as the 

simplified design of the current LCT has restricted space for toilets. 

3. Air Asia preferred to have disabled facilities for their passengers.  

4. The following facilities were rated as core facilities based on passenger preferences: air 

conditioning, baggage reclamation signage, car hire counter, FIDS, hotel reservation counter, 

information counter, left luggage service, seating, self-vending machine, shop, taxi counter and 

television. 

 
CONCLUSION 

 
The Paper has shown that there are conflicting expectations existing between passengers, and airline 

and airport management. A reduction in airport (passenger service) charges is seen as important in 

encouraging LCCs to develop routes and, in turn, passengers to make use of the LCT facilities. 

Therefore, a reduction in airport charges is seen as being in the interests of both passengers and LCCs, 

and therefore LCC management are supportive of the simplification of terminal facilities. However, it 

is necessary to ensure that sufficient terminal facilities should be provided to ensure the efficiency of 

terminal operations as far as passengers are concerned. For example, the development of the KLIA LCT 

has seen a comprehensive programme of consultation, in relation to the current and prospective needs 

of all airport users (in particular, the LCCs and passengers). The challenge for LCT development is to 

consider the varying objectives and requirements of the LCCs, the passengers and the extended airport 
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community, and to balance short-term requirements with proper long term planning for the ongoing 

development of the LCT.  

 

In conclusion, the proposed conceptual design benefits passengers and airline management as well as 

airport management by indicating specific concepts which take into account the influence of cost and 

revenue structures in LCT design. However, in order to enhance the research outcomes, future 

researchers, planners and designers should able to integrate ‘real cost data’ into the LCT design concept. 

With inclusion of ‘real cost data’, the proposed concept could be more viable, relevant and unique as 
airport management can take advantage of cost estimates while planning a specific LCT design. 

However, the applicability of the proposed conceptual design can be enhanced while airport 

management is able to take into account PESTLE analysis, more specifically the influence of culture 

(i.e. lifestyle) of passengers. As LCT research is still a new domain, it is of potential interest to airport 

management for reducing airport costs while planning and development of the airport takes place. In-

depth discussion on cost and revenue structures contributes to the minimising of construction costs. The 

proposed conceptual design model will therefore enhance airport capacity in future LCT development.  
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Table 4: Preferences for LCT facilities from the viewpoint of airport management 

  
Cost and revenue structures  

Airport Charges Capital Investment Operational cost Airport revenue 

Check-in 

Manual check-in and self-

service check-in kiosks 
Self-service check-in kiosks 

Manual check-in counter and 

self-service check-in kiosks 

Bureau de change and café or 

restaurant 

Airline office, product 

promotional area, airline 

ticketing counter, bureau de 

change, café or restaurant, cash 

machine, FIDS, hand baggage 

check-in, seating, convenience 

shop, television and trolleys 

Airline office, product 

promotional area, airline 

ticketing counter, bureau de 

change, café or restaurant, cash 

machine, FIDS, hold baggage 

check-in, number of manual 

check-in, seating, television and 

trolleys 

Airline office, product 

promotional area, airline 

ticketing counter, bureau de 

change, café or restaurant, 

cash machine, FIDS, hold 

baggage check-in,  seating, 

self-service check-in, 

convenience shop, television 

and trolleys 

Airline office, product promotional 

area, airline ticketing counter, cash 

machine, FIDS, hold baggage 

check-in, number of manual check-

in, seating, self-service check-in, 

convenience shop, television and 

trolleys 

Departure 

Lounge 

Contact stand Airline boarding counter, airline 

boarding pass control, airline 

shop, contact stands, bureau de 

change, cafe or restaurant, cash 

machine, seating, convenience 

shop, product promotional area, 

smoking area and television 

Airline boarding counter, 

airline boarding pass control, 

airline shop, contact stands, 

bureau de change, cafe or 

restaurant, cash machine, 

seating, convenience shop, 

product promotional area, 

smoking area and television 

Bureau de change and cash machine 

Airline boarding counter, airline 

boarding pass control, airline 

shop,  bureau de change, cash 

machine, seating, convenience 

shop, product promotional area, 

smoking area and television 

Airline boarding counter, airline 

boarding pass control, airline shop, 

contact stand, cafe or restaurant, 

seating, convenience shop, product 

promotional area, smoking area and 

television 

Baggage 

reclamation 

area and 

arrival halls 

Number of automatic baggage 

handling carousels 

 Number of automatic baggage 

handling carousels 

Number of automatic baggage 

handling carousels Café or restaurant 

Airline information counter, 

airline lost and found counter, 

baggage reclaim display, bus 

counter, cafe or restaurant, cash 

machine, left luggage counter, 

lost and found counter, seating, 

shop, product promotional area, 

taxi and trolleys 

Airline information counter, 

airline lost and found counter, 

baggage reclaim display, bus 

counter, cafe or restaurant, cash 

machine, left luggage counter, 

lost and found counter,  seating, 

shop, product promotional area, 

taxi and trolleys 

Airline information counter, 

airline lost and found counter, 

baggage reclaim display, bus 

counter, cafe or restaurant, 

cash machine, left luggage 

counter, lost and found 

counter,  seating, shop, 

product promotional area, taxi 

and trolleys 

Airline information counter, airline 

lost and found counter, baggage 

reclaim display, bus counter, cash 

machine, left luggage counter, lost 

and found counter, number of 

automatic baggage handling 

carousals, seating, shop, product 

promotional area, taxi and trolleys 
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Other 

facilities 

Air conditioning, airport way 

finding, baby changing 

facilities, disabled facilities, 

FIDS, information counter, 

prayer room, public phone, 

public waiting area, smoking 

area, toilet and trolleys 

Air conditioning, airport way 

finding, baby changing facilities, 

disabled facilities, FIDS, 

information counter, prayer 

room, public phone, public 

waiting area, smoking area, 

toilet and trolleys 

Air conditioning, airport way 

finding, baby changing 

facilities, disabled facilities, 

FIDS, information counter, 

prayer room, public phone, 

public waiting area, smoking 

area, toilet and trolley 

Air conditioning, airport way-

finding, baby changing facilities, 

disabled facilities, FIDS, 

information counter, prayer room, 

public phone, public waiting area, 

smoking area, toilet and trolley 

     

   Core facilities   

   Secondary facilities   

    

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

__________ 

*Corresponding author:  
E-mail: rohafiz@uum.edu.my 

The Concept of Sustainable Transportation to Reduce a Carbon Monoxide 

Emission in Malaysia-Thailand Border 
 

Rohafiz Sabar*a, Nur Khairiel Anuarb , Jevaan a/l G. Mimhapanc,  
Delipkumar a/l S. Thinakarand 

 
 a,b,c,d Logistics and Transport Department, School of Technology Management and Logistics (STML),  

Universiti Utara Malaysia, Kedah Malaysia  
 

 
Abstract  
 
The problems related to carbon monoxide emissions from the transport sector represent a major global 
concern. The purpose of this paper is to evaluate the concept towards sustainable transportation on 
carbon monoxide emission in Malaysia Thailand border. The report regarding sustainable transport used 
to identify and analyze emissions reduction potential, supported by the Ministry of Transport (MOT) to 
reduce the level of carbon monoxide emission from transport and enhances the economy, promotes 
livability and protects the environment. The sustainable approaches which are renewable energy and 
green vehicles help to mitigate the level carbon monoxide emission. These two approaches have the 
main advantage of reducing the amount of carbon monoxide in the atmosphere. The result of this paper 
hoped will be useful both as comparative and as an example of best practice for the transport sector in 
minimizing the level of carbon monoxide. The study suggested some recommendations which 
considered would help achieve the goal of sustainable transport in reduce emissions. 
 
Keywords: Carbon monoxide emission, sustainable transportation, renewable energy, green vehicle 

 

 
1. INTRODUCTION  

 
Sustainable growth is the main concern as countries attempt to implement approaches to decrease 
greenhouse gas emissions. Sustainable transportation is including systematic efforts to present new 
vehicle types, renewable fuels and alternative replacement form (Fenton, 2016).  According to Zhou 
(2012), sustainable transportation is the transport activity needs to sustainable on three counts of 
economic, environmental and social. Sustainable transportation is the tool to help the portability needs 
of a society in a method that is the slightest damageable to the earth and does not delay the mobility 
needs of coming generations (Rodrigue, Comtois, & Slack, 2017). Transport as a part of logistics 
activity and vital for the development of countries. It is predictable that cargo transport accounts for 
around 8 percent of energy-related CO emissions globally (Hall, 2002). The Energy Efficiency and 
Renewable Energy (EERE) help the researchers of the United States and other organization to replace 
the fuel with clean fuel and encourage the use of electric vehicles in order to provide more cleaner and 
productive transportation to the world. By the greener vehicle, bioenergy, and fuel cell technologies, 
U.S take action to enhance module electrically and other option fuel vehicles propelled burning motor 
and vehicle proficiency to create low-carbon local transportation fuels. 
 

2. PROBLEM STATEMENT  

Transport is fundamental in the current globalized economy that allows movement of humans, animals, 
and goods from one location to another is the main element that causes of suburbanization (Olivares, 
Sole, & Osychenko, 2018). Transportation is the quickest developing major contributor to worldwide 
environmental change, representing 23% of energy-related carbon monoxide (CO) emissions (Singru, 
2010). Sustainable transport is a developing field that has lacks of implementation. Sustainable 
transportation has become a priority for transportation and for sustainability. But even though some 
countries did not demonstrate any full commitment. The use of renewable energy and greener vehicles 
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is very low in most of the countries. The poor sustainable transportation implementation increase the 
problem that surrounds transportation such as environmental change, urban air pollution, and reduced 
reserves of petroleum. China is the largest carbon emitter that contributed 27% of global carbon 
emissions. One of the reasons that China in top-ranked country that highest carbon emissions are poor 
focusing on country sustainability. China has been ranked 60th place in Country Sustainability Ranking 
2018 (RobecoSAM, 2018). 
 
The transportation segment produces the biggest share of greenhouse gas emissions especially carbon 
monoxide. Transportation-related emissions are the overwhelming contributing source of air pollutants 
(Ghadimzadeh et al., 2015). Carbon monoxide is that the toxic gas fashioned by the burning of carbon, 
particularly within the kind of vehicles fuel. Carbon monoxide from transportation primarily come from 
burning fossil fuel such as petroleum and diesel that from cars, trucks, ships, trains, and planes.  
 
The high carbon monoxide emission has become the biggest problem almost in every country because 
of increasing demand in the transport sector due to high growth of economy. In the future, the demand 
for the transport is estimated to have a high increase and it causing the CO discharges level become 
higher (Mustapa and Bekhet, 2015). In 2016, the aggregate sum of carbon monoxide emissions in 
Malaysia added up to around 2.04 million metric tons, an expansion from the earlier year (Statistic, 
2018). This problem in transportation impacts the environment such as the issue of climate change due 
to increasing levels of carbon monoxide emissions. It also becomes the most challenging environmental 
problem in recent years.  
 
The increase in the number of vehicles is one of the main emissions growth reasons. The growth of the 
number of vehicles cause high energy consumption and cause carbon monoxide emissions. The growth 
of an economy, rapid urbanization and income rises of people cause a high demand for transport 
(Kasipillai & Chan, 2008). Nowadays, people use transport for various purposes such to conduct their 
daily activity. They more prefer to use own transport vehicles rather than public transport. The extent 
of those traveling to work by private vehicles is as yet developing, while utilization of more economical 
travel modes is declining. The Malaysia Automotive Info (2018) states there is total vehicles of 499,639 
units in 2017 that include passenger cars of 459,558 units and commercial vehicles of 40,081units. 
 
Accomplishing emissions reduction for the future in the transport division will remain a significant 
challenge. Therefore, the reduction of carbon monoxide emissions, especially in the transport sector, 
sustainable transportation is plays an important role. Sustainable development is a major anxiety that 
effort to diminish greenhouse gas emission (Cioca, et al., 2015). Renewable energy such as solar, 
biofuels, hydrogen gas and greener vehicles such as Hybrid (ICE-Electric) and plug-in electric vehicle 
(PEV) can solve the emission problems.  
 

The investigation and identification of resolutions suitable to moderate the effect of these carbon 
dioxide discharge through the utilization of renewable resources. The hybrid vehicles have the ability 
to reduce the carbon monoxide emission up to 50% from total emission and the use of bioethanol can 
reduce 25% of carbon emission, the biodiesel 45% and the hydrogen up to 40% when compared to 
petrol and diesel based engine vehicles (Potter, 2007). This includes reducing environmental pollution 
and the use of resources, eventually causal to the safety of society. Sustainability transport is one of the 
best methods to prevent the carbon emission from affecting the environment and other environmental 
impacts (Potter, 2007). 
 

3. RESEARCH OBJECTIVE 

The purpose of this paper is to develop the concept towards sustainable transportation on carbon 
monoxide emission in Malaysia Thailand Border 
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4.   RESEARCH METHODOLOGY  
 
Descriptive study is to describe systematically the characteristics of a given population and find 
relationships between or among selected variables. The hypothesis testing permits the researcher to test 
the relationship between the independent variables (renewable energy and greener vehicle) and 
influence on the carbon monoxide (CO) emissions. Meanwhile, descriptive design will facilitate the 
researcher to identify the approaches towards sustainable transportation on carbon monoxide emission 
in Thailand Malaysia border. In this research, we have used quantitative research for our study by 
distributing the questionnaire and collect the data. Then, the study also used statistics software (SPSS) 
to analyse it and to get accurate data of the outcome. Quantitative research is mainly aimed to analyse 
the relationship between the independent variables and dependent variable in population. The target 
population for this study is road users of Thailand Malaysia border. A sample size of 250 participants 
are collected to represent the whole population identified for this study. The questionnaires are 
distributed by researchers to respondent in Thailand Malaysia border citizen and road users. The 
researchers selected this method there are lot of advantages of questionnaire. Questionnaires help to 
collect large amount of information from huge number of respondents in a short period of time. Other 
than that, the outcome of the questionnaire normally can count easily by the researchers. In addition, 
the rationalists consider that quantitative data can help to create new theories or hypothesis. 
 

5. RESULT AND DISCUSSION  

According to Cosby (1993), one of the best approaches in protecting the earth from the negative impact 
of global warming is minimized the greenhouse gases especially carbon monoxide. The global 
temperatures influenced by the fast increases of greenhouse gases include carbon monoxide and carbon 
dioxide (Franco, Guinard & Lemaire, 2009). According to Galanter, Levy & Carmichael (2000), from 
the total emissions, almost seventy-five percent is represented by carbon monoxide. Carbon monoxide 
(CO) is the amongst the most well-known and broadly scattered air polluters that lead ecological effects. 
Carbon monoxide is a colourless, odourless and insoluble gas in the water. The carbon monoxide can 
be expressed as a lower density gas than air. The carboxyhaemoglobin can be shaped and it can be a 
danger to the human when the carbon monoxide responds effectively and more easily with haemoglobin 
which we have in our body. A small measure of carbon monoxide in a human body can create harm. 
The carbon monoxide presentation remains a noteworthy reason for inadvertent and suicidal poisoning 
and causes numerous deaths yearly in Europe and in the United States (Wee, Matsumoto, Chin, & Yu, 
2008). 
 
Mechanical procedures in which carbon monoxide can be created by the make of metals, electricity, 
mining (metal and coal minerals), sustenance, oil and gas generation from land or ocean, chemical 
production, cement lime, refining and assembling of cement and petroleum factories (Jeppesen, 2009). 
In the earth, the occurrence of carbon monoxide also can occur naturally. The carbon monoxide was 
discharged in many ways such as from volcano eruption and forest fire. 
 
As indicated by Krantz (2017), carbon monoxide is the main source of fatal gas and the cause of deaths 
in about 90%. It is hard to identify the presence of carbon monoxide in our condition, it is colourless, 
odourless and tasteless makes dangerous for people. Carbon monoxide is extremely hazardous, 
poisonous and very toxic to living organisms. Hence, it is very important to avoid carbon gases and 
avoid them through adequate awareness of limiting the most imperative risk exposure. In this manner, 
there is a need to decide the dimension of human exposure to carbon monoxide in our environment. 
 
The carbon monoxide is a moderately steady gas which is mixing with atmosphere and for all intents 
and purposes, the main essential pathways are the lungs which is used for environmental exposure. 
Dermal and stomach related assimilation is can be negligible. The carbon monoxide which is ties with 
haemoglobin to create carboxyhaemoglobin. The build of COHb is only can be found through the blood 
test which is using the technique of spectrophotometric and gas chromatography. The 
carboxyhaemoglobin (COHb) that cause from carbon monoxide becomes toxicity component. For the 
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people who always near to combustion engines and fumes at their working area such as vehicle drivers, 
traffic guards or officers, they generally have high exposure to carbon monoxide and 
Carboxyhaemoglobin. 
 
5.1  Sustainable Transportation 

The World Commission on Environment and Development which is can be called Brundtland 
Commission introduced the word sustainable development in 1980. The World Commission on 
Environment and Development describe the sustainable as a development which is meet the current 
problems without affecting the capacity of future generation (OECD, 1996). Sustainability is an 
economic state in which the demands imposed on nature by individuals and exchange can be met 
without diminishing the limit of the environment to accommodate future generations. The sustainability 
of transport can be explained as a system which is focusing on the balancing of positive and negative 
issues of transport activities to provide a clean transport system for future (Steg & Gifford, 2005). 
Sustainable transport is a term that does not have widespread definitions, but common definitions are 
critical for an integrated solution for transport issues. Sustainable transport is the structure and systems 
of arranging to give reasonable and accessible transport to everybody and to provide connections by 
reducing environmental impacts, for example, air pollution (Lücke, 2015). Sustainable transportation 
includes systematic efforts to present new sorts of vehicles, sustainable energies and more alternatives 
(Fenton, 2016). Sustainable transport gives the option of driving, walking, biking, and taking public 
transportation. 
 
A type of transport which does not affect the natural resource it can be called sustainable transport 
which is also known as Green Transport (Michael Evans, 2011). Sustainable transport is more relies on 
renewable energy and green vehicles rather than fossil fuels vehicles that can impact on the 
environment. The sustainable transport benefits the environment by reducing the dependency on non-
renewable energy and reduce emissions. 
 
According to a previous study of Ramani, Zietsman, Eisele, & Rosa (2009), sustainable transportation 
can be the best way for the development of transportation sector and it is an efficient way to develop 
effective sustainable transport system. The sustainability can be described in three pillars which are in 
the environment, social and economic. In a recent study, stated that the sustainability of transportation 
is help to improving the quality of life as a whole and also increasing the efficiency of the transport 
system (Kumar, 2013). 
 
5.2  Renewable Energy 

Renewable Energy (RE) can be defined as an energy flows that made unnaturally without affecting the 
environment for human and earth benefits (Zahabi, Miranda-Moreno, Patterson, Barla, & Harding, 
2012). Renewable energy sources renew themselves without depleting the natural resource of earth, 
which includes bioenergy, hydropower, geothermal energy, solar energy, wind power (Owusu & 
Asumadu-Sarkodie, 2016).  When the demand for transport increases, the needs of energy for the world 
is continuously rising. The high energy use such as fossil fuel is increasing the greenhouse gas emission 
and other adverse environmental problems such as air pollution and ozone depletion.   
 
The purpose of introducing more and more renewable energy into the transportation system is to 
minimize fuels consumption and mainly in reducing carbon monoxide emission that cause greenhouse 
effects (Mathiesen et al., 2015). The renewable energy is the great exceptional option and the one of 
the reason for reducing the effect of carbon emissions from the transportation sector. Biofuels, 
hydrogen, solar and electric is the some of the renewable energies that can aid the transportation to 
minimize the impact of carbon monoxide emission.  
 
The renewable energy source is can be considered as a suitable energy source which is effective for use 
and help to minimize the environmental impacts and also provide fewer wastes (Panwar, Kaushik, and 
Kothari, 2011). The renewable energies help to maintain the sustainability of present and the future 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

 347 

economic and societal needs. Renewable energy source gives a remarkable chance to the relief of 
greenhouse gas emission and minimizing worldwide temperature. 
 
Biofuel is alternative fuel energy which is created from the source of organics. Bioenergy is a 
sustainable source of energy that is suitable for heavy vehicles or diesel based fuel engines. Biofuels is 
an environmentally preferable to petroleum-based fuels. The biofuel is produced from biomass for 
transportation and it helps to minimize the impact of carbon monoxide emission by substituting petrol 
and diesel (Bomb, McCormick, Deurwaarder, & Kåberger, 2007). This biofuel energy has many 
positive impacts which it can be used in vehicles as alternative fuels. Biofuel or biodiesel is made from 
trans-esterification and esterification of vegetables and also with the fats of animals. The alcohols such 
as methanol and ethanol also used in produce biofuel. Biodiesel is used as fuel for heavy vehicles. While 
biofuels can assist countries in reducing their dependency on imported oil, it can also contribute to 
reducing CO pollution and is a renewable energy source (Brito Cruz, Mendes Souza, & Barbosa Cortez, 
2013).  
 
The hydrogen is playing important role in future energy source which it can replace the fossil fuels 
(Panwar et al., 2011). The hydrogen energy also has the high attention and encouraging the energy use 
for the future. Hydrogen has been proposed as an energy bearer that is like oil and flammable gas, and 
that could be utilized for land and marine transportation. The government incentives and legislation 
encouraging the owner of the vehicles to use natural gas as fuel and natural gas vehicles (NGV) 
(Ghadimzadeh et al., 2015). The previous study shows that from the total carbon monoxide emission 
2.7% is contributed by hydrogen while diesel contributing 5.2% which is higher than hydrogen 
(Mustapa & Bekhet, 2016). This is showing renewable energy causing less carbon monoxide emission 
than a vehicle that uses fossil fuel.  According to Owusu & Asumadu-Sarkodie (2016), renewable 
energy is being sustainable and reduce carbon emission. 
 
5.3  Green Vehicle 

 
A green vehicle is an environmentally friendly vehicle that produces less negative effects on nature. 
Eco-friendly vehicle runs on electricity or a mix of power and hydrogen-based fuel. Green vehicle 
serves to lessen the measure of the driver's carbon impression on the earth. Green vehicles have effective 
utilization of resource which has the ability to change the transport system and make better travels for 
users. 
 
According to Carvalho & Lamas (2009), the green vehicles have a significant role in efforts to reduce 
the carbon monoxide that causing the greenhouse effect. The previous study shows that the biggest 
achievement in hybrid technology cars is the use of fuel cells which more environmental preferable 
(Dubey & Gunasekaran, 2016). The energy efficiency of the fuel cell has twice efficiency than 
combustion engines (Chalk & Miller, 2006). 
 
The concept of hybrid cars car mainly produced for replacing high fuel consumption vehicles. The 
hybrid vehicles are designed and manufactured with the electric engine which emits lower carbon that 
can help to minimize the carbon monoxide emission and other adverse impacts. The hybrid electric 
engine system improving the fuel economy and sustainability by reducing carbon monoxide emission 
in the atmosphere (Mustapa & Bekhet, 2016). The hybrid cars can effectively combustible of fuel cell 
and biodiesel and hydrogen. Electric and hybrid vehicles are now becoming the best alternative as green 
vehicles by replacing the diesel and petrol based engine cars (Larsson, 2018). 
 
The current vehicles that considered as green vehicles are hybrid gasoline-electric vehicles, electric-
drive vehicles, and the combustion engine. Most of the electric-drive vehicles operate with batteries, 
ultra-capacitors and fuel cells can help to reduce the impact of greenhouse emission (Shaheen & 
Lipman, 2007). The mild hybrid operates by battery and with the highly efficient electric engine which 
helps to control the vehicle by automatically turn off the engine or put in low energy consumption mode 
whenever the car stop. For instance, the engine will automatically stop at the time traffic lights on red 
or in traffic congestion. Full hybrids vehicles have more large batteries than standard vehicle and have 
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more powerful electric engines that have the ability to travel for short distances and at low speeds with 
lower carbon emission. 
 

 
6.  CONCLUSION  

 
The study generates useful knowledge on better understanding about the sustainable transportation 
which is renewable energy and green vehicle on the level of carbon monoxide emission. The findings 
of the study provide more information to others about the negative impacts of the emission of carbon 
monoxide from the transportations to the environment. Through the result of our findings, it will help 
to the future study regarding approaches towards sustainable transportation on carbon monoxide 
emission. It will be relevant in assisting and suggesting the suitable solutions to overcome the carbon 
monoxide that effects the people in Malaysia Thailand area. 
 
 
7. RECOMMENDATIONS FROM THE RESEARCH 

  
The numbers of vehicles in the world are developing quickly. The recommendations that can execute 
in the short term, it is conceivable to make eco-friendly cars. Therefore, all the vehicles should produce 
with eco engines which that can produce lower carbon emission. In the long term, need to manufacture 
electric vehicles that can be charged with wind turbines which can be for the worldwide energy system. 
For example, Citroen C-Zero, that 100% electric vehicle. This type of car can be used up to 93 miles 
and produce zero carbon monoxide emission. Cars also can be controlled by energy cells and hydrogen 
can be used for electric vehicles (Zart, 2018). The hydrogen and fuel cell also contribute as sustainable 
renewable energy to reduce carbon monoxide emission by convert chemical energy to electricity. 
Hydrogen and fuel cell powered vehicles are twice efficiency than other energies. There should be more 
attention to more kinds of alternative fuels, so far diesel engines have been the most productive method 
for cargo transportation on highways. For the diesel-based engine vehicles, the biodiesel is the best 
alternative and more environment-friendly. A good option could be battery technology for petrol-based 
engine vehicles. For example, graphene batteries which used in cars and it can offer electric range up 
to 500 miles on a charge. It also can charge 33 times faster than plug in hybrid vehicles (Langridge and 
Edwards, 2017). The information regarding the use of renewable energy and green vehicles should be 
shared with everyone and encourage the people to use the green vehicle. Moreover, encourage public 
officials to conduct more sustainable transport programs and establish policies which lower the carbon 
emission and protect the environment. 
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Abstract  
 

Public transport is the typical mode of transport providing by the bus company to moving people from 

one place to other destination. For any of bus public service, it is important to ensure for the organisation 

to maximize their quality of service for the customer satisfaction. Thus, SERVQUAL theory that 

involves four elements such as reliability, assurance, responsibility, and tangible has been used to 

measure the level of satisfaction. In this research, the passenger which use the public transport in Airport 

Terminal area has been selected to measure the passenger’s satisfaction towards public bus services. 
The questionnaire form was distributed to respondents in Airport Terminal which use public transport. 

Therefore, this research can help company to improve their service in order to increase customer 

satisfaction. 

 

Keywords: Low Cost Terminal (LCT), Public Bus Service, SERVQUAL  

 

 

1. INTRODUCTION  

 

Public transport is the typical mode of transport that providing by the bus company to moving people 

from one place to other destination especially in the busiest area which is urban city area. In other words, 

the public transport mode included taxi, train, buses, and trams. In developing countries, the demand of 

passenger of the public bus is higher due to the development and urban economy. Increasing in the total 

population of Malaysia can increase total number private vehicle users, especially in urban area or city 

such as Kuala Lumpur, Shah Alam, and Petaling Jaya. This situation drives most of the user to choose 

public transit as an alternative to moving them and back from their destination. In fact, government 

policies encourage people to use public transportation rather than using their own vehicle to reduce 

congestion on the road and air pollution (Stead et al., 2016). Thus, people will prefer to use the public 

transport for more convenient. 

 

Besides that, there are many research and strategies have conducted to increase public transport 

passengers and user satisfaction. Various literatures specify that the quality of services, fares, 

employment pattern, and accessible are the main factor that significantly affects directly to public 

transport passengers (Tang & Thakuriah, 2012). According to the scientific literature of the Urban 

Transport in Malaysia, the analysis proves that the bus continues to be an important public transport. 

Even if viewed from the angle of the mode, the 1970 bus transport in some cities in ASEAN to be the 

focus when compared with other public vehicles. Until the end of 1982, the number of all types of bus 

services in Peninsular Malaysia is 15602, compared to 14326 in 1981. So, in fact, there will be many 

users will use public bus transportation.  

 

This study was conducted at KLIA Airport because there are many passengers from different district 

using public bus at KLIA Airport for many different purposes. The public bus transportation will be the 

first choice for the student because they commute to their hometown or other destination. Besides, there 

are more people from other district use the bus transportation for different purposes which are the 

educational purpose, work, travel and others. According to the scientific literature of the Urban 

Transport in Malaysia, it stated that the bus will continue to be an important public transport rather than 

another type of public transport. In 1970, in some cities in ASEAN countries, bus transport is the main 
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focus compared to the other public vehicle. From this study, I need to investigate the factors that will 

influence public transport passenger satisfaction. 

 

2. CONTRIBUTING FACTORS ON BUS SERVICE SATISFACTION  

 

Customers are more concern with the level of the service in public transport in Malaysia, especially 

there are many issues of the public bus transportation. The problem that has been found lack of facilities 

will influence the customer satisfaction, delay of the bus effect the public bus transportation. 

Furthermore, improper driver behavior influences the customer satisfaction.  

 

a) Increases of Customer Satisfaction 

Over the decade, public bus transportation in Malaysia has widely used by people in moving to other 

destination. There are many benefits of using public bus which is public bus transportation can help to 

reduce a total number of transport on the road, reduce accident, saving cost and others. However, there 

are still have problem that needs to be considered and investigated. Some bus station have a poor 

condition of facilities in public bus are in and it needs to be improved (Robbert, 2009). For example, 

some bus station is lacked with passenger information system (PIS). Passenger Information System 

(PIS) was developed to provides passengers with information in real-time for the passengers via a set 

of displays and audio announcements in bus station. The information also can be transmitted via screens 

and loud speakers. It may include line maps, line number, destination, estimated departure time, 

estimated arrival time, connections, entertainment, advertisements, bus current position, next station, 

and information about disruption.  

 

Thus, by using passenger information system (PIS), allowing them to plan their journey to other 

destination. An investigation by Bernama at several hubs and bus terminals in the someplace found that 

the PIS implemented in some place was not 4 that an effective (Bernama, 2013). Thus, passengers have 

to face problem with buses services. Users need to tell the operators where they are given some 

landmarks and inform which bus they want to board and the commuters need to call repeatedly if the 

bus does not come at the right time. This shows that real-time information is playing a crucial role in 

customer’s perception of transit service quality (Zhong et al., 2003). Advanced PIS causing the number 
of passenger trips per vehicle increased from 1300 to 7000 (Palmer, Dessouky, & Abdelmaguid, 2004). 

Therefore, the implementation of advanced PIS will give significant improvement among passengers 

and increasing total number of passenger trips per vehicle annually.  

 

Many kinds of literature indicate that the quality of transit services, fares, accessible and employment 

patterns are a factor that significantly affects public transport ridership (Tang & Thakuriah, 2012). 

Besides, government policy also encourages people to use public transportation instead of using their 

private cars for reducing traffic congestion and air pollution (Ismail et al., 2012). However, the lack of 

facilities and system provided at bus station causes people are more prefer to use their own vehicle 

because it is more accessible for them and easy to reach destination. Thus, it will cause more private 

vehicle on road and increase traffic congestion. Therefore, the improvement of facilities and system is 

important to increase customer satisfaction. 

 

 

b)  Delay of bus effect the customer satisfaction 

The bus delay can cost passenger time beyond regulation to wait for the bus. The higher passenger 

waiting time will imply large bus delay. Generally, it can be combination result of the bus delay and 

accumulation of delay passengers. Bus delay can be caused by a series of things, for example, traffic 

congestion and traffic accident. According to Abane 1993 found that trip distance, passenger activity, 

and signalized intersections may greatly have an effect on the mean and variance of bus period time.  

 

“Traffic congestion is that the phenomena of increased disruption of traffic movement on a component 
of the transport system ……occurrence of congestion are the presence of queues.” (Taylor 2003). As 

quoted above, traffic jam is an existing a part of the transport system, although its specific definition 

and identification are not straightaway obvious (Taylor 2003). Moreover, traffic and other phenomena 
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will increase delays that is defined because of the time between expected arrival at a stop and also the 

time of actual arrival. Traffic jam could be a problem that affects transportation networks in several 

major cities in terms of reduced quality and system reliability. The traffic jam (Taylor 2003) and 

passengers’ waiting time are widely used to represent the sophisticated delay factors from the 

perspective of traffic and passengers. Hence, traffic jam could occur in any a part of the transport 

system, whereas the extent of congestion is recognized by some threshold value (Taylor 2003), example 

as traffic delay and traffic congestion is of great importance parameter to analyse the explanations of 

bus delay.  

 

From passengers’ purpose of view, these measures are terribly helpful for reducing the uncertainty of 
waiting time, that is extremely negatively weighted by users, and conjointly for allowing an accessibility 

to all or any reasonably info for example fare, timetable, route, travel time and connections for coming 

up with their journey, (Daskalakis & Stathopoulos, 2008). From the operator’s viewpoint, these new 

technologies are important for managing bus schedules, routes, incident, therefore, rising the 

responsibility and punctuality of the bus services.  

 

The passenger waiting time can be defined as two categories that are primary waiting time and 

secondary waiting time. As Goverde mentioned in 1998, the first waiting time was defined as adding 

all concerned waiting times at the transfer stations whereas the secondary waiting time refers to the sum 

of all waiting times at sequent stations. The secondary waiting time is related to the road congestion 

and traffic situation that belongs to the road section part, whereas the first waiting time is additionally 

connected with the bus stop part. It’s not tough to work out ways that to decrease passenger waiting 
time. Meignant et al. mentioned in 2007 that the passengers’ waiting time can be reduced through 
adding additional in operation buses. It’so obvious that more buses in operation within the network can 
increase operating expense and traffic congestion.  

 

 

c) Improper driver behavior  

 

Service quality is one of the important things that customer always emphasize, it is because when the 

public transport has a good service quality, it will attract a huge number of the passenger to use the 

public transport as their first priority to moves from one place to reach their destinations. According to 

Parasuraman et al. (1998), service quality can be concluded as the judgment that similar to attitude 

towards the services. Driver behavior is one of the factors that will influence the customer satisfaction 

in the public bus transportation.  

 

Driver behavior is essential in order to attract the passenger to use the public bus transportation and 

loyal with that bus company. In a simple word, driver of public bus transportation must have a good 

behavior to make sure that it can guarantee the high quality of their services. According to Horsu & 

Yeboah (2015), there are many factors that will influence customer satisfaction, which is friendly 

employees, courteous, knowledgeable and more. According to Horsu & Yeboah (2015 in Rabiul et al, 

2014), it stated that the most pivotal factors that affecting customer satisfaction is the behavior of bus 

driver, frequency of services reliability of services as well as time and particularly waiting time.  

 

According to Oguz Turkay & Serkan Sengul (2014), it stated that an employee behavior will be 

influence the customer satisfaction. An employee needs to present a high-quality treat towards the 

customer, especially for the driver, they need to be polite, friendly, and patience while driving because 

the customer will be more satisfied when they have a good experience during their travel by using bus 

public transportation. In the Wentzel (2008) research, it stated that employees are the huge importance 

that represents the quality of their company services. For example, employee behavior is important to 

ensure that the customer satisfaction with the service that company provided. Customer will satisfy 

when the employee of the company provide a good behavior towards them.  

According to Wentzel (2008), the customer will be loyal to the product or services that provides from 

the company only when they already interact with the particular employee that works at that company. 

It means that customer will be satisfied with the product or services when they have good experiences 
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with the company, especially experience a good behavior of the employee. According to Wentzel, 

(2008, in Klein and Snyder 2003), stated that when the customer recognizes employee hostile, it may 

affect towards that company reputation as hostile services.  

 

For instances, if the bus driver has a bad behavior towards the customer, it will affect the bus company 

reputation which means customer didn’t satisfy while using that bus services. Customer will be loyal 
with product or services in the company when they have an experience of a high-quality relationship 

with the service provider. It can be concluded that the driver behaviour is one of the factors that will 

give impact towards the customer satisfaction. The company should encourage their employee that need 

to have a good behaviour and personality in order to the company to have a good service quality. 

 

3. SERVQUAL MODEL  

 

Service quality can be defined as the conformance to customer requirements in the delivery of service. 

Since quality is capable of being engineered into manufacturing processes using statistical quality 

control processes, progress in manufacturing quality control has evolved relatively rapidly. Services 

tend to be performance oriented, thus making precise specifications to a uniform quality difficult to 

implement and measure. Service quality has been the most researched area of services marketing 

(Chakrabarty, 2007). Parasuraman et al (1998), has established five dimensions of service quality such 

as reliability, assurance, tangible, and responsiveness.  

 

According to Ladhari, (2009), it is suggested that the SERVQUAL show is a decent scale to utilize 

when estimating service quality in different particular industries however that it is proper to choose the 

most important measurements of this model fit to that specific service being measured in order to assure 

reliable and valid outcomes. In this regard, we will utilize this model since it considers customers 

expectation of a service and impression of the service which is the ideal approach to measure quality in 

the service sector (Shahin, 2005).  

 

Besides that, according to Hafeez & Muhammad (2012), an instrument that was developed for 

measuring the customer perception regarding service quality which known as SERVQUAL. 

SERVQUAL has a several dimensions such as tangibles, reliability, responsiveness and assurance. 

According to Dridi, Mesghouni and Borne (2005), public transportation services should offer a high 

service quality towards customer. Because the high service quality can ensure that the customer will 

satisfied. 

 

a) Reliability 

 

Reliability discovered by the ability to perform the promised service and accurately. Bebko (2000) 

defines reliability as “the ability to perform the promised service reliably and accurately”. Reliability is 
a key dimension that customers can estimate the quality between they received and the provider 

promised during the delivery process (e.g. service provision, problem resolution, and pricing). All firms 

need to be alert of customer expectations of reliability. Meanwhile, according to Roselena (2001), 

reliability is the ability to perform the service promised accurately. The reliability in this research is 

more focusing on the ability of staff in charge of fulfilling promise through providing quality services 

to students and dealing with bus service more accurately. 

 

b) Assurance 

 

The service quality on assurance is discovering employees’ knowledge and courtesy and their ability to 
inspire trust and confidence. Robledo (2001) identifies assurance as “employees’ knowledge and 

politeness and the ability of the firm and its employees to inspire trust and confidence”. This dimension 
consists of four original determinants: competence, courtesy, credibility and security. 
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c) Tangible 

 

The tangible is the dimensions of service quality, it is an element of tangible is a physical facility, 

equipment and appearance things that involved and related to public bus service. Tangible also is the 

element which is can be seen or felt. Tangibles are related to ‘the appearance of physical facilities, 

equipment, personnel, and communication materials’ (Robledo, 2001). Thus, this dimension should be 
emphasized because it will reflect the quality of the service and the effectiveness of the company. Since 

the tangible and visual elements of the site will be important to efficiency as well as to whole 

perceptions of the firm and the brand, service companies are likely to use tangibles to enhance their 

image and convey quality service to customers. Most companies also combine tangibles with another 

dimension to create a service quality strategy for the firm (Zeithaml et al., 2006). 

low 

 

d) Responsiveness 

 

Responsiveness is willingness to help customers and provide prompt service. Thus, responsiveness 

refers to the willingness to assist customers and provides them while not delaying the schedule of travel 

time to the customer. Thompson and Schofield (2002), stated that if the responsiveness is not applied 

in the quality service it can lead to an unhealthy perception and expectation from the consumer. 

 

 

4. RESEARCH METHODOLOGY  

 

The theoretical framework has been established in view of the relationship of level of service and 

passenger satisfaction.  It represents the process within the development of the methodology and the 

concept of basic level of service. The development of the conceptual framework has also considered 

the roles of participants, users’ expectations, time, strategic processes and adaptation of the research 
structures into a research context. The discussion about the success factors of the proposed methodology 

is necessary in order to achieve the aims and objectives of the research. The secondary source of data 

consisted of journal articles, books and government reports.  

 

5. RESEARCH FINDING AND ANALYSIS  

 

Many attempts had been made to defeat that issue as one of it is upgrading the general public transport 

system. In the Law of Malaysia Act 715, open transport namely arrive land transport is defined as " the 

transport on land by means for arrive public passengers and land public cargo transport, and 

incorporates land public transport services, terminals, facilities, systems, network, operations and 

different service related with such transport or land public transport services". Briefly, public transport 

is a mode of bearer that moves individuals and fills in as a means of transportation. This statement is 

supported by the definition made by Tran and Kleiner (2005), which defined public transport as a 

transferral mode that gives general or uncommon transportation to the users’, particularly public users. 

In any case, public transport is regularly disregarded in arranging a choice of town and city in which 

car has been principally center by nearby organizers (Disney, 1998).  

 

The advantage of moving towards public transportation mode rather than private transportation is 

appeared to be appropriate. Public transport is a critical mode of transport, especially for urban areas as 

the requirements for development and circulation, is high. The huge of substituting the use of private 

transport to public transport will reduce the helter-skelter including the environmental pollution, traffic 

congestion, and so on (Shrivastava and O'Mahony, 2009). W. Fan and R. B. Machemehl (2006), stated 

that public transport can drop-off traffic congestion and pollution while bringing down vitality 

utilization and amend the mobility. In fact, Ning (2011), had listed three clearer advantages of public 

transport considering about the social, economic and environmental component. In the context of social 

component, individuals have an opportunity for a superior occupation while in the economic 

component, three noteworthy things that can dismiss which are time, money and fuel. Hence, the earth 

gets benefit from it as well where no ruin environment will be produced.  
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The significance and necessities of public transport, for example, the public bus had confronted an 

expanding volume in created and creating nations. Apparent requirements towards public transport had 

ascended the demand while enabling the government to upgrade general public transport system and 

provide the need of the general population. Asian nations, for example, Singapore utilized public buses 

system as their principle moving and portability instrument where half of the Singaporeans choose 

public buses as their mode of transport (Meng Lim, Chong Seet, Sung Lee, Kiat Yeo, and Kassler, 

2005). Policies had been adjusted between the bus services to the facilities close-by including bus stops, 

exchange terminals, bus frequencies, and so on in which their main objective is to give a possible and 

successful bus systems.  

 

Generally, a couple of mode of public transport has been utilized crosswise over many nations, for 

example, buses, taxis, rail, and so on. Based on Almselati, Rahmat, and Jaafar (2011), mentioned that 

the government of Malaysia had served the public by giving public transport but the need of utilizing 

this mode of portability is less considered. The researchers discovered that the quality of services gave 

is low and made the user moved toward private transport. Malaysia likewise is delegated as lower public 

transport utilization among other Asia nations. Set apart by correspondence of worldwide review of 

public transport, Malaysia had to take after the circumstance as well. Moving from private transport to 

public transport demoralize the injuries and death volume while protecting the nature from hazardous 

gases emanate by private transports (Nurdden, Rahmat, and Ismail, 2007).  

 

In Malaysia, the government had attempted a couple of initiatives in any desire for diminishing the 

traffic congestion and in the meantime upgrading the public transport system (Nasrudin, Nor, Noor, and 

Abdullah, 2013). According to Kasipillai and Chan (2008), Malaysian government strengthened the 

strategy to grow up the use of public transportation, for example, forestall the fuel appropriations and 

alteration of road tax for a private vehicle as this will help the government in spending the money in the 

necessities of sustainable public transportation. The use of public bus transportation has begun in Kuala 

Lumpur in early 1960 and has been an extremely mainstream mode of transport in that time.  

 

In any case, Rohana Kamaruddin, Ismah Osman and Che Anizaliana Che Pei (2012), mentioned that 

among other Asian nation, the use of public transport in Malaysia is low and this circumstance had 

constrained the government in propelling a few activities to surmount the issue. Not just the growth of 

the population had caused the traffic congestion, the quick advancement in industrialization and 

urbanization are likewise named the variables affecting this issue (Chee and Fernandez, 2013). In 

Penang, the rate of car proprietorship is the second most noteworthy car possession where every 1.74 

residents in Penang own a car and this circumstance had constrained the government, experts, and open 

transport office to discover the arrangements. Chee and Fernandez (2013), stated that improvement in 

the policy ought to be made in order to make the private vehicle driver surrendered in driving and 

moving towards public transport usage. Notwithstanding, the proposed arrangements may not 

proficiently workout if no further action is made by every one of the actors in conquering the situation.  

 

The issue on bus service quality transport quality had pulled in many prospects in constantly examining 

on this keeping in mind the end goal to acquire ideal determination. Years to years, the quality of 

services gave by the bus operator had been a subject enthusiasm to many researchers. The term services 

have regularly been defined in different ways. The term services used in this study is defined as "the 

arrangement of bus transport vehicles which keep running along the fixed bus route" (R. Liu and Sinha, 

2007), in which the services of the bus operating system is estimated in view of a few indicators said 

by few of researchers. Based on a comprehensive on the literature, the criteria of a productive bus 

transport service are indirectly examined in a few ways. The criteria of a proficient bus transport 

services can be gotten from passenger or operator point of view individually. In perspective of the 

passenger, there are a couple of components considered to measure the effectiveness of the services 

which are ridership, reliability, availability, physical features of the bus, transport charge, comfort, and 

so on. The efficiency of the bus transport service likewise depends on the rules and regulation, route 

network configuration, fares and ticketing system, fleet size, scheduling, and so on.  
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The ridership (Rohani, Wijeyesekera, and Karim, 2013), which impact by internal and external 

variables decided the quality of the services. The authors said that the interior factors refer to the comfort 

level, travel time, distance, user-friendly, and so on while the external elements refer to the operator's 

control over a couple of factors, for example, demand, supply, fuel price, congestion, policy, and so on. 

There are additionally investigate work done by Putra, Jinca, Bambang, and Agus (2014), in which they 

specified that the quality of the services is estimated through the satisfaction or dissatisfaction of the 

users. The author list down that accessibility, reliability, and security as fundamental characteristics that 

represent the level of value quality services gave. Hence, the physical features of the bus, bus stop or 

even the bus terminal not influencing the satisfaction towards bus service provided.  

 

6. CONCLUSION 

 

From this study, this research to investigate which that the service quality of public bus transportation 

is achieved the best performance level and customer satisfaction and how to improve the poor service. 

This research needs to know what the factor that needs to be considered is. The poor performance of 

public transport system especially on bus transport causes this mode become uninteresting as one of 

transportation mode in the city. Inadequate of bus services will lead to increased private car dependence 

and will impact on the extravagance of fuel consumption, environmental devastation, and social equity 

issues that will affect the balance of life order.  

 

 

7. RECOMMENDATION AND LIMITATION  

 

There are several recommendations that needed in order to improve the quality services of public bus 

transportation. The researcher hope that this research benefited to everyone especially for the 

government, bus operator, and other researcher. The government should provide a better facilities at the 

bus station because the better facilities is one of the attraction for people to choose the public transport 

as their first priorities to move from one place to another. This research also benefited towards bus 

operator because this research has been exposed the factor that encourage people to use public bus 

transportation. The last one is benefited to other researcher because they can make this research as their 

reference to do their research. On the other hand, to improve the quality service, the company must 

provide training for all the staff including driver, staff management and so on at least two times in one 

year. It is because, the training is important to ensure that their staff more skillful, adequate, discipline, 

expert and others. Therefore, customer satisfied with the service provided. 
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Abstract  
 

The purpose of this paper is to evaluate the importance of pedestrian facilities that based on the specific 

experience of pedestrian in Universiti Utara Malaysia with additional of more general experiences of 

pedestrian in Kedah and Malaysia. Students’ preferences for adequate provision were proved by 
statistical correlation between the stated preferences of the travellers. The research explores the 

preferences of pedestrian facilities may change the future pedestrian design in UUM based on provision 

of pedestrians’ perception. Pedestrian and road users would more aware on existing facilities, road 
safety and the effectiveness of pedestrian facilities system that provided for them. The impact of this 

study might useful as a theoretical guideline for road planners to design a new pedestrian pathway in 

UUM areas by considering the preferences of facilities needed. Although a number of papers have been 

written on pedestrian facilities in general, a detailed evaluation of current provision of pedestrian 

facilities and the importance of future provision of pedestrian facilities as well as an expectation of 

transport users as original research is regarded as adequate for the purpose of this research. 

 

Keywords: Pedestrian Facilities, Wayfinding Design, Student Development  

 

 

1. INTRODUCTION  

 

The infrastructure such as fine streets, buses, walk paths, bus stops, traffic lights, lighting streets and 

more. There are basic road transport infrastructure facilities in UUM. Most of the students are using the 

buses service for the daily travelling. The bus provider provides its services at morning, 7am to 5.30pm. 

At Kedah state, Friday is holiday, so the bus did not provide the bus service at that day except for 

Saturday because these days have co curriculum activities. The bus schedule is also provided at bus 

stop for the reference for the students. At UUM, there have four different bus routes, which is Route A 

(Mas, Tradewinds, Proton, TNB and Maybank), Route B (TM, BSN, Sime Darby, EON and Petronas), 

Route C (Muamalat and YAB) and Route D (Bank Rakyat and SME). All the buses will go to the DKG 

(Dewan Kuliah Gugusan) and PKU (Pusat Kesihatan Universiti).  

 

Universiti Utara Malaysia (UUM) was established on 16th February 1984. The mission of the university 

is to provide academic excellence in the areas of business management education and quality 

management . UUM is located near Pekan Changlun, a small city. UUM is also located near the Bukit 

Kayu Hitam, is known as a small town at the Malaysian-Thai border. It is the main entrance into 

Malaysia from the north through Thailand.  At the very beginning, UUM is located in Tanah Merah, 

Jitra, in 1990. After that the university moved to Sintok. UUM is 48 kilometres north of Alor Setar, the 

state capital of Kedah Darul Aman and 10 kilometres east of Changlun, which is the small town on the 

North-South Highway. The campus is surrounded by the rush greenery tropical rain forests set against 

a background of mountains and is one of the most pleasant and serene campuses in Malaysia. The UUM 

main building include the academic buildings, the Sultanah Bahiyah Library, the Administration 

buildings, the Chancellery, the Sultan Badlishah Mosque, the Muadzam Shah Hall, the Tan Sri Othman 

Hall, the Sports Complex, the University Mall, the Student Residential Halls, the Executive 
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Development Centre and the University Inn. After restructuring and streamlining, 13 faculties have 

combined to become three main colleges. The three main colleges are UUM College of Arts and 

Sciences (UUM CAS), the UUM College of Business (UUM COB) and the UUM College of Law, 

Government and International Studies (UUM COLGIS). The sport centre has provided several facilities 

such as sports and recreational activities to develop a physically and mentally healthy community. The 

university has provided many sports and recreational activities such as swimming pool, running track, 

archery range, badminton, tennis, basketball, volleyball, rugby, handball, badminton, softball and etc. 

UUM is the first university that has a go-kart circuit and an equestrian centre as well as 9-hole golf 

course. Others recreational facilities provide for canoeing, jogging, cycling, jungle trekking, climbing, 

and camping.     

 
 

2. PROBLEM STATEMENT  

 

The infrastructure such as fine streets, buses, walk paths, bus stops, traffic lights, lighting streets and 

more. There are basic road transport infrastructure facilities in UUM. Most of the students are using the 

buses service for the daily travelling. The bus provider provides its services at morning, 7am to 5.30pm. 

At Kedah state, Friday is holiday, so the bus did not provide the bus service at that day except for 

Saturday because these days have co curriculum activities. The bus schedule is also provided at bus 

stop for the reference for the students. At UUM, there have four different bus routes, which is Route A 

(Mas, Tradewinds, Proton, TNB and Maybank), Route B (TM, BSN, Sime Darby, EON and Petronas), 

Route C (Muamalat and YAB) and Route D (Bank Rakyat and SME). All the buses will go to the DKG 

(Dewan Kuliah Gugusan) and PKU (Pusat Kesihatan Universiti).  

The students can also choose walking as the other alternative to the class. However, students still can 

bring their car, motorcycle and bicycle to the university. The students who are active in the co 

curriculum are allowed to apply for the UUM sticker to bring in their car and motorcycle. The students 

who are not active, but they want to bring their car or motorcycle in the university require paying 

RM100 for the sticker.    

The problem has occurred after they are many approvals of car and motorcycle for the students. The 

problem is that the students drive in the dangerous manner likes speeding, parking at the prohibited area 

and result in congestion in the university. It is also leading to the problem that parking lots is not enough 

for the users. Some students intend to take the prohibited car park.  

The pedestrian is also having some problem at the road. When the students want to cross the zebra 

crossing, the car does not stop the car but drive in the dangerous ways. So, it is dangerous for the 

students to cross over the road. Some infrastructure facilities also threaten the safety of the students 

because the infrastructure facilities do not fit the students and intended to get injured. It is common that 

the UUM management team built the street is for automobiles users rather than for the pedestrians. If 

the UUM management team does not address the problem quickly, it may lead to unwanted accidents.  

 

3. RESEARCH OBJECTIVE 

 

The purpose of this paper is to review the existing pedestrian facilities towards sustainable 

transportation in UUM. 

  

 

4. RESEARCH METHODOLOGY  

 

The theoretical framework has been established in view of the relationship of level of service and 

pedestrian facilities.  It represents the process within the development of the methodology and the 

concept of pedestrian facilities. The development of the conceptual framework has also considered the 

roles of participants, users’ expectations, time, strategic processes and adaptation of the research 
structures into a research context. The discussion about the success factors of the proposed methodology 
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is necessary in order to achieve the aims and objectives of the research. The secondary source of data 

consisted of journal articles, books and government reports.  

 
 

5. RESULT AND DISCUSSION  

 
Contributing Factors to Pedestrian Facilities Design in UUM 

 
a) Vulnerability 

 

Vulnerability means to the inability to withstand the effects of a hostile environment. Pedestrians 

will receive severe injuries, even at relatively low impact speed mainly because only protection 

is clothing. Speed plays a vital part in determining the seriousness of the outcome of collisions. 

If the clash speed exceeds 45 kilometres per hour the probability for a pedestrian to survive is 

less than 50%. In contrast, if the clash speed is less than 30 kilometres per hour more than 90% 

of the victims will survive (Carlsson, 1996).    

 

The weight and speed of pedestrians rarely pose any threat to other road users is another aspect 

for vulnerability. Normally, the pedestrian is the victim for the cyclist in this respect but of no 

threat to other road users. Since pedestrians and cyclists pose little threat to automobile users. So, 

the automobiles users have less reason to be aware of them. The most vulnerable populations 

who suffer the highest burden of injuries and fatalities are the low-income communities, 

pedestrians and children (The World Bank, 2009).   

 

Moreover, some of the walkway is only allows the pedestrians to use it. But some of the motorists 

can get into the walkway and this situation can endangered the safety of the pedestrians instead. 

According to the American Public Health Association (2009), there is amounting 4,092 

pedestrians were struck and killed by motorcycle, accounting for 11.4% of all transportation 

related fatalities.  

 

In terms of vulnerability, pedestrians are hardly can be seen and their behaviour may be 

unpredictable (New South Wales Government, 2012). This can make it challenging for other road 

users to successfully factor pedestrians into the decisions they are constantly making as drivers 

and riders.  In the year of 2005 and 2010 it is a total of 11 pedestrians died in Vancouver. Given 

their vulnerability, pedestrians represent about 53% of the total collision fatalities and tragically, 

most incidents were preventable (The Vancouver Police Department, 2011).  
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Figure 1: The Road at DKG 4 

The students from DKG 2 and DKG 1 want to walk to the DKG 4 and Route C bus stop, they 

must cross the street which is dominated by heavy flows of traffic tend to be threatening to 

pedestrians. It is believed that, the street is not available with the zebra crossing to the pedestrians. 

According to National Highway Traffic Safety Administration (NHTSA) Fatality Analysis 

Reporting System (FARS, 2011), of the 40,037 pedestrian’s fatalities for which the location of 

the collision was known, more than 40 percent were killed where no crosswalk was available. 

The crash or accident may happen at any time during the peak periods such as 7.30am, 12pm, 

and 5pm. The lecturers and staffs tend to speed at these periods because of working hours, lunch 

hours and finish work hours. 

The YAB road near the Muamalat Café and YAB Residentially which is using by the cars, 

motorcycle and pedestrians is also very dangerous because the road is narrow sometime when 

the car driver driving faster, and it cannot determine the pedestrians at front of the street. The 

accident can happen at any time without notice. Some of the car also uses the lane, but the 

problem is the street only has one lane. If one car come and one car in, sure enough it will be 

stuck in the middle of the street. Secondly, it is less signboard at YAB narrow road. It also does 

not have the necessary signboard on this small road. From the first picture, we can see that there 

is no specific walkway for pedestrians.  
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Figure 2: The YAB Narrow Road 

 

From the second picture, the car drivers and motorists cannot see the pedestrian as well as 

pedestrians.  
 

b) Instability  

Instability means the pedestrians may trip or fall in the traffic environment or the situation that 

can brings the accident happen. A minor mistake or failure may occur in a severe outcome even 

though there are no other road users present. Pedestrians may stumble and get serious injuries 

when the surface of the road is uneven. The instability of pedestrians is an even bigger issue when 

they are mixed with other automobile traffic (European Transport Safety Council, 1995).  

Next, the road at DKG 1 did provide the zebra crossing. But the problem is nobody was following 

the rules. When it is time for students to cross the road, still have many arrogant people who 

against the rules by speeding as fast as they can. According to SafetyNet (2009), in the 

Netherlands, 25% of the pedestrian’s fatalities that died as a result of a crash while crossing the 

road were crossing at a zebra or another kind of pedestrians crossing. So, the problem is crucial 

for the university management team to protect the pedestrian’s safety.  
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Figure 3: DPP MAS Walkways 

 

At DPP MAS, there is a red route which diverged in two ways. When it is raining, the red route 

will become very slippery and it is easy to fall down because the red route sometime has the 

green weed which is slippery, and the road are uneven. The AA Foundation found that the 

weather can have a significant effect on collision risk to pedestrians as most collisions were 

reported in wet weather (AA Foundation, 1994). 

Secondly, the pedestrian walkway at Route A and Route B is very dangerous because there is no 

fence and the width of the walkway is narrow. When it is rainy day, or many people walk on it 

may fall down to the small green hill. From the four pictures, besides the walkway is the small 

green hill. 

c) Differing abilities  

Differing abilities means that the problem related to the speed and the pedestrians doesn’t aware 
of the danger. Speed is the main factor contributed to the seriousness of the pedestrian’s injuries 

when collisions occur. Mostly, pedestrians are unaware when they are crossing the road due to 

the catch of time. When they are catching on time, the pedestrians just do the assumption that 

they could cross the street because the car is far away from them. But the reality is the car is 

speeding, and it is very fast. Most accident is happened under these kinds of situation because 

the pedestrians are unaware of the situation. The pedestrians and to a large extent also cyclists 

are drawn from the entire range of the population. They include children, elderly people with 

reduced capacity and people with reduced mobility. No certainty licensing procedures could 

exclude them from the streets, even if it conceivable to think of doing so in open-minded societies 

(European Transport Safety Council, 2001). Some of the busy street like DKG 5 is almost facing 

the same problem. All the bus Route A, B, C and D are reaching this place to unload the students. 

The bus driver tends to drive in the dangerous manner even they are some students want to cross 

over the road to the DKG 5. Sometimes, the car users, motorcyclists and bus driver are not aware 

of the zebra crossing, because the zebra crossing colour is unclear and it is hard to notice it. 

Research has shown that traffic volume also contributes significantly to pedestrian collision rates 

and crossing behaviour (Zegeer, 1985).      
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d) Estrangement  

Estrangement means that the pedestrians do other things when they are walking on the street such 

as eating ice-cream, listen to the music as well as walking on the street. According to Evans and 

Norman (1998), found that social pressure is an important variable in determining pedestrians’ 
crossing behaviour. The involvement of the traffic process differing from person to person and 

from situation to situation. Walking from one location to the other, to become a road user is not 

the only task we perform. Pedestrians often doing other things than travelling.  

 

Figure 4: The pedestrian walkway at CETMA 

 

The modern traffic environment is designed largely for automobiles users than for pedestrians 

and cyclists. This situation creates a condition of estrangement of pedestrians. Providing 

pedestrian facility is usually an afterthought rather being considered as a vital part in the planning 

and design of the traffic system. Actually, majority of European car driver’s belief is more 
consideration should be paid attention to walking and cycling when planning for the future 

(SARTRE, 1997). 

The Route C and D bus stop which located near DKG 5 is near to the library. The students who 

is heading towards the library will use the others route or short cut to get to the library. These 

routes can save the student’s time which they do not need to walk a long way to the library. 
Because too many students use these routes, indirectly it became the common route. According 

to research (Elliott & Baughan, 2003) has shown that children, particularly teenagers, perform a 

number of potentially unsafe pedestrian behaviour. 

 

6. CONCLUSION 

 

The factors which had been determined that will influence the safety enhancement of the pedestrians 

are setting up the speed trap camera, extending more coverage shelter for pathway, enforcement rules 

and regulation,  construct the wider road for the pedestrian, build the important signboard and to 

construct the proper road. The traffic planner should not only focus their strategy in providing the 
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infrastructure facilities. At the same time, they also need to increase and maintain their service level in 

terms of safety awareness in using infrastructure facilities by the pedestrians, the correct way to use the 

infrastructure facilities, and so on. Besides that, the UUM traffic planner must sensitive with the UUM 

traffic system. Hence, the UUM traffic planner have to be prepared for facing the challenges that caused 

by the increasing population in UUM.   

 

7. RECOMMENDATION 

 

The researchers have some recommendation to the UUM management team to improve on their 

infrastructure facilities planning. Firstly, when there is a project, the planner must consider the design 

of the traffic and the infrastructure facility as well. This is because to make a construction or building, 

is to transport the people from one place to the building. So, it is important to design the safety and 

reliable infrastructure facilities to the public. Secondly, for designing the good infrastructure facility 

and road traffic need to consult from the professionals’ advice such as town planner. They can give 
their experience to the UUM management. UUM management can use the advice to design the proper 

infrastructure facility. Thirdly, the UUM management must acute with transportation problem and the 

infrastructure facility problem. This is because two of them are connecting to each other. The good 

infrastructure facilities can enhance the efficiency of the transportation and the good infrastructure 

facilities can enhance the safety of the pedestrians.  

 

8. FUTURE WORK 

 

The future researcher may use the previous researcher findings and improve the quality of the research. 

The future researcher may include the entire hostel, DKG, sport centre, hospital and others. It is 

important to observe all the possible place and state out the infrastructure facilities problem. It is also 

important to find out the sophisticated infrastructure facilities which can help the UUM management to 

reduce the pedestrian’s accident. The future researcher may also do the research in quantitative research 
and distribute the questionnaire to the students. The research result can use together with quantitative 

methods and qualitative methods to make the strong foundation to the research.  
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Abstract  

 

Pedestrian and road users would more aware on existing facilities, road safety and the effectiveness of 

pedestrian facilities system that provided for them. The paper reviews of alternative ways to improve 

surface access design for Public Universities in Malaysia, specifically in Universiti Utara Malaysia 

(UUM).  The impact of this study might useful as a theoretical guideline for road planners to design a 

new pedestrian pathway in UUM areas by considering the preferences of facilities needed. Although a 

number of papers have been written on pedestrian facilities in general, a detailed evaluation of current 

provision of pedestrian facilities and the importance of future provision of pedestrian facilities as well 

as an expectation of transport users as original research is regarded as adequate for the purpose of this 

research.  User preferences for adequate provision were proved by statistical correlation between the 

stated preferences of the travellers. The research contributes to increase the pedestrian protection system 

and safety as campaign and road safety education. With accurate data and outcome of the study, 

pedestrian and road users would more aware on existing facilities, road safety and the effectiveness of 

pedestrian facilities system in UUM. In addition, the results of this study might useful as a theoretical 

guideline for road planners to design a new pedestrian pathway by considering the preferences of 

facilities needed. 

 

Keywords: Pedestrian Facilities, Surface Access, Wayfinding Design, Student Development  

 

 

1. INTRODUCTION  

 

Based on Malaysia experiences, the transport system was rapidly developed especially in land transport 

along with developing of highway system, increasing of car users, type of vehicles, diversity of driver’s 
age, and road technology. The planner should be taking consideration the differences of user levels 

which include normal, disabilities, children and group of age. The transport planners should consider 

the importance of pedestrian preferences and perceptions when designing efficient and pedestrian 

friendly facilities. In addition, initiative should be taken to promote pedestrian travel (e.g. appropriate 

pedestrian facilities) which offers potential users an assured level of convenience, efficiency, comfort, 

and security for successful applications. 

The research background designs intended to address the safety needs of pedestrians. This is readily 

evidenced in the prevailing design guidance on roadway and UUM community design. Walking is the 

most universal mode of transportation. In other word, many people have to travel from one place to the 

other place. Walking is the free source and readily available to those who are young or old to drive and 

cannot afford the cost for owning and maintaining a vehicle (Lloyd Wright, 2012). 

It is very crucial that walking to be a safe and convenient travel choice. However, walking is not the 

best mode or safest mode of transportation because many roads are made for the automobiles (Safetynet, 

2005). The increasing focuses on creating the spaces and places for the automobile vehicle have resulted 

in a lack of consideration for and sensitivity to pedestrian needs. In some place, there is lack of 

sidewalks or crosswalks and often in those places where sidewalk infrastructure does exist, it is not in 
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the good condition and not safe enough to use, both policy and practice, the emphasis is shifting from 

building auto-oriented roads to the creation of walk able street, which are roads that are safe, attractive 

and usable by pedestrians (European Transport Safety Council, 1999). 

UUM is located near Pekan Changlun, a small city. UUM is also located near the Bukit Kayu Hitam, is 

known as a small town at the Malaysian-Thai border. It is the main entrance into Malaysia from the 

north through Thailand.1 The campus is surrounded by the rush greenery tropical rain forests set against 

a background of mountains and is one of the most pleasant and serene campuses in Malaysia. After 

restructuring and streamlining, 13 faculties have combined to become three main colleges. The three 

main colleges are UUM College of Arts and Sciences (UUM CAS), the UUM College of Business 

(UUM COB) and the UUM College of Law, Government and International Studies (UUM COLGIS). 

The university has provided many sports and recreational activities such as swimming pool, running 

track, archery range, badminton, tennis, basketball, volleyball, rugby, handball, badminton, softball and 

etc. UUM is the first university that has a go-kart circuit and an equestrian centre as well as 9-hole golf 

course. Others recreational facilities provide for canoeing, jogging, cycling, jungle trekking, climbing, 

and camping.     

 

2. PROBLEM STATEMENT  

 

The infrastructure such as fine streets, buses, walk paths, bus stops, traffic lights, lighting streets and 

more. There are basic road transport infrastructure facilities in UUM. Most of the students are using the 

buses service for the daily travelling. The bus provider provides its services at morning, 7am to 5.30pm. 

At Kedah state, Friday is holiday, so the bus did not provide the bus service at that day except for 

Saturday because these days have co curriculum activities. The bus schedule is also provided at bus 

stop for the reference for the students. At UUM, there have four different bus routes, which is Route A 

(Mas, Tradewinds, Proton, TNB and Maybank), Route B (TM, BSN, Sime Darby, EON and Petronas), 

Route C (Muamalat and YAB) and Route D (Bank Rakyat and SME). All the buses will go to the DKG 

(Dewan Kuliah Gugusan) and PKU (Pusat Kesihatan Universiti).  

The students can also choose walking as the other alternative to the class. However, students still can 

bring their car, motorcycle and bicycle to the university. The students who are active in the co 

curriculum are allowed to apply for the UUM sticker to bring in their car and motorcycle. The students 

who are not active, but they want to bring their car or motorcycle in the university require paying 

RM100 for the sticker.    

The problem has occurred after they are many approvals of car and motorcycle for the students. The 

problem is that the students drive in the dangerous manner likes speeding, parking at the prohibited area 

and result in congestion in the university. It is also leading to the problem that parking lots is not enough 

for the users. Some students intend to take the prohibited car park.  

The pedestrian is also having some problem at the road. When the students want to cross the zebra 

crossing, the car does not stop the car but drive in the dangerous ways. So, it is dangerous for the 

students to cross over the road. Some infrastructure facilities also threaten the safety of the students 

because the infrastructure facilities do not fit the students and intended to get injured. It is common that 

the UUM management team built the street is for automobiles users rather than for the pedestrians. If 

the UUM management team does not address the problem quickly, it may lead to unwanted accidents.  

 

 

 
1 Retrieved on 19Oct2012, from http://www.malaysiamerdeka.gov.my/v2/en/achievements/education/23-universiti-utara-malaysia 
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3. RESEARCH OBJECTIVE 

 

The research concentrates on possible alternatives to improve surface access facilities design in UUM 

areas. The provision of pedestrian facilities enhances the applicability of the research to be used as 

guidelines which aims to propose adequate pedestrian facilities design to be used for UUM and 

Malaysia scenario.  

 

 

4. RESEARCH METHODOLOGY  

 

The theoretical framework has been established in view of the relationship of level of service and 

surface access facilities.  It represents the process within the development of the methodology and the 

concept of surface access facilities. The development of the conceptual framework has also considered 

the roles of participants, users’ expectations, time, strategic processes and adaptation of the research 
structures into a research context. The discussion about the success factors of the proposed methodology 

is necessary in order to achieve the aims and objectives of the research. The secondary source of data 

consisted of journal articles, books and government reports.  

 

 

5. RESULT AND DISCUSSION  

 

The research will use the vulnerability, instability, differing abilities and estrangement to categories the 

problem of the infrastructure facilities environment face by the pedestrians. The vulnerability is even 

relatively lower speed can cause the pedestrians injure seriously. It is means that the pedestrians are 

very weak in protecting themselves from the collision happen because they do not have any shield to 

protect for. Next instability means that the pedestrians may trip or fall in the traffic environment even 

that can bring the accident happen. It is means that even there are no other road users; the pedestrians 

still can get injured if they do the minor mistakes. Moreover, differing abilities means that the speeds 

play the vital roles that contributed to the seriousness injuries to the pedestrians when the collision 

happen. For example, they are catching on time, and they thought that the car still very far and start to 

cross the road. But the reality is the car is driving at the high speed. The speeds itself can kills the 

pedestrians. Lastly, the estrangement mean that the pedestrians do more than things when they are 

walking around the street such as talking to friends, eating ice-cream and listen to the headphone. After 

that, the researcher will take the pictures in the UUM community’s road traffic. The researcher will 

capture the problematic street such as the bad planning of the road traffic where there do not have the 

appropriate infrastructure facilities. Then, the researcher will do the research by observe the pictures 

and find the weaknesses. The researcher will then implement some of the useful infrastructure facilities 

which can enhance the safety of the pedestrians. However, secondary data is data that are collected by 

other person which involve journal, article, research paper, author books, and online research. The data 

collection method that used in this study is primary data. The data collection of the study was conducted 

by finding the journals as the evidence to support the research.  Journal is the secondary source or 

academic materials which can be trusted than any other sources of materials. These are because journal 

is making by educated people such as degree students, masters students and professor. They are 

followed the actual sequence or systematic process and based on the result of the research to produce 

the high quality of journals. 

 

a) Build the signal-controlled pedestrian crossings and the speed trap camera or Automated 

Enforcement System at the DKG 4  

The signal-controlled pedestrian crossings must be setup at the DKG 4 because those areas are the heavy 

flow of traffic. Many students need to cross the street to the DKG 4 and the Route C bus stop. The setup 

of the signal-controlled road crossing is to ensure the safety of the pedestrians. According to (Jensen, 
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1998), the signal-controlled pedestrian crossings can improve safety especially on higher speed roads 

or the heavy flow of traffic.  

It is also necessary to setup the speed trap camera or automated enforcement system (AES) at the DKG 

4. Most of the lecturer and staff will use this road because most of the restaurant and office are located 

here. The enforcement of the rules and regulations of the road traffic law by introducing the AES is the 

crucial way of controlling the road user’s behaviour to improve the safety of the pedestrians (Elliott & 

Broughton, 2005).  

b) DPP YAB Narrow Road  

It is important to setup the important signboard and construct the proper pedestrian’s walkway at the 
narrow road to prevent unwanted accident happen. The presence of the pedestrians will be notice by 

other road users if there have the consistent signing and distinctive surface that help to advertise. 

Advance warning help to slow the traffic (Towliat, 1997). Besides that, the proper pedestrian’s walkway 
or pavement must be provided. Adequate pavement width about 2.5 meters must be provided to prevent 

the pedestrians walk on the carriage way (OECD, 1998).    

c) Reconstruct the DPP MAS Red Route by Providing the Shelter Protection and the Proper 

Road 

The shelter protection is the needs for the pedestrians to avoid any strong sunlight, rain and falling tree 

branches. Without the shelter protection, the red route will become slippery because of raining. 

Moreover, the tree branches will injure the pedestrians. According to Institute for Transportation & 

Development Policy (2010), creating space for urban greenery, such as seating areas and protection 

shelter to more effectively accommodates pedestrians.  

It is important to provide the proper and safety road for the pedestrians. The stable and proper road 

design can prevent the pedestrian’s safety.  

d) To build the fencing at the DPP MAS Pedestrians Walkway 

The fencing must build at the pedestrian’s walkway because pedestrians may fall down to the end of 
the walkway. The fence like boundary railing should be applied. It is because the boundary railing can 

protect the pedestrians from falling down.2 The end of the walkway down there also has many big trees 

which can injure the pedestrians when fell down. Sometime, the pedestrians will suffer the most serious 

injuries like head bleeding if these situations are not taking action by the UUM management. This will 

enhance the safety of the pedestrians.  

e) Build the fencing at the DPP TNB Walkway 

It is also very crucial to build the fencing at TNB walkway because the TNB walkway end is the most 

dangerous because it is, so slope compare to the DPP MAS. The fencing like boundary railing will 

protect the pedestrians from falling into it. Boundary railings are situated at the end of the walkway 

with the aim of crossover accidents. 3 

f) Build the Fencing at the DPP Tradewinds, Refill the Pothole beside the Walkway and Fix the 

Drain Iron Cover 

It is also same for the DPP Tradewinds to setup the fencing along the pedestrian’s walkway. The pothole 

beside the walkway must be refilled to avoid pedestrians from injuries. At the walkway, there is the 

drain iron cover which is not fit the holes. So, it may walk by the pedestrians and the pedestrians may 

fall down due to the unfit hole. If the entire mistake is taken, the pedestrian’s safety will be protected. 

 
2 Retrieved from 27Nov2012, from website: www.rudi.net/system/files/file/...file/Poole+streetscape3.pdf 
3 Retrieved from 27Nov2012, from website: www.etsc.eu/oldsite/bri_road5.pdf 
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The maintenance of the walkway must be done every five years to avoid pedestrian’s accident. Fencing 
can be place at the narrow walkways which can protect the pedestrians and reduce the crossover4. 

g) Build the Fencing at DPP Sime Darby 

DPP Sime Darby walkway end is not so slope comparing to Route A, but it is necessary to construct 

the fencing because it is also the responsibility of the UUM authority to take care of the student’s safety. 
Fencing can help the pedestrians from falling down. The fencing will close the boundary and pedestrians 

can protect themselves from falling down. This can enhance the safety of the pedestrians (Frankston 

City Council, 2001). 

h)  Build the Fencing and Fix the Iron Drain Cover 

The DPP Petronas walkway end is the very dangerous for the pedestrians to walk by because there have 

the big drain and the pedestrians may fall into it. The fencing must build along the boundary way to 

enhance the safety of the pedestrians. The iron drain cover at the walkway must also be fixing because 

it may also injure the pedestrians where the drain is not cover completely and the pedestrians may walk 

and fall into it. A Swedish study found that 78 per cent of injured pedestrians and 42 per cent of injured 

cyclists in incidents is not because collision but the condition of the road surface was of significance 

(Oberg et al, 1996). The maintenance of the route is important, and it is necessary for the UUM authority 

to service the walkway every five years. Daily routine like sweeping to remove the rock, leaf and loose 

material is the must do work to prevent the pedestrians from injury. This can enhance the safety of the 

pedestrians.  

i) PP TNB must Build the Coverage Shelter Protection for the Pedestrians 

It is believed that the red route lanes are very slippery when raining and it is not safe to use. It must 

reconstruct the red route by providing the coverage shelter protection to prevent slippery of the road 

when raining and prevent the falling tree branches. It can also prevent the animals from attacking the 

pedestrians such as snakes, monkey and others. The shelter protection will also protect the pedestrians 

from strong sunlight. With the shelter protection, the pedestrians can use the red route lanes in whatever 

weather. This coverage shelter protection can enhance the safety of the pedestrians. Pedestrian’s shelters 
are to provide reasonable protection for pedestrians from sun and rain (City of Perth City Planning 

Scheme, 2005). 

j)  Enforcement of Rules and Regulation and Set up the Speed Trap Camera or AES near the 

DKG 1 

It is important to enforce the rules and regulations of the road traffic laws because many people are 

ignoring the pedestrian’s safety. When the pedestrians need to cross the road, some of the automobile’s 
users did not stop the car but speeding because they are catching on time. To enforce the rules and 

regulations, the UUM authority must setup the AES near the DKG 1. The setup of the AES will 

encourage the automobiles users to follow the rules and regulations. The enforcement rules and 

regulations and setting up the AES will help to enhance the safety of pedestrians. AES methods are the 

most effective to monitor the behaviour of the automobile’s users (Elliott and Broughton, 2005). 

Secondly, Build the signboard, pedestrian’s lanes and wider road at the DPP YAB narrow road can 
enhance the safety of the pedestrians. Signboard is the very important for the pedestrians. Without the 

signboard, the pedestrians will face the perilous situation. This is because the automobiles users cannot 

detect the pedestrians.  

k)  Build Pelican crossing and make the Road Marking Visibility near the DKG 5 

The road near the DKG 5 is also known as the high flow traffic area. It is because many pedestrians and 

the automobiles users use this road each day. To avoid any unwanted accident involving the pedestrians, 

the best method is building the Pelican crossing at there. This is because pelican crossings are often 

 
4 Retrieved from 27Nov2012, from website: www.burdens.co.uk/.../BURDENS_STREET_FURNITRUE_A... 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

 373 

used on roads which have high traffic volumes, high traffic approach speeds or very high pedestrian’s 
flows. The Pelican crossing do have a signal demand button located at the traffic signal pole that gives 

a message “Wait” when it is press by pedestrians. The red man signal on the far side of the crossing 

changes to a green man to indicate to the pedestrians that it is safe to cross the road and a red light is 

shown to the traffic. Signalized crossings are thought to be safer places to cross than away from 

designated crossings (Mackie et al, 1997).   

The road marking visibility is low or unclear at DKG 5 especially for the zebra crossings. It is dangerous 

for the safety of the pedestrians. The invisibility of the zebra crossing is affected the automobile users 

by thinking that there is no pedestrian’s presence at the road. To advertise the presence of the 

pedestrians, consistent signing and distinctive surfaces are required. Signing should indicate route 

continuity and pedestrian route priority. According to Towliat (1997), advance warnings of pedestrians 

can help to slow traffic. When the road marking is visible, it also encourages driver to be discipline and 

warn of changes to the highway layout. By building the Pelican crossings and the clear signboard can 

enhance the safety of pedestrians.  

l)  Build the Traffic Light, Pelican Crossings and the Speed Limit Signboard at DKG 4  

It is necessary to build the traffic light at the DKG 4 because there have many car and motorists. When 

the pedestrians want to cross the road, they did not want to stop and speeding. The peak periods are the 

most dangerous and that time also having many pedestrians or students use these roads. So, the setup 

of the traffic light is the necessary at there. The Pelican crossings are also needed to build at there. The 

Pelican crossings will help the pedestrians to cross the road more easily and safely. The speed limit 

signboard must be setup at there to remind the automobiles slow down their speeds (Towliat, 1997). At 

Netherlands 30kilometres per hour zones generated a 22 per cent reduction in pedestrian’s injury 
crashes (OECD, 1998). With all these infrastructure facilities, the safety of the pedestrians will be 

protected. A European study found that drivers require a preview time of two seconds in order to 

effectively interpret marking (Requirements for Horizontal Road Marking: European Commission, 

1999). The speed limit signboard should setup in the DKG 4 to give them some time to slow down their 

vehicles. 

m)  Build the Zebra Crossings and Road Marking at the DKG 6 

It is important to build zebra crossing at the DKG 6 because many students need to cross the road. 

Without the zebra crossings many car drivers and motorists act recklessly by not giving ways to the 

pedestrians to cross the road. The collision between automobile users and pedestrians may happen at 

any time. Furthermore, a zebra crossing is marked on the carriageway with alternate black and white 

stripes. According to Ekman and Elvik (1997), do not believe that marked road crossings have a positive 

safety effect for pedestrians. Their opinion is the collision risks can be higher at marked crossings with 

no other facilities as they give the wrong perception to the pedestrians of security because the road 

markings are not as visible to vehicles as they are to pedestrians. So, it is important to make the road 

marking more visible for the automobile users. Road markings encourage drivers to be discipline and 

warn of changes to the road layout (Towliat, 1997) 

n) Build the Fencing at the Red Route Walkway at DKG 5 

It is very crucial to install the fencing at the boundary of the red route walkway. It can prevent the 

pedestrians from rolling down the slope and hit the rock drain. The fencing is acted as a fence to avoid 

the pedestrians from falling down to the big drain. The fencing is used to protect pedestrians from 

certain specified perils5. 

 

 

 
5 Retrieved from 27Nov2012, from website: www.rudi.net/system/files/file/...file/Poole+streetscape3.pdf 
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6. ADVANTAGE AND DISADVANTAGES OF STRATEGY 

The advantage of the strategy is to increase the safety of the pedestrians. Build the traffic light at the 

DKG 4 and the speed trap camera or AES is the crucial things to do. This is because traffic light will 

ensure the traffic is in order. It also can make the traffic more smoothly and in control. Many of the 

ignorant car drivers and motorists speeding their vehicles and do not follow the rules by speeding all 

along the way to the office. It is common that, the speeding limit in the UUM is around 30 kilometres 

per hours. But the reality is the automobiles users speeding their vehicles at about 50kilometers per hour 

or more. This situation will endanger the safety of the pedestrians. These situations can be control by 

the enforcement rules and regulations by setting up the AES. The AES method will control the 

behaviour of the automobile’s users.  

The YAB narrow road must equip with the “cannot enter” signboard. Because it can help the automobile 
users to notice the presence of the pedestrians at the road. The wider pedestrian’s lanes must be provided 
to avoid the pedestrians walk at the street. The red route lanes at DPP MAS must be provided together 

with the shelter protection to avoid raining, sunlight and the slippery situation and can be use whatever 

time. It is also a must to setup the fencing at the end of the pedestrian’s walkway boundary to avoid 
pedestrians fall down from the green deep slope hill. The DPP TNB walkway is also the same as DPP 

MAS, it must provide the fencing at the boundary too. At DPP Tradewinds, the fencing also must apply 

to the side of the walkway. The potholes must be making it even to avoid injury for the pedestrians. The 

iron drain cover is also must be fixed to avoid any injury for the pedestrians.  

The DPP Petronas must apply the bollard because there have the deep slope and the big drain down 

setup the AES to control the traffic more efficiently. The UUM management must apply rules and 

regulation of road traffic for the automobiles users to make sure they follow the rules all the time. The 

Pelican crossings must build at the DKG 5 and make the road marking visibility to enhance the safety 

of the pedestrians. It is also crucial to build the traffic light and the speed limit signboard to notice the 

automobiles users acute with the safety of the pedestrians. At the Institut Pemikiran Tun Dr Mathathir 

Mohammed roadside, must build the new signboard to protect the safety of the road because it is 

dangerous for them to do so. It is also needing to enforce the rules to make sure the pedestrians are 

following it. The DKG 6 must build the Zebra crossings to protect the pedestrians when crossing the 

road. DKG 5 must setup the bollard at the slope walkway.  

The disadvantage of the strategic is the cost of the infrastructure facilities. The fencing, traffic light, 

AES and the Pelican crossings is expensive. It needs a lot of money to build it. Some of the idea may 

not be use by the UUM management. Another disadvantage is the time to rebuild all these infrastructure 

facilities needs many years to complete. Some paperwork needs to do before the rebuild of the 

infrastructure is allowed. It is also needing the approvals of the UUM management. The longest time to 

build the infrastructure facilities, the more unsafe for the safety of the pedestrians.     

 

7. CONCLUSION 

 

This chapter is all about the problem that occurs at the DPP and the DKG roadside. The proper solution 

must be taken to enhance the safety of the pedestrians. Infrastructure facilities play a vital role in 

keeping the safe environment at the UUM. It is crucial for the UUM management to identify the 

accident-prone area and make the safety policy on behalf of the community in UUM. The future 

researcher may use the previous researcher findings and improve the quality of the research. The future 

researcher may include the entire hostel, DKG, sport centre, hospital and others. It is important to 

observe all the possible place and state out the infrastructure facilities problem. It is also important to 

find out the sophisticated infrastructure facilities which can help the UUM management to reduce the 

pedestrian’s accident. The future researcher may also do the research in quantitative research and 
distribute the questionnaire to the students. The research result can use together with quantitative 

methods and qualitative methods to make the strong foundation to the research. 
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8. RECOMMENDATION 

 

The researchers have some recommendation to the UUM management team to improve on their 

infrastructure facilities planning. Firstly, when there is a project, the planner must consider the design 

of the traffic and the infrastructure facility as well. This is because to make a construction or building, 

is to transport the people from one place to the building. So, it is important to design the safety and 

reliable infrastructure facilities to the public. Secondly, for designing the good infrastructure facility 

and road traffic need to consult from the professionals’ advice such as town planner. They can give 
their experience to the UUM management. UUM management can use the advice to design the proper 

infrastructure facility. Thirdly, the UUM management must acute with transportation problem and the 

infrastructure facility problem. This is because two of them are connecting to each other. The good 

infrastructure facilities can enhance the efficiency of the transportation and the good infrastructure 

facilities can enhance the safety of the pedestrians.  

 

9. FUTURE WORK 

 

The future researcher may use the previous researcher findings and improve the quality of the research. 

The future researcher may include the entire hostel, DKG, sport centre, hospital and others. It is 

important to observe all the possible place and state out the infrastructure facilities problem. It is also 

important to find out the sophisticated infrastructure facilities which can help the UUM management to 

reduce the pedestrian’s accident. The future researcher may also do the research in quantitative research 

and distribute the questionnaire to the students. The research result can use together with quantitative 

methods and qualitative methods to make the strong foundation to the research.  
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Abstract  
 
The purpose of this research is to evaluate drivers’ behaviour and the safety of road wayfinding design 
based on the specific experiences, supported by an extensive survey of business operators in halal 
logistics industry. Quantitative data was acquired to give meaningful results justifying the research 
outcomes and allow non-biased interpretation of the research results. It represents the process within 
the development of the methodology and the concept of road wayfinding design, driving behaviour and 
halal logistics system. The questionnaire was used to increase the reliability and validity of the research. 
Respondents who volunteered for the study are chosen among the drivers in halal logistics industry in 
Kedah. The Mean, Standard Deviation and Two-Way ANOVA test were used to analyse the results and 
discussed with reference to the general needs of wayfinding standard and take into account the 
preference of drivers’ general experience. The research will conclude by suggesting guidelines for halal 
logistics industry on road wayfinding design that will seek to optimise the relative aspirations of all 
parties concerned. Although many studies have been conducted on signage design in general, a detailed 
evaluation on road wayfinding network and driving behaviour in respect of drivers in halal logistics 
industry were still unexplored domains. 
 

Keywords: Wayfinding, Driver, Halal Logistics, Road Furniture, Transport 
 
 
1. INTRODUCTION  

 
Clear wayfinding assists drivers’ navigation and represents the complete network of streets, a paradigm 
shift from traditional road design philosophy. Lynch (1960) explained that wayfinding is the progressive 
process by which people reach a destination successfully. Carpman and Grant (2002) stated that 
wayfinding helps people to identify their location, their next destination, and to choose the best route to 
the intended destination. Montello and Sas (2006) agreed that wayfinding occurs when people need to 
travel from one place to another on the intended route and direction without accident or delay to reach 
their destination successfully. Drivers, pedestrians, cyclists, motorists and bus passengers of all ages 
and abilities should be able to move safely (Harding et al., 2011). 
 
A complete plan of road wayfinding reflects a new way of thinking about how streets are designed and 
may be put together in a number of different ways as alternative routes to access the road; however, it 
must be intentionally designed to serve all potential users including industry players in halal logistics. 
Transport planners and transportation agencies have a responsibility to design, operate, and maintain 
the entire right of way to enable safe access for drivers, transit users and vehicles, pedestrians and 
cyclists, as well as for the elderly, children and people with disabilities. A right of way is a legal right 
allowing the public to pass along a linear or specific route over land or private property (with 
permission) at all times (IPROW, 2016; UK Government, 2016). 
 
The roadway design can be very complex to halal logistics industry when the road area becomes more 
difficult and time consuming, inadequate access limits the growth potential of road facilities. In order 
to deal with road complexity, sign systems should be standardised with regards to terminology, lettering 
style, location and colour (J. Harding, 2012). Hence, when drivers are confronted by a complex 
environment, they are more easily able to locate sign information if it is presented in a consistent format. 
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Drivers will more easily and safely navigate when they can rely on their previous experience with 
roadway signs.  
 
 
2. SETTING THE SCENE 

 
Wayfinding is a natural skill which people gradually learn, through using common-sense knowledge of 
geographic space. They navigate by relying on knowledge that is mediated by structures and categories 
of people’s daily experiences in the space they live (Johnson, 1987, cited in Raubal & Egenhofer, 1998). 
Wayfinding is intrinsically linked to all forms of transport (i.e. road, rail, sea and air). It is a natural skill 
that people begin to learn as a child and develop as they grow up. The skill is embraced in many ways 
such as driving across a country, walking in a city or moving through a building (Piaget, 2013). As 
technological advances were made, new ways of controlling wayfinding (e.g. including traffic signs) 
were necessary. Driver behaviour, environmental design features, operational policies and practices in 
wayfinding systems are the key elements to efficient road navigation. 
 
Wayfinding is defined as a process in which people navigate an environment using information support 
systems such as architectural clues, lighting, sight lines and signage as people are interested to find the 
way from one place to another (Raubal & Egenhofer, 1998). There are various studies concerned with 
the history, process and provision of wayfinding such as those of Emo et al. (2012); Farr et al. (2012); 
Laurier, Brown and Hayden (2012); Harding et al. (2011); Ahn (2006); Darken and Sibert (1996); 
Montello and Sas (2006); Baskaya et al. (2004); Lam et al. (2003); Fewings (2001); and Burns (1998). 
The terminology of wayfinding was described by Lynch (1960) as an attempt to embrace the sequential 
process that individuals use to reach a destination. Wayfinding occurs when people need to travel along 
the intended route and direction without having accidents or getting unnecessarily delayed and 
successfully reaching their destination (Montello & Sas, 2006). 
 
In addition, traffic signs play a vital role in directing, informing and controlling drivers’ behaviour in 
order to make roads safe. The necessity of signs is not just for new drivers needing to pass their driving 
test, but for all road users, including logistics providers’ driver and experienced professional drivers. 
According to the Department for Transport (DfT, 2013), a sign is a device that delivers a clear visual 
message, is efficient, readable and is an essential device to road and traffic engineering. The purposes 
of signs are to control and guide traffic, and promote road safety to users (De Ceunynck et al., 2014). 
For instance, drivers are dependent on signing for information and guidance while driving. Highway 
authorities are dependent on signing for the efficient working and the enforcement of traffic regulations 
(Road Safety Observatory, 2012). A traffic sign system, therefore, should meet the changing needs of 
road users and provide effective tools for better management of the road network by incorporating new 
technologies and minimising the impact on the environment. 
 
2.1 Regulatory signs 

 
These include all signs which give notice of requirements, prohibitions or restrictions. The regulatory 
signs may be either mandatory or prohibitory. These signs are basically circular in shape and may be 
supplemented by plates beneath them augmenting the message given by the sign.  
 
2.2 Warning signs 
 

The design of most warning signs is based on an equilateral triangle having its apex uppermost. The 
signs are sometimes supplemented by rectangular plates giving additional information to the road users. 
 

2.3 Directional informatory signs 

 
The sign that normally give road users information about the route, places and facilities of particular 
value or interest. The directional informatory signs are in rectangular shape with one or more arrows 
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pointing to specific locations or attractions. The primary purpose of directional informatory signs is to 
indicate straight ahead destinations or those reached by a road which does not make a sharp turn from 
the main carriageway, such as an exit slip road at a grade-separated junction. 
 

 

3. PROBLEM STATEMENTS 

 
Poor wayfinding provision discourages drivers (Burns, 1998; Darken & Sibert, 1996; Montello & Sas, 
2006) including logistics provider in roadway areas. For instance, people fail to navigate or to find a 
place the first time because they are unable to understand the complete topological structure of the space 
(Darken & Sibert, 1996). They cannot perceive the space from a single viewpoint in large-scale spaces 
(Passini, 1981; Raubal & Winter, 2002), and have to navigate through extensive areas to locate specific 
‘things’ in space (Leversen, Hopkins, & Sigmundsson, 2013). Examples of large-scale spaces are 
buildings, the architectural environment and cities. The space as urban elements (e.g. paths, landmarks 
and districts) is useful in dividing the environment into smaller and clearly connected parts (Lynch, 
1960) from the departure point to the destination. Taking landmarks as one of the recognised indicators 
visible to any drivers implies the importance of signage (Weisman, 1979, 1981, cited in Baskaya et al., 
2004). 
 
The debate concerning visual effects caused by the proliferation of signs and wayfinding along roads 
has led to considerable discussion by transport planners. This is a major problem which threatens to 
become greater as more and more elements are added to roadside landscapes; much of the road furniture 
is not there to help with road safety and it is understandable and right that transport authorities consider 
this one of their main priorities (Transport Scotland, 2006). Ineffective signage (Leversen et al., 2013) 
around roadway areas distracts from wayfinding. In many cases, drivers experience most difficulty in 
understanding the complete wayfinding process, resulting in distraction while driving (Bhise & 
Rockwell, 1973; May, Ross, & Bayer, 2005). This distraction (e.g. too much advertising signage) can 
increase drivers’ confusion and raise the risk of accidents (Cuenen et al., 2015; Fofanova & Vollrath, 
2011; Mitchell, 2010; Wener & Kaminoff, 1983) in road networks.  
 
The number of signs can have a large impact on road surface access. Good positioning is more important 
than quantity. Having many signs in one place can be ineffective, creating ambiguity and confusion 
(Charles & Haddad, 2007) for logistics providers’ driver and being visually intrusive. Two signs that 
are poorly positioned can be less effective than one that is well positioned. Drivers can only absorb a 
limited amount of information while moving, so overload can lead to confusion and the possibility of 
drivers executing dangerous manoeuvres (Fofanova & Vollrath, 2011); thus it is better to provide fewer 
signs of better quality. 
 
 
4. ROAD FURNITURE ASSOCIATED WITH WAYFINDING 

 
Road access refers to structures found within a road corridor, whether the road is a motorway or a 
country lane (Transport Scotland, 2006). It includes road signs of all descriptions such as variable 
message signs (VMS) and signs to provide directions to tourist destinations (e.g. lighting, safety fences, 
barriers, bollards and verge marker posts, bus shelters, telephone kiosks, telephone and other control 
pillars), and related objects placed by utility companies, the most recent being mobile phone masts. For 
example, the Motorcycle Council of New South Wales (NSW) (2015) stated that the surface access 
includes fixtures on the road access such as steel covers, traffic domes (i.e. silent cops) and lane markers, 
all of which can create a hazard for a motorcycle. 
 
Road furniture relates to the objects and facilities that provide various services and functions in public 
spaces and road access. Road furniture includes that introduced for comfort and convenience for the 
road users in urban environments. Safe road furniture (i.e. in relation to automotive and motor vehicles, 
bicycles and any other means going along the road) increases the awareness of road safety to the 
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transport users (Department for Transport, 2015). Road furniture indicates locations to road users, such 
as traffic signs to identify public highway location; however, the instalment of road furniture (e.g. light 
poles, signposts, bus shelters and crash barriers) may cause injuries if a motorcyclist is thrown against 
them. 
 
A number of guiding principles associated with road access wayfinding design have been developed 
that help drivers to find their way instinctively through the navigating process by using landmark, 
creation of well-structured roadways, surface access sight lines and decision points on wayfinding 
routes (National Passenger Facilitation Committe, 2011 updated by Author, 2016). 
 
4.1 Landmark 
 

The use of landmarks (either visual or sound) would increase the chance of a driver remembering a 
particular area while in road access. The landmarks serve as a navigational clue and drivers’ orientation 
by determining the present location within the roadway area. An important aspect of a landmark is 
visibility; ability to stand out and be seen from a long distance. Landmarks are useful in order to 
remember the distinctive location and required decision when they drive on the same route in the future. 
Visual landmarks vary in size, from large-scale landmarks in wide open areas, or local landmarks which 
are smaller in size, to be seen only in the immediate vicinity.  
 
Building design and structures enable a driver to intuitively move towards a particular area or zone of 
the journey through the use of road access and road furniture. Distance before decision points is 
important for a driver to be able to absorb and process information that has been presented to them, 
whether this is a signage, map or by other sources.  
 

4.2 Create well-structured roadways 

 
A roadway should be well-structured and continuous, with a clearly defined start, middle and end from 
each direction. A roadway should link to the current position in the path and show how far drivers have 
progressed, including the distance to the destination, along the roadway. A clear signage, road marking 
and reaffirming environment ahead could assist drivers to perform navigation. 
 
 
4.3 Surface access sight lines 
 

Sight lines are an important feature for an access or junction which provides a wide and extensive view 
in a particular direction to the drivers. The use of long sight lines maximises the outlook of the onward 
journey. For instance, the first-time drivers for logistics company may have uncertain expectations as 
to its extent and purpose; therefore, visibility splays and sight lines are valuable means of giving enough 
information about the road environment ahead. A sight line assists the driver to understand that 
environment ahead, especially in an unfamiliar space, or to make a quick decision to continue road 
navigation. Sight lines encourage drivers to steer forward in a particular direction and are a cue for the 
driver. Baskaya et al. (2004) stated that when people navigate within an unfamiliar area, they will use 
cognitive and spatial knowledge to find the direction with few errors. However, past experience and 
knowledge helps them to navigate in such unfamiliar areas. Raubal (2001) confirmed that people are 
dependent on external information which resides in the environment and communicated through signs 
and architectural clues. 
 
4.4 Decision points 

 
Decision points are where a driver should make a decision regarding which path they should take on 
their onward journey (Raubal & Egenhofer, 1998). Signage is critical at decision points and should 
contain enough information to confirm which way they need to navigate to the destination. When a 
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driver approaches a decision point, combined observations of the road characteristics and information 
previously gained is important to make their next directional step. As such, drivers who have no 
experience on their visited route, and do not have reference tools such as a map, may need to rely on 
navigational information provided (such as directional traffic signs) to know that they are on the correct 
route. 
 
 
5. DISCUSSION 

 
A complete road wayfinding allows drivers to find their direction to the destination intuitively. Drivers 
distinctively search the road and cues as to where to go next on their journey. If a journey unfolds in an 
understandable way, drivers are able to read the environment and make a quick decision to continue 
their journey. The key points from this research are summarised as follows: 
 
1. Using landmarks to provide orientation cues and memorable locations is highly recommended. 

Landmarks help drivers to visualise their present position (i.e. location) and next intended 
destination;  

 
2. Consistent signage at decision points should be provided in order to help drivers’ wayfinding and 

with minimum signage installed to avoid confusion; 
 
3. Clear visual lines should be enhanced to allow the drivers to see what is ahead and how to get there 

easily and with safe navigation from that point to the destination; 
 
4. Avoid excessive signs information which can be confusing during navigation to the destination; 

and 
 
5. Navigating to unfamiliar spaces or a first-time drive to intended destination consumes a lot of time 

and creates a stressful journey if drivers are unable to make a quick decision at decision points. 
Road wayfinding should be efficient to facilitate and navigate drivers to the next destination. 

 
 
Therefore, the following basic wayfinding elements should be considered in designing and developing 
a complete road access wayfinding design: 
 
1. Signage should complement a legible environment and not clutter the streetscape – eliminate the 

excessive use of posts and columns by mounting signage on existing posts, structures and 
buildings; 

2. Public art should enhance the experiences of those passing without interfering with pedestrian 
circulation; it should be context-sensitive reflecting the aesthetic, cultural and environmental 
values of the local area; 

 
3. Seating and benches should be designed and placed appropriately without obstructing movement 

on the footpath; 
 
4. Tree surrounds should be planted to allow for tree growth without causing a hazard to 

pedestrians. When installing tree grates, the developers should consider to providing electrical 
outlets for future feature lighting of the trees; and 

 
5. Rubbish bins should be located for convenient pedestrian use and service access. 

 
Road access is the portion of the public right-of-way that provides a separated area for people or drivers 
for the travelling. Safe, accessible and aesthetical roadways may encourage driving to the intended 
destination. Creating a complete road access environment involves more than laying down a road lane 
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or installing a traffic sign. A truly viable road access system involves both the big picture and the 
smallest details, from how and why the road is built, to what type of traffic signs are installed and with 
a consideration of the architectural design. Accessible design is the foundation for road access 
wayfinding and should be planned, designed, operated and maintained so as to be usable by all drivers 
including drivers in the halal logistics industry. 
 
Finally, the traffic signs’ users are in moving vehicles at much higher speeds. The focus should 
primarily be directed at road lanes and safe driving manoeuvres, including interaction with other objects 
such as pedestrian crossings and warning signs. Therefore, drivers will be safer and find it easier to 
navigate by using their previous experience of the roadway signs.  
 
 
6. CONCLUSION 

 
A key finding of this research was the ability to successfully perform wayfinding tasks by drivers in 
halal logistics industry. Successful wayfinding occurs when the drivers could make correct navigation 
decisions especially at decision points to the destination. For instance, the use of the landmarks as a 
memorable location that help driver navigate to the next destination. Since the driver uses these features 
to record their past route-following experiences, a designed space that employs them should be more 
effectively navigable. 
 
Information, education and publicity are needed to increase awareness of the safe driving behaviour, 
and of the possible effects of health on driving performance. Transport planners should be catering for 
road users who may be considering driving in the logistics industry. This is because drivers will not 
consider driving safely if there are no suitable, safe, clean, attractive, convenient and affordable 
alternatives. This research helps to develop a better understanding of the link between road wayfinding 
and safe driving. Based on research findings, a road access wayfinding model taking into consideration 
logistics provider driving behaviour and road safety has been developed. 
 
The study also shows that a safe and ideal road access wayfinding for drivers in halal logistics industry 
is important to road authorities. Safety is not merely installing closed-circuit television (CCTV) or 
placing a security booth along the road access, but also includes all road facilities (e.g. street lighting, 
traffic signs and bollards). Traditionally, safety problems have been addressed by analysing road 
accident statistics and improvements have been made only after they are warranted due to the number 
of accidents and incidents. Authorities, road planners and engineers should consider problem 
identification methods such as interactive public workshops, surveying drivers’ manoeuvres in roadway 
areas or working closely with the police to identify safety problems in an area before the accidents 
occur. This may help proactively identify locations for safety improvements and will involve halal 
logistics drivers in the process of improving safety and mobility in the roadway area. 
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Abstract 

 

The quality of service within an organization is an important factor in contributing to the organization’s 
performance. The case study of the civil service sector, particularly those in the City Council status such 

as Majlis Bandaraya Alor Setar is a decline, so the purpose of this case study is to look at the quality of 

service and performance of the Majlis Bandaraya Alor Setar, Kedah. The quantitative method was 

chosen in this case study, which prepared questions related to the quality of services provided by Majlis 

Bandaraya Alor Setar, in providing access to the community in Bandar Alor Setar, Kedah. The result 

shows that the quality of service is positively related to the performance of Majlis Bandaraya Alor Setar. 

Meanwhile, element of physical/tangible, empathy and assurance are key contributors to the quality of 

service at Majlis Bandaraya Alor Setar, Kedah. This case study also an input for Majlis Bandaraya Alor 

Setar to improve the quality of service to the local community. 
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Abstrak  
 

Kualiti perkhidmatan dalam sesebuah organisasi merupakan faktor yang penting dalam menyumbang 

kepada prestasi organisasi. Kajian kes disektor perkhidmatan awam terutamanya organisasi yang 

berstatus Majlis Bandaraya semakin berkurang, oleh itu tujuan kajian kes ini melihat prespektif kualiti 

perkhidmatan dan prestasi Majlis Bandaraya Alor Setar, Kedah. Kaedah kajian yang konsepkan 

kuantitatif dipilih, dan menyediakan beberapa soalan-soalan yang berkaitan dengan kualiti 

perkhidmatan yang disediakan oleh pihak Bandaraya dalam menyediakan kemudahan kepada 

masyarakat di Bandar Alor Setar, Kedah. Hasil kajian kes menunjukkan kualiti perkhidmatan 

mempunyai hubungan positif dengan prestasi Majlis Bandaraya Alor Setar, Kedah. Sementara, 

pembolehubah fizikal/ketara, empati dan jaminan adalah penyumbang utama dalam kualiti 

perkhidmatan di Majlis Bandaraya Alor Setar, Kedah. Kajian ini juga sebagai satu input untuk Majlis 

Bandaraya Alor Setar bagi menambahbaikkan kualiti perkhidmatan kepada masyarakat setempat. 

 

Kata kunci: Kualiti perkhidmatan, prestasi organisasi, Majlis Bandaraya Alor Setar 
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1. PENGENALAN  

 

Kualiti perkhidmatan dalam sesebuah organisasi adalah merujuk kepada sesuatu perkhidmatan yang 

disediakan untuk mencapai kepuasan kepada pemegang taruhnya (Hamzah & Habibah, 2009). Di sektor 

perkhidmatan terutamanya Majlis Bandaraya perlu memastikan kesejahteraan dan kelestarian melalui 

perlaksanaan dasar-dasar dan projek untuk manafaat kepada masyarakat (Caroline, 2015). Dalam 

mencapai status Negara maju, pihak berkuasa tempatan (PBT) adalah agensi kerajaan yang amat 

penting dalam pembangunan masyarakat, iaitu memastikan kesejahteraan, menyediakan maklumat dan 

perkhidmatan kepada masyarakat setempat (Chen dan rakan-rakan, 1993), kemudahan infrastruktur 

(Rahimi & Reza, 2012), dan pembangunan mampan (Rivenbark dan rakan-rakan, 2013). Namun begitu, 

kajian kes mengenai kualiti perkhidmatan telah banyak dilakukan di PBT. Akan tetapi, kajian kes di 

PBT yang telah mencapai status Majlis Bandaraya amatlah kurang dan tiada langsung. Maka, kajian 

kes ini dilakukan untuk mengetahui pengaruh kualiti perkhidmatan terhadap prestasi organisasi di PBT 

yang telah mencapai status Majlis Bandaraya, terutamanya di MBAS.  

 
Kualiti perkhidmatan dan prestasi organisasi terutamanya abad ke 21 amatlah sukar dan mencabar. Di 

samping itu, peranan PBT turut berubah dengan ketara dalam memberi khidmat kepada masyarakat 

setempat dalam mencapai status negara maju. Ini termasuklah MBAS, yang perlu berubah dari 

organisasi biasa kepada sesebuah organisasi yang lebih efektif dalam menawarkan kualiti perkhidmatan 

yang cekap dan tersusun. Malah, tidak dinafikan terdapat banyak kajian kes berkaitan dengan hubungan 

kualiti perkhidmatan dengan prestasi organisasi dilakukan sebelum ini. Namun begitu, kajian lepas 

tertumpu kepada sektor pendidikan (Haliyana & Atiah, 2014), sektor perbankan dan pengangkutan. 

Akan tetapi, kajian kes ini melihat pengaruh kualiti perkhidmatan dan kesannya terhadap prestasi 

organisasi disektor perkhidmatan servis di MBAS. Hasil kajian kes ini amat penting dalam 

mengenalpasti faktor utama pembolehubah kualiti perkhidmatan yang memberi kesan terhadap prestasi 

di MBAS serta dapat memberi kualiti perkhidmatan yang berkesan dan dapat memenuhi kepuasan 

kepada semua pemegang taruhnya. 

 

2. ULASAN KARYA 

 

Kualiti perkhidmatan ditakrifkan sebagai perbezaan antara jangkaan perkhidmatan yang disampaikan 

dan persepsinya yang diterima (Parasuraman dan rakan-rakan, 1985). Kualiti perkhidmatan adalah 

unsur utama bagi aktiviti agensi awam dan juga swasta. Menurut Kumasey (2014) kualiti perkhidmatan 

adalah satu komponen penting untuk para pelanggan, ini kerana kualiti perkhidmatan mempunyai 

hubungan terus dengan prestasi organisasi. Parasuraman dan rakan-rakan (1985) menegaskan kualiti 

perkhidmatan adalah berbentuk konsep dan abstrak dan tidak seperti kualiti barang yang boleh diukur 

melalui beberapa petunjuk seperti ketahanan, kecacatan dan lain-lain. Kualiti perkhidmatan adalah 

perspektif pelanggan dan tumpuan aspek kepada kesedaran pelanggan tentang kualiti (Hadzeri dan 

rakan-rakan, 2011). Oleh sebab itu, kualiti perkhidmatan merupakan elemen terpenting dalam 

menbentuk kejayaan sesebuah organisasi. 

 
Bagi tujuan mengenalpasti kualiti perkhidmatan dan prestasi organisasi, Zahir dan rakan-rakan (2013) 

menyatakan instrumen kualiti perkhidmatan (SERVQUAL) boleh digunakan untuk mengukur 

berdasarkan pada anggapan bahawa kualiti perkhidmatan berpunca dari perbandingan antara 

perkhidmatan jangkaan dengan perkhidmatan sebenar yang disampaikan oleh sesebuah organisasi. 

Model SERVQUAL yang disyorkan oleh Parasuraman dan rakan-rakan (1985) adalah berdasarkan 

kepada kehendak pelanggan di peringkat perkhidmatan dan persepsi pelanggan terhadap tahap prestasi 

perkhidmatan yang sebenar. Sementara itu, Eng dan rakan-rakan, (2012) turut bersetuju bahawa 

instrumen SERVQUAL boleh digunakan untuk mengukur kualiti perkhidmatan dan persepsi 

pelanggan. Sivesan (2012) menekankan bahawa peranan sesebuah organisasi ialah memenuhi kepuasan 

pemegang taruh dalam mencapai ketahap prestasi organisasi yang lebih cemerlang. Beliau 

mencadangkan kualiti perkhidmatan (SERVQUAL) adalah kaedah yang terbaik untuk memenuhi 

sasaran ini.  

 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

 387 

Model SERVQUAL kajian kes ini diambil dari adoptasi hasil kerja Parasuraman dan rakan-rakan 

(1985), untuk menilai pengaruh kualiti perkhidmatan dan tahap prestasi di MBAS. Ini kerana organisasi 

awam iaitu PBT atau MBAS memberi skop perkhidmatan yang berbeza yang tidak menyerupai 

organisasi swasta atau pembuatan (Van Ryzin dan rakan-rakan, 2004). Ini berdasarkan saranan Kotler 

dan Keller (2006) menyatakan prestasi organisasi adalah hasil dari kepuasan pemegang taruh terhadap 

kualiti perkhidmatan yang disediakan oleh sesebuah organisasi. Kumasey (2014) menyatakan bahawa 

kualiti perkhidmatan adalah satu komponen penting dalam persepsi para pelanggan dalam mencapai 

prestasi organisasi yang cemerlang. Kualiti perkhidmatan ini juga dikenali sebagai satu faktor kejayaan 

yang kritikal dalam usaha sesebuah organisasi untuk berdaya saing. Oleh itu, model kajian berdasarkan 

model SERVQUAL diasaskan oleh Parasuraman dan rakan-rakan (1985) yang terdiri dari lima elemen 

kualiti perkhidmatan iaitu nyata/ketara, responsif, jaminan, empati dan kebolehpercayaan digunakan 

untuk kajian kes ini. 

 

 

3. PENGARUH KUALITI PERKHIDMATAN DAN PRESTASI MAJLIS BANDARAYA 

ALOR SETAR, KEDAH 

 

Kajian kes ini menggunakan data primari dengan membangunkan beberapa soalan yang berkaitan 

kualiti perkhidmatan serta prestasi di MBAS. Kajian kes dilakukan di Majlis Bandaraya Alor Setar 

(MBAS), Kedah yang terletak di Jalan Kolam Air, Alor Setar, Kedah Darul Aman. Majlis Bandaraya 

Alor Setar merupakan PBT yang memiliki pelanggan terbesar yang terdiri daripada penduduk yang 

melebihi 500,000 orang di kawasan perbandaran. Sumber utama hasil pendapatan MBAS ialah hasil 

kutipan cukai dan lain-lain aktiviti yang menyumbang kepada hasil pendapatannya. Oleh itu, 

masyarakat mengharapkan, MBAS dapat memberi kualiti perkhidmatan terbaik dari nilai wang yang 

dikeluarkan oleh masyarakat setempat. 

 
Responden kajian kes ini terdiri daripada pembayar cukai Majlis Bandaraya Alor Setar yang 

menjalankan perniagaan, orang awam dan lain-lain. Ini selaras dengan perkhidmatan PBT di Majlis 

Bandaraya Alor Setar yang berkembang pesat iaitu dari memberi perkhidmatan perbandaran yang asas 

seperti perkhidmatan pembangunan dan kemasyarakatan, dalam usaha mencapai perkhidmatan yang 

lebih canggih, seiring dengan perubahan proses perbandaran di MBAS. Harapan dan kehendak 

masyarakat juga turut berubah terhadap perkhidmatan yang diberikan oleh sesebuah organisasi 

(Hamzah & Habibah, 2009). Sementara itu, Zikri dan rakan-rakan (2015), dalam kajian mereka 

merumuskan bahawa, terdapat hubungan kualiti perkhidmatan dengan prestasi organisasi adalah sangat 

rendah di Majlis Perbandaran Ampang, Selangor. Malah, kualiti perkhidmatan yang disediakan oleh 

PBT sering dikritik serta tahap kualiti perkhidmatan yang sangat lemah. Dapatan kajian kes di atas, 

adalah dari beberapa contoh hasil kajian yang dilakukan oleh penyelidik terhadap kualiti perkhidmatan 

di PBT di Malaysia.  

 
Kajian kes terhadap pengaruh kualiti perkhidmatan dengan prestasi di MBAS harus dilakukan setelah 

MBAS mencapai status Bandaraya pada tahun 2016. Malah, hasil kajian kes ini akan mengenalpasti 

kelemahan serta memperbaikinya, dalam usaha MBAS memenuhi kepuasan pemegang taruhnya. Hasil 

lapuran prestasi tahunan MBAS pada tahun 2018, juga menunjukkan kualiti perkhidmatan di MBAS 

adalah sangat rendah, dan adalah tidak memuaskan secara puratanya. 

 
Pihak pengurusan di MBAS menyedari bahawa pembaharuan kualiti perkhidmatan perlu dilakukan 

dengan segera bagi MBAS mencapai sebuah organisasi yang terbaik dalam perkhidmatan kepada 

pemegang taruhnya, disebabkan PBT adalah sangat rapat dengan masyarakat (Hamzah & Habibah, 

2009). Kualiti perkhidmatan berdasarkan dimensi ketara/nyata, jaminan, reponsif, empati dan 

kebolehpercayaan haruslah digunakan untuk mengukur prestasi sebenar MBAS. Perubahan permintaan 

terhadap kualiti perkhidmatan ini adalah kerana jumlah pertambahan penduduk, penghijrahan antara 

penduduk yang ketara, disamping percambahan ilmu pengetahuan oleh masyarakat setempat. Oleh itu, 

satu kajian kes perlu dilakukan di MBAS untuk mengenalpasti pembolehubah yang relevan pada elemen 

kualiti perkhidmatan yang ditawarkan, serta sentiasa memerlukan perubahan dan penambahbaikkan 
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dari masa ke semasa. Kajian kes ini juga selari dengan kehendak kerajaan, iaitu memastikan kepuasan 

pemegang taruh dipenuhi dan dicapai. 

 

4. PERBINCANGAN DAN RUMUSAN 

 
Pihak Berkuasa Tempatan (PBT) merupakan agensi kerajaan yang paling dekat dengan masyarakat dan 

rakyat. Peranan PBT yang berkembang pesat telah memastikan kesejahteraan masyarakat dapat 

dipenuhi (Hamzah & Habibah, 2009), selain merancang pembangunan, maklumat berkaitan 

perkhidmatan pelanggan, perkhidmatan perbandaran dan kemudahan infrastruktur dibawah Akta 

Kerajaan Tempatan 1976 (Akta 171). PBT juga bertanggungjawab melaksanakan dasar-dasar dan 

projek untuk manafaat masyarakat setempat serta melahirkan sistem penyampaian perkhidmatan awam 

yang produktif di Malaysia. 

 
MBAS juga berperanan untuk menyampaikan perkhidmatannya dengan memenuhi keperluan 

masyarakat dengan menyediakan kemudahan asas kepada semua penduduk setempat yang terdiri dari 

warganegara, komuniti perniagaan, pekerja/kakitangan awam ataupun swasta. Ini jelas, menunjukkan 

bahawa MBAS memerlukan kualiti perkhidmatan yang terbaik dalam usaha untuk meningkatkan 

prestasi MBAS. Hasil lapuran kajian kes ini mendapati bahawa kualiti perkhidmatan yang diberikan 

oleh MBAS mempunyai kesan terhadap prestasinya. Malahan, hasil kajian kes ini juga menunjukkan 

pengaruh kualiti perkhidmatan bertindak secara total wujudnya hubungan positif terhadap prestasi 

MBAS. Dapatan keputusan kajian melalui analisa korelasi menunjukkan tiga elemen di antara kualiti 

perkhidmatan yang terdiri daripada elemen (ketara, jaminan dan empati) mempunyai hubungan yang 

sangat positif dengan prestasi MBAS. 

  
Disamping itu, kajian ini juga mendapati kualiti perkhidmatan yang terdiri dari elemen ketara/nyata dan 

kebolehpercayaan perlu diperbaiki lagi dalam usaha MBAS mencapai prestasi yang cemerlang. Ini 

kerana, penambahbaikan kualiti perkhidmatan yang berterusan amatlah penting dalam usaha MBAS 

mencapai keberkesanan, meningkatkan lagi produktiviti dan memenuhi kepuasan semua pemegang 

taruhnya. 
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Abstract  
 

SMEs discerned the need of implementing proper supply chain management practices, especially 

maintaining a good relationship with the partners. Previous literatures have indicated that a close 

relationship between SME’s owner-managers and suppliers provides various benefits such as operation 

and performance improvement, smooth delivery of goods and services to the final destinations, and 

better negotiation of price and delivery schedule. Thus, this paper intended to understand the 

Malaysian’s food industry SME relationship with their suppliers. By employing Social Exchange 

Theory (SET) as a supporting theory, this study intended to understand how elements such as trust, 

communication, commitment, and bargaining power of buyer develop and maintain the relationship 

with the suppliers. The results obtained from single case study which was a semi-structured interview 

that was conducted with the owner-manager, as well as the suppliers. The findings indicated that the 

SME realised the importance of maintaining good relationship with the suppliers. Among all elements, 

loyalty, under the commitment element is considered to be unnecessarily important to maintain the 

relationship with the suppliers by the SME’s owner-manager. Meanwhile, trust and communication are 

the most crucial elements to maintain the relationship. 

 

Keywords: Buyer-supplier relationship, supply chain management (SCM), small and medium 

enterprise (SME), social exchange theory (SET) 

 

 

 

1. INTRODUCTION  

 

A large number of studies in various countries have been conducted to comprehend the role of 

partnership between organisations and suppliers. However, most of these studies tend to focus more on 

large organisations rather than small and medium enterprises (SMEs). In order to improve business 

performance and stay competitive, most of the previous literatures agreed that it is an essential for a 

business to have a good buyer-supplier relationship (BSR). Besides enhancing the firm’s performance, 
BSR also helps to reduce total cost and inventory levels, as well as improving the quality of goods 

(Khan, Liang & Shahzad, 2015). A close relationship between these two parties also enhances a quick 

delivery of products and services to the final destinations as the delivery schedules can be easily 

arranged and negotiated (Matsoso & Benedict, 2014).     

 

On the other hand, SMEs have rapidly evolved and contributed to innovation, economic growth and 

flexibility of the developing countries as well as most industrialised nations (Chin, Hamid, Rasli & 

Baharun, 2012). According to Syed, Ahmadani, Shaikh & Shaikh (2012), the abbreviation of SME has 

been widely used by countries in European Union as well as other organisations including World Bank, 

World Trade Organization (WTO) and the United Nations. In few other countries, these enterprises 

were also known as Small and Medium Business (SMB).  Despite various opportunities and benefits 

provided to SMEs, an article by Kannan (2016) showed that most of the SMEs are potentially suffering 

from high failure rates resulted from insufficient management and financial resources, besides poor 

business planning and technology. This, however, can be remedied if the SMEs start to enforce effective 
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supply chain management system and practices (Paik, 2011), including having a good relationship with 

suppliers (Matsoso et al., 2014). 

 

Despite the number of benefits offered by SMEs as recognised worldwide, including increasing 

employment opportunities, economic growth, and innovation, there are also barriers and constraints 

faced by these enterprises. SMEs in Northern Thailand, as studied by Pongwiritthon & Awirothanon 

(2015), are found to have insufficient knowledge regarding managerial accounting and operating cost. 

Khan et al. (2014) discovered few challenges occurred in Malaysian and Pakistani SMEs including lack 

of entrepreneurs, financing, training programs and women involvement in both countries, besides the 

energy crises in Pakistan. Few factors have been identified to have affected the growth of SMEs in 

Malaysia such as financial barriers, besides institutional, social and external barriers (Alam, Jani, Senik 

& Domil, 2011). 

 

It is well acknowledged that most SMEs tend to rely on the owners to run the businesses within the 

limited capacity of management, financial, technology, knowledge on supply chain management 

(SCM), as well as lack of good interactions with local and international businesses (Omar, Arokiasamy 

& Ismail, 2009; Chin, et al., 2012; Muhammad, Char, Yasoa’ & Hassan, 2010). The need to further 

understand the issues encountered by SMEs in Malaysia is raised from the study by Chin et al. (2012) 

indicating that many SMEs are still having insufficient knowledge regarding SCM, thus tend to ignore 

the benefits of adopting SCM practices in daily operations. One of the benefits mentioned by Chin et 

al. (2012) is close BSR that may help SMEs to overcome the barriers faced. This can be supported with 

the findings by Mohamed, Omar & Wei (2015) stating that alliance level among SMEs manufacturers 

are quite low thus making it complicated to get relational advantage from close supply chain 

relationships.  

 

Thus, this paper seeks to identify the issue faced by an SME in managing and maintaining the 

relationship with the suppliers, as well as its knowledge on SCM practices. By adopting Social 

Exchange Theory (SET) to support the study and in gaining more comprehension on complex business 

relationship, this paper attempts to prolong the idea on the roles of BSR which may have been 

overlooked by the SMEs, specifically in Malaysia. 

 

 

2. LITERATURE REVIEW 

 

 Since the term was first introduced in 1981, common definitions or explanations of SCM concepts can 

be found in most literatures. The concept of SCM is originated from the value chain, which connects 

the activities that create value on both products and services (Porter, 1985). This definition was further 

described as a tool that improves a business, linking partners including suppliers, manufacturers, 

distributors and retailers to form an innovative and better supply network (Poirier, 1999). As defined 

by Kolenko (2014), SCM is a practice employed by firms to enhance their supply chain economic 

performance by gathering social, environmental, and economic goal into better inter-business processes.  

 

From the view of Malaysian authors, SCM is a relationship consists of a company, its suppliers and 

customers that involves a process of operations, starting from the raw material suppliers to the final 

users (Jamal & Tayles, 2010). To support this statement, Masdek & Othman (2014) stated SCM as how 

two-way movement and coordination of goods, services, finances and information are being managed, 

from raw material until the final users stage. Sukati, Hamid, Baharun, Tat & Said (2011) referred SCM 

as the main idea of competitive advantage among organisations that create a maximum overall value of 

a firm by offering better utilisation and deployment of resources. Khalid (2009) explained that SCM 

practice is crucial for companies as it integrates all activities in the supply chain process.   

 

A finding by Masdek et al. (2014) has found that SCM practices have been moderately adopted among 

food processing SMEs despite its direct impact on competitive advantage. Although most of past works 

found good impacts of SCM practices on SMEs, a finding by Rezaei, Ortt & Trott (2015) has proven 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

 392 

that SMEs do not get benefits from implementing SCM practices in term of production, marketing and 

sales, purchasing and logistics, as well as finance.  

 

It is undeniably acknowledged that a successful buyer-supplier relationship (BSR) can provide benefits 

and may lead to a better performance of a business. This is proven in a study by Harland (1996) stating 

that the central of SCM success of a firm is a good management of BSR. This relationship may include 

the collaborations on business operations, research and development (R&D), purchasing and quality 

(Tanskanen, 2015). There have been a great number of discussions from various authors and 

practitioners showing interest on exploring this issue, however, the literatures tend to focus more on 

larger firms instead of SMEs. While majority of the previous studies have explained how a successful 

business relationship can offer benefits to large firms, the finding by Matsoso et al. (2014) has shown a 

different perception, where SMEs are found to be disadvantageous. This is due to the non-existence of 

negotiating power, which is caused by their small scale of orders, compared to large corporations. 

Another evidence found by Quayle (2003) has shown that SMEs could not obtain benefits from such 

partnerships due to lack of flexibility in adapting SCM practices effectively. As to elaborate findings 

by Rezaei et al. (2015), SMEs are only benefitted from research and development (R&D) partnerships 

instead of other functional areas. However, due to insufficient resources, gaining competitive advantage 

through partnerships may be difficult for the SMEs as it still requires certain specific resources. 

 

In a relationship, one party, either the buyer or the supplier must play smart by increasing attractiveness 

in order to promote effort from its supply chain partner to provide more values and benefits (Tanskanen, 

2015). However, the author found that firms failed to be aware of their attractiveness in relationships, 

thus making it hard to attract and influence their supply chain partners. A survey done by Gupta & 

Choudhary (2013) showed that organisations are able to build long term relationships with their 

suppliers as a result of collaborative relationship, use of matching resources, and loyalty. These factors 

have led to better communication between both parties especially when it comes to improvement in 

performance. The authors added, these long-term relationships are also influenced by trust, honesty, 

reliability, commitment, ethics, and integrity shown by the suppliers.  

  

Basically, SET is a theory that provides theoretical insights on the understanding regarding complex 

business relationships (Aminoff & Tanskanen, 2013). Homans developed this theory in 1958 and 

defined it as the exchange of tangible or intangible activity between a minimum of two parties that can 

be either advantageous or disadvantageous. Bandura (1976) explained SET as the concept of basic 

motivation for interaction that aims for rewards and to avoid penalties. An example given by Griffith, 

Harvey & Lusch (2006) based on supply chain relationships concept, a supplier contributed to its 

distributor through its supply chain management policies with an expectation of receiving a contribution 

by the distributor in the future. The distributor who received the contribution had to obligate and 

responded to it with appropriate behaviour attitude. 

 

Various constructs have been adopted by different authors to study this theory on the relationships 

including trust, adaptation, commitment, flexibility, business performance, perceived value, 

attractiveness, power, communication and so on (Kingshott, 2006; Tanskanen, 2015; Ambrose, 

Marshall & Lynch, 2010; and Raskovic, Brencic, Fransoo & Morec, 2012). The finding by Kingshott 

(2006) suggested that trust and commitment are among the essentials to develop and maintain business 

relationships. Ambrose et al. (2010) found that both buyers and suppliers have different perceptions in 

relationship success drivers, where buyers emphasised on adaptation and credibility trust. The suppliers, 

on the other hand, emphasised more on commitment and communication.  

 

 

3. OBJECTIVES 

 

This paper intends to provide more insight on the benefits obtained by SMEs in Malaysia for having 

successful partnerships with the suppliers. Using supply chain management measurements such as trust, 

communication, commitment, and bargaining power of buyer, this study aims to attain the main 

objectives, specifically as listed below: 



Proceedings of the International Case Study Conference  

24-26 Nov. 2019, Sabah, Malaysia 

 

 393 

 

• To understand the importance of maintaining a relationship between SME and suppliers; 

• To understand the importance of trust in maintaining a relationship between SME and suppliers; 

• To understand the importance of communication in maintaining a relationship between SME and 

suppliers; 

• To understand the importance of commitment to maintain a relationship between SME and 

suppliers; and 

• To understand the importance of bargaining power of buyer in maintaining a relationship between 

SME and suppliers. 

 

 

4. RESEARCH METHODOLOGY 

 

This paper has employed a single case study to understand the supply chain environment in a local food 

industry, specifically on how this SME develops and maintains the relationship with the suppliers. This 

approach has provided a better comprehension on the application of supply chain activities in an 

organisation as only one issue is given a thorough focus. 

 

For the semi-structured interview, the questions prepared for the participants were open-ended, 

comprising how the organisation manages its supply chain activities, suppliers selection, as well as how 

the company maintains the relationship with its suppliers. Apart from the owner manager as the main 

participant, the company’s supplier was also interviewed on his opinions regarding the company, which 

is vital to support the main participant’s views. 

 

Besides semi-structured interview, participant observation and documents review have also been 

adopted to support and strengthen the evidence. Generally, participant observation method enables the 

researcher to witness and explore the real situations and practices at the setting. As for documents 

review, the researchers have accessed various secondary sources including journal articles, conference 

proceedings, reports, books, and websites to enhance literature knowledge, specifically on this issue.   

 

This paper draws conclusions from the analysis of data obtained from a semi-structured interview 

conducted with an SME’s owner-manager, together with its supplier as well as participant observation. 

The data from the interview were analysed based on few criteria to ensure the credibility of the findings. 

The interview has been recorded for the purpose of data structuring and coding before the write-up. As 

for the observation, simple notes of what have been observed at the setting were jotted down before 

being reorganised into computerised form. 

 

As a qualitative study, there are four criteria that need to be fulfilled to increase the trustworthiness of 

the methodology this study, as mentioned by Shenton (2004). Guba (1981) has listed the criteria by 

employing the terms of credibility, transferability, dependability, and confirmability instead of internal 

validity, generalizability, reliability, and objectivity, respectively.  

 

 

5. FINDINGS AND CONCLUSIONS 

 

Despite the deficient knowledge and awareness on having an adequate SCM system, the SME is eager 

in prioritising its relationship with the suppliers, which is considered as one of the most vital parts of 

SCM. The results indicate that the relationship is important to ensure the SME’s long-term survival and 

to gain other benefits during business interactions, such as cost reduction, improved quality of product, 

and better after-sale services in the future. The owner-manager added, a close relationship between them 

can be said as a win-win situation for both parties because they need each other to survive and succeed. 

This relationship also helps to connect to other factors such as commitment and higher bargaining power 

of buyer. 
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“As a relationship-driven company, we will ensure to keep our well-performed 

suppliers. To sustain in this industry, a close relationship with the suppliers really 

matters for us, and this can be derived from continuous engagements with them. A 

good relationship can be advantageous and valuable for both of us because we are 

relying on each other, for instance, our suppliers provide our company with lower cost 

of goods purchased, improved products quality, better after-sale services and 

information regarding quality of products and prices while our company is the source 

of suppliers’ profitability.” – Owner-manager 

 

Among the important elements of relationship that are taken into consideration by the owner-manager 

are trust, communication, commitment, and bargaining power of buyer. Basically, all elements studied 

are indicated to be important for the relationship between the SME and its suppliers, except for loyalty, 

one of commitment’s sub-elements. 

 

To understand the role of trust to the relationship, the SME claims that business ethics is the first factor 

to be taken into consideration when dealing with suppliers as it promotes a high level of trust in business 

transactions. As to retain good business reputation and performance, unethical suppliers will be 

permanently terminated and substituted to better suppliers. The owner-manager clarified that the 

supplier substitution is important because it is impossible for the company to deal and put trust on the 

suppliers who took their customers for granted. 

 

 “When we trust our suppliers, it means we are confident enough to build a business 

relationship with them, however, it all depends on how good they are in serving us. To 

be able to trust them, we prioritise good business ethics, integrity, and transparency 

throughout our business transactions. Considering these criteria, there were few 

suppliers that had to be substituted to new suppliers due to their resistance to provide 

a satisfying service, besides their ignorance to our complaints.” – Owner-manager  

 

As for communication, the owner-manager stated that continuous interaction and frequent 

communication have helped the company to create a closer relationship with the suppliers besides the 

ability to be provided with information that are crucial for business planning and operation. The 

continuous communication with suppliers is important as the SME needs to deal with them on the 

products and services provided by the suppliers. 

 

“We have been actively engaged with our suppliers, so this has helped enhancing our 

dealings, hence improving our business planning. This continuous engagement gives 

us benefits, including disclosure of information regarding products with best value and 

quality. Besides that, IT tools also play a key role to connect us and these tools enable 

our suppliers to keep us updated on availability of stocks and suggestions of products 

in accordance to their price and quality. We are also privileged from the 

communication with our suppliers as they sometimes provided information on our 

competitors, thus enabling us to enhance our product innovation and create 

competitive advantage.” – Owner-manager 

 

Regarding the loyalty element that has previously been mentioned to be unnecessarily important, only 

suppliers who provide good services, better offerings in terms of price and quality, as well as listening 

and taking actions to any complaint will be retained. As an SME that is moderately growing, it is 

important to consider factors such as cost, quality, and performance when choosing suppliers especially 

those who are able to cater to the demand according to their budget.  

 

 “It is good to have more supplier options as alternative in case our current suppliers 
are running out of stocks or unavailable during peak seasons. Furthermore, these 

options enable us to choose which supplier that can offer us the best value and quality 

of products. This is because we are still growing, and we need to choose offerings that 
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match our cost range and at the same time fulfilling our quality standard.” – Owner-

manager    

 

Last but not least, the level of bargaining power of buyer from the perspective of the SME, as a buyer, 

is found to be quite high due to the existence of rivals, high volume of goods, as well as the price and 

quality of goods. According to the owner-manager, the ability of the SME to compare and choose 

similar goods from different suppliers has affected the performance and profitability of its existing 

suppliers, hence they tend to come up with tempting strategies to attract and retain the SME as their 

regular customer. She added, the power as a buyer has helped the SME to neutralise their business 

relationships.  

 

“In my opinion, the bargaining power of a buyer has made us advantageous because 

we get to bargain for lower prices and better quality of goods and services especially 

when we purchased in bulk. Besides, our close relationship enables us to be offered 

with after-sale services by the suppliers and we also allowed to delay payment on 

certain products. The existence of few suppliers that offer similar baking supplies and 

ingredients made it easy for us to choose, however, our suppliers need to compete 

between each other to attract us.” – Owner-manager  

 

In pertaining to bargaining power of buyer from the seller’s perspective, one of the SME’s 
suppliers commented: 

 

“We believe that as a buyer, the SME has the power to bargain on few aspects including 

price reduction upon bulk purchases as well as after-sale services. This bargaining 

power is due to the presence of our competitors in supplying the baking ingredients. 

However, we think this power is a positive way to neutralise and strengthen our 

business relationship as we try to fulfil the bargains since we have been dealing since 

the SME’s first day of operation.” - Supplier 

 

To conclude, the SME does prioritise a good business relationship and acknowledges it as a critical 

contributor to the success and survival of the business, in spite of its insufficient knowledge on SCM 

and lack of other resources. It is indicated that trust, communication and bargaining power of buyer 

contribute to the relationship between the SME and its suppliers, hence supporting the adoption of SET 

in this study to explain the business relationship. 
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Abstract  
 

White collar crime in Malaysia has tripled in the last 10 years, with criminal breach of trust, cheating 

and misappropriation of funds forming the higher cases. The high number of cases of white collar crime 

has raised concern for many. Despite all the efforts taken by the Malaysian government in solving these 

issues, the cases of white collar crime such as corruption, fraud, criminal breach of trust and scam have 

increased. Therefore, this study is conducted with the intention to explore reasons for individuals to 

commit white collar crime in Malaysian context. This qualitative study involved semi-structured 

interview with five officers from Malaysian Anti-Corruption Commission (MACC) who have vast 

experiences in handling white collar crime cases. The findings indicate that individual’s characteristics, 
opportunity that they have and motivation to commit contribute to the occurrence of white collar crime. 

 

Keywords: White collar crime, individual motivation, opportunity, characteristics 

 

 

1. INTRODUCTION  

 

The number of white collar crime cases has increased and sadly, it involves high social status of 

individuals who have position and title in the organization. The cases of corruption has become more 

serious when Malaysia is ranked 62th in the 2018 Corruption Perception Index (CPI) with a score of 47 

out of 100 (Transparency International, 2018). In 2015, 19,553 of cases have been opened for 

investigation with 14,127 involving cheating, 2,612 cases involving breach of trust, 953 of Ah Long 

cases, 148 cases involving forgery and 84 cases involving misuse of property (Ilah Hafiz Aziz, 2016).  

 

Other occurrence of white collar crime has involved Sabah Water Department Director and Deputy 

where the Malaysian Anti-Corruption Agency (MACC) recovered RM114 million from these top two 

officials – including RM53.7 million in cold hard cash. (Star Online, 2016). Another case, as reported 

in The Star (2016), was about Bank Rakyat Chairman involvement in criminal breach of trust and 

abetment involving RM14,991,283.20. In other writing, Harian Metro Online (2016) has reported that 

Director of Jabatan Kerja Raya (JKR) Melaka had been brought to the court on charges of money 

laundering worth more than RM4.1 million. Other cases of white collar crime include Rural and 

Regional Development Ministry’s Secretary-general being arrested and investigated for abuse of power, 

corruption and money laundering (Simon Khoo, Mazwin Nik Anis & Austin Camoens, 2017) and 

former Chief Executive Officer and Managing Director of Tekun Nasional is suspected of having 

accepted the bribe in order to speed up the claims payment process of debt collector company at amount 

RM360, 009.08 on January 15, 2015 (Fairuz Mohd Shahar, 2017).  

 

Usually, these crimes incurred high cost and they becomes unbearable costs to the organization. It has 

no boundaries and affects all businesses no matter what the organization’s country, industry and size is 

(McGee & Byington, 2009). In Malaysia, the Federal Commercial Crimes Investigation Department 

(CCID) revealed that an average of RM2 billion is lost annually to white-collar crimes (Malaymail, 

2019). In other writing, Moore and Mills (1990) indicate the primary and secondary costs of white collar 

crime. The primary costs of white collar crime appear in term of physical, psychological and monetary 

suffering while secondary costs are diminished faith in a free economy and in business leaders; loss of 

confidence in political institutions, processes and leaders and erosion of public morality. Since the white 

collar crime is being so widespread, it is important for organization to become aware of the 

criminological and behavioral elements that were indicated by the offenders’ actions. However, it is not 
easy to address the issues. More effort and enforcement is needed to curb white collar crime from 
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occurring. Therefore, this study is conducted with the intention to explore reasons for individuals to 

commit white collar crime in Malaysian context. 

 

 

2. LITERATURE REVIEW 

 

In the past, many studies had been carried out as an attempt to understand reasons for individual to 

commit white collar crime. Benson and Simpson (2015) for example studied the occurrence of white 

collar crime from the opportunity perspective. They argued that individuals with more opportunities to 

offend, have access to resources to offend and that hold organizational positions and power are more 

likely to commit white collar crime. 

 

Goldstraw et al (2005) found that greed, gambling, financial strain either personal or business, the 

feasibility of business and influence of others lead to the occurrence of fraud. These arguments are 

supported by previous studies conducted by Blaszczynski and McConaghy (1994) and Crofts (2002) 

where they found corporate crime in Australia was closely related to gambling activity. 

 

In other studies, Lesha and Lesha (2012) and Alalehto (2003) assessed personality traits of individuals 

who engage in tax evasion using the Big Five Model. Alalehto (2003) used the qualitative method in 

which the individuals were interviewed and asked questions about their co-workers. Based on the 

interview, he found that individuals who are high on extroversion, disagreeableness, or neuroticism 

were likely to engage in white collar crime. Alalehto (2003) further suggest that there are three types of 

white collar crime offenders which include positive extrovert, who is driven into economic crime by 

his manipulative and egocentric characteristics and desire for control; the disagreeable business man 

who act on suspicion and envy and uses deceitful tactics; the neurotic, characterized by high level of 

anxiety, low self-esteem, anger and hostility which made them susceptible to persuasion, and engage in 

white collar crime. Lesha and Lesha (2012), also supported that business people with extrovert 

personality may take risk to achieve higher rate of success status and they may push themselves to 

engage in criminal behavior if need to fulfill a desire even if it is a risky behavior. 

 

A cross-sectional study by Blickle, Schlegel, Fassbender and Klein (2006) was conducted among 150 

managers in German organizations and 76 white collar criminals from 14 correctional institutions in 

four German states who had convicted high level of white collar crimes. Data was collected by asking 

the participant to fill out the questions to measure their personality characteristics (hedonism, 

conscientiousness, narcissism, social desirability, behavior self-control). Results show that businesses 

with white collar crime is predicted by gender (male higher than female), low-behavioral self-control, 

high hedonism, high narcissism and high conscientiousness. Based on the results, authors concluded 

that high ranking white collar crime in business combine low integrity with high conscientiousness.  

 

In another study, Goosen, Seva and Larrson (2016) have tested seven values constructs 

(universalism/benevolence, tradition/conformity, security, power/achievement, hedonism, stimulation, 

self-direction) with white collar crime. The data were drawn from the second round of European Social 

Survey (ESS). It was conducted via face to face interviews and used random probability sampling. The 

data collected from 14 European countries like Austria, Belgium, Denmark, Estonia, Finland, France, 

Germany, Iceland, Luxemburg, the Netherland, Norway, Poland, Sweden and Switzerland. The results 

show that 30 percent of the respondents have committed to at least one of the crime types (tax evasion, 

insurance fraud, bribery) and the seven values constructs were significantly related to white collar 

crime. Universalism/benevolence, power/achievement and stimulation were consistent across all three 

types of white collar crime, universalism/benevolence levels are negatively associated while 

power/achievement and stimulation are positively associated with white collar crime. Results also 

indicated that value emphasizing the individual (advancement of the self, seeking control, individual 

competence, status and prestige, challenge, excitement and independence) are positively related to white 

collar crime, whereas values with broad motivational goals of welfare, tolerance, social order and 

relational stability are negatively related to it. 
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3. METHOD 

 

The main focus of this study is to this study is conducted with the intention to explore reasons for 

individuals to commit white collar crime. However, it is not possible to interview the offenders 

themselves due to limited access and some of them might still be under investigation whereby revealing 

any information relating to the white collar crime occurrence are not be permitted. Therefore, agencies 

that involved directly in handling white collar crimes were interviewed, and these include Malaysian 

Anti-Corruption Commission (MACC), Royal Malaysian Police (RMP), Inland Revenue Board of 

Malaysia and Attorney General Chamber. However, for this paper, data from interviews with MACC 

will be shared. MACC, one of the organizations that is set up by Malaysian government to investigate 

and prevent any forms of corruption and power abuse (MACC Act 2009) will be shared.  

 

The functions of MACC under Section 7 Malaysian Anti-Corruption Commission Act 2009 are to 

receive and consider any report of commission of an offence under this Act and investigate such reports 

as the Chief Commissioner of the officers consider practicable; to detect and investigate any suspect 

offence under Act 2009, any suspected attempt to commit any offence under Act 2009, any suspected 

conspiracy to commit any offence under this act; to examine practice, systems and procedures of public 

bodies in order to facilitate the discovery of offence under this act and to secure revision of such 

practices, systems or procedures as in the opinion of the Chief Commissioner may be conducive to 

corruption; to instruct advise and assist any person, on the latter’s request, on ways in which corruption 

may be eliminated by such person; to advice head of public bodies of any changes in practice, systems 

and procedures compatible with effective discharge of the duties of the public bodies as the chief 

commissioner thinks necessary to reduce the likelihood of the occurrence of corruption; to educate the 

public against corruption and to enlist and foster public support against corruption.  

 

Purposely sampled, the sampling frame required a sufficient number of participants in order to achieve 

“saturation point” which is, for it to become evident that any additional participants would be simply 
repeating what others have reported (Hesse-Biber & Leavy, 2006; Lofland & Lofland, 1984; Richards, 

2005; Robson, 2002; Strauss & Corbin, 1998). In this study, five MACC officers who have been directly 

involved and had handled white collar crime cases were interviewed and their experiences were 

analyzed. This exploration of ‘insiders views’ (perspectives of participants) is valuable to determine the 

contributing factors of white collar crime based on the perception of the respondents who have the 

experience in handling those cases. The participants were drawn from various divisions such as the 

Investigation division, the Department of Intelligence and Inspection and Consultancy division. The 

first participant (R1) (female, 32 years old) and the fifth participant (R5) (female, 36 years old) were 

from Inspection and Consultancy division that responsible to view the system and procedures, standard 

or practices in the private and the public sector.  The second participant (R2) (male, 52 years old), the 

third participant (R3) (male, 41 years old) and the fourth participant (R4) (male, 41 years old) were 

from various background related to investigation matters. All participants have more than 7 years of 

experiences in handling white collar crime in the context of their duties and responsibilities.  

 

The semi-structured interviews covered participants’ views on the occurrence of white collar crime.  
During the interview, each of the participants was provided with consent forms and information sheets 

that clearly outlined the purpose of the study. Permission from participants to record the interview were 

sought and granted before conducting the interview session for data analysis purposes and future 

reference. All the interviews were conducted at MACC and lasted between one and a half hours to two 

hours. 

 

Interview data were analyzed using thematic analysis approach. The data is captured by translating the 

interview tapes (MP3) into the interview transcripts, as a means of capturing and getting the words and 

concepts of each theme. The main reason for conducting thematic analysis is to extract information and 

perceptions on the factors and variables of the study. It is important to identify the themes and classify 

the text into specific thematic categories before thematic analysis can be conducted. For this study, steps 

suggested by Creswell (2009) were followed. 
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However, in enhancing for better findings, the process of analysis using a computer aided qualitative 

data analysis (CAQDAS) was conducted. For this study, Atlas.ti software was used as the tool in 

analyzing the data as it is appropriate for various instruments in collecting data, managing holistic data, 

managing the data with codes manager, producing the inductive and deductive data and helping 

researcher to find the key point using the auto coding command. Thus, by considering Atlas.ti software 

as the tool for analyzing the data, it will help the researcher achieving the objectives of the study. 
 

 
4. FINDINGS 

 

During the interview, participants were asked about the reasons for individual to commit white collar 

crime. Based on the responses given, there are three main individual reasons that contribute to the 

occurrence of white collar crime. Thematic analysis of the participants’ description highlighted on the 

individual’s characteristics, opportunity and motivation to commit white collar crime 

 

4.1 Individual characteristics 

 

Four of the participants have highlighted on the individual characteristics as one of the contributor to 

the occurrence of white collar crime. The most frequent offenders’ character being mentioned 
throughout the interview is greed. Even though the offenders already have everything, they always feel 

it is not enough and wanted more. As shared by one of the participants, 
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“Why a person with high position and money still commit white collar crime… if not because 
of greed…” [R4, male] 
 

Some of the participants believed that position and power could influence a person to be greedy and 

thus, commit the crime. In other words, with position and power, a person might see more opportunity 

to make profit or to get rich quickly. They use the power and position that they have to fulfill their 

personal reasons. In participant own words, 

 

“…greedy yes greedy… if you are not greedy, you won’t commit the crime… when you have 
power… you become greedy” [R3, male] 

 

Greedy also resembles lack of integrity and good values. According to the participants, those who 

commit the crime always think that if they didn’t do it, somebody else will do it. The offenders normally 

did not think about the consequences of their action but more focus on the monetary gain. There are 

participants who highlighted on offenders being arrogance. When a person’s confidence and pride grow 
into arrogance, the corporate policies and procedures are not personally applicable to them. As shared 

by one of the participants during the interview,  

  

“… individuals who involved in this crime is considered to be greedy, irresponsible and 
arrogance…used own position and power for personal interest…this relate to lack of integrity 
and value…” [R2, male] 

  

In short, based on participants’ experience dealing with white collar crime offenders, it was found that 

offenders possess characteristics such as greed, arrogance, lack of integrity and lack of good values. 

 

4.2 Opportunity to commit white collar crime 

 

Opportunity to commit white collar crime is another reason that have been highlighted by the 

participants during the interview. Opportunity to commit the crime emerge due to position and power 

that a person has. Based on the participants’ experience, those in high position normally possess more 

power and influence in making decision. Therefore, they have more opportunity in committing the 

crime compared to others. As stated by one of the participants, 

 

“… it involves power…either through your own power or using other people in 

power…regardless whether you are in high position or not…as long as you have power over 
other people… without power, it is difficult to commit” [R3, male] 

 

Networking is another reason that create opportunity to commit the crime. Based on the interview, those 

who commit white collar crime normally have good networking with person in high ranking with power 

and influence. Through this networking, offenders feel protected if they commit the crime. Even if they 

get caught, they can easily escape due to their networking with somebody influential. In participant’s 
own words, 

 

“…the person feel protected…protected because he has networking with somebody with 
position and power… regardless of what agency…” [R4, male] 

 

In conclusion, being in high position and power to make decision give more opportunity for individuals 

to commit white collar crime. Opportunity to commit the crime also can come from networking with 

someone influential and in high rank in the organization. 

 

4.3 Motivation to commit white collar crime 

 

The motivation to commit white collar crime can be due to various reasons and this can include genuine 

economic difficulties or sheer greediness on the part of the offenders. For example, the desire to have 
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expensive lifestyle and to own expensive materials motivate them to commit the crime. One participant 

shared his experience with his offender and reason why the offender commit, 

 

“…I caught one sergeant in KL… I asked him why he commit…the offender shared that he need 

money for Eid and his wife want jewelry…” [R4, male] 

 

Some individuals commit white collar crime due to pressure in life. The monthly salary that they 

received is not enough to support their family especially those living in Kuala Lumpur. As stated by 

one of the participants, 

 

  “… pressure in life also contribute to the occurrence of bribery…” [R3,male] 

 

Another participant added, 

 

“…economic factor…though have high salary… purchasing power still low…so why not take 
the bribe…” [R5, female] 

 

In short, what motivate or push an individual to commit white collar crime is due to financial problem 

such as pressure to lead a better life, and to fulfill their high demand and needs. 

 

 
5. DICUSSIONS AND CONCLUSIONS 

 

The research results demonstrate that among the reasons for individuals to commit white collar crime 

are due to characteristics of offenders, opportunity to commit the offence and the motives behind the 

act. The current findings indicate that individuals who commit white collar crime are those considered 

to be greedy, lack of integrity and lack of good values. Due to offenders’ arrogance and feeling of being 

protected, they are not afraid to commit the crime. They know that if they been caught, somebody who 

are in the high rank and very influential will protect them. The results also indicate that misuse of power 

and accepting a bribe to make a favorable decision occur due to opportunity that an individual has 

because of their position and power. The current findings support studies by Piquero and Benson (2004), 

Pontell et al (2014) and Standler et al (2013) on white collar offenders’ characteristics and profiles 
where offenders are those with high social status and considerable influence, exploit their positions to 

commit financial crime, have access to resources that enable involvement of top defense attorneys. 

Apart from that, the possibility of financial gain was also found to be one of the strongest motivational 

factor to commit white collar crime. Presented with personal obligations and difficulties, increased the 

pressure of individuals to obtain greater economic wealth. 

 

Even though it is not easy to combat white collar crime, the current findings provide some suggestions 

and directions that could be taken to address the issues. First, the enforcement need to be tightened and 

enhanced as the existing law is already in place. Law enforcer themselves need to understand their 

responsibility and role regarding this matter. Next, organization needs to implement corruption risk 

management or corruption risk assessment in the organization to capture level of risk and area within 

organization that have high risk so that company can focus and give attention to. Organization also 

needs to provide code of ethic to guide the employees on how to behave and perform their job. Apart 

from that, punishment for cases involving white collar crime, including corruption should be reviewed 

to provide heavier sentences to enhance existing penalties as they have no considerable effect on 

offenders. Besides punishment, continuous education on white collar crime is also needed as a way of 

creating awareness and to educate ethical behaviors to the society at large. Other measure that can also 

be taken is to have integrity officer in each ministry, department and agency to ensure that all procedures 

are strictly adhered to and proper check and balance is in place. Finally, cooperation from the 

community in reporting any cases related to the crime is also needed to ensure zero occurrence of white 

collar crime in the future.  
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The study have several limitations that might influence the interpretation and generalizations of the 

findings. The limitation in qualitative research generally associated with factors such as generalizability 

of findings. Though these limitations are identified in this study, suggestion for possible research is also 

been offered. The sampling frame and procedures employed in this study set some limits on the 

generalizability of the findings. As this study was exploratory in nature, it was intended to serve as 

leading the way for further investigation and future testing on the reasons for individuals to commit 

white collar crime. Since it is not possible to interview the offenders themselves due to limited access 

and some of them might still be under investigation whereby revealing any information relating to the 

white collar crime occurrence might not be permitted, the study only captured perceptions and opinions 

from MACC officers only. Perhaps, in the future, it may be worth investigating and comparing 

responses from both the offenders and officers who handling the cases in further understand the reasons 

for individual to commit white collar crime. Since the current study only focus on the individual factors, 

there is also a need for future research to extend the exploration of white collar crime occurrence by 

investigating on the environment and organizational factors. 

 

In short, despite the limitation in the approach used here and given the exploratory nature of the study, 

the results provide useful findings that should be of interest both researches and practitioners. 
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Abstract 

BIMP EAGA Ventures Sdn Bhd (BEV) is awarded by SCHB Engineering Sdn Bhd (SCES) as the nominated 

supplier to supply all railway materials for the project titled “Perolehan Kerja-Kerja Tambahan Menaiktaraf 

Landasan Keretapi di Kawasan “Gorge Line” Antara Stesen Halogilat (KM 111) Ke Stesen Tenom (KM 137.9) 
Bagi Jabatan Keretapi Negeri Sabah (JKNS)”. The final delivery site for this project is at JKNS stockyard in 
Tenom. One of the scopes of work under BEV in this project is to deliver 16,714 sets of Prestressed Concrete 

Sleepers (3,844 MT) to JKNS stockyard in Tenom. There are three possible nearest landing jetties to be chosen 

which are Sepanggar Private Jetty, Kimanis Jetty and Sipitang Kuta Jetty, but due to the shallow draft, Kimanis 

Jetty is unable to land commodity with such big volume and therefore Kimanis Jetty is forfeited in this study.  

Tenom is located in the interior division of Sabah and geographically it is surrounded by Mountains and hills. 

Due to its geographic location, all the routes from all jetties to Tenom are all dangerous for transportation using 

a trailer truck. Thus, BEV need to identify the sequence of activities and duration taken as well as the cost 

involved to complete the whole operation required in supplementing each landing jetties respectively. This 

report presents the result of Cost-Benefit Analysis (CBA), Program Evaluation and Review Technique (PERT) 

Analysis and SWOT analysis to choose the best landing jetties for the delivery of 16,714 sets of Prestressed 

Concrete Sleepers (PCS) (3,844 MT) to JKNS stockyard in Tenom. This research utilizes primary data that were 

obtained from past data in documents such as project reports, quotations, job orders, fixture notes and Tax 

Invoices. The results obtained show that choosing Sepanggar Jetty as a landing jetty to deliver the PCS to JKNS 

Tenom Stockyard will have less activities and short time required as compared to Sipitang Kuta Jetty. 

Sepanggar Jetty as a landing jetty also seemed to incur less cost due to the low price of inland transportation of 

concrete sleepers.   

Keywords: Inland Transport System, Tenom, Cost-Benefit Analysis, PERT, SWOT Analysis 

 

 

1. INTRODUCTION  

 

BIMP EAGA VENTURES SDN BHD (BEV), an associate partner of Associate Partner of GASHUB UNITED 

HOLDING PTE LTD (GUH) which is a leading gas piping and engineering services specialist in Singapore, is 

an established Construction Materials Trading, Trading of Oil & Gas Products, Engineering Services (Petroleum 

& Energy) and Development Company. BEV is a supplier of high-quality concrete products and offer more 

value-added solutions to their customers. Besides, provide site preparation services, earthworks, piling and 

foundation works.  

 

BEV is also engaged in residential and commercial property development through joint ventures. Other services 

include Rental and Distribution of Industrial Equipment and Rental and Supply of Metal Forms. BEV inspection 

services for the Petroleum and Energy Industry include specialized services for Non-Destructive Testing (NDT), 

Inspection, Asset Integrity and Heat Treatment. BEV ranges of services are support by professionals and 

recognize globally, both domestic and international companies. The business focus is mainly in Brunei, 

Indonesia, Malaysia and Philippine with additional business networks in Indo-China and Australia. 

 

BEV is awarded by SCHB Engineering Sdn Bhd (SCES) as the nominated supplier with a contract value of RM 

25,265,636.36 to supply all railway materials for the project titled "Perolehan Kerja-Kerja Tambahan 

Menaiktaraf Landasan Keretapi di Kawasan "Gorge Line" Antara Stesen Halogilat (KM 111) Ke Stesen Tenom 

(KM 137.9) Bagi Jabatan Keretapi Negeri Sabah (JKNS)". The final delivery site for this project is at JKNS 

stockyard in Tenom. One of the scopes of work under BEV in this project is to deliver 16,714 sets of Prestressed 

Concrete Sleepers (PCS) (3,844 metric ton) to JKNS stockyard in Tenom.  
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This project was abandoned 10 years ago as part of the previous overall upgrading project that covers from 

Tanjung Aru to Tenom Railway track. Gorge line was seemed to be very challenging as there is no access road 

to the project site and all the routes to JKNS Tenom stockyard are very dangerous for heavy cargo transportation 

thus caused difficulty in the implementation of the previous project. Incompletion of upgrading of Gorge Line 

was a big concern as the community around here totally relied on a railway track as the sole mode of transport. 

This project was then received on 2011 under Rancangan Malaysia Ke-10 with a worth around RM 50,000,000.  

 

The PCS is shipped from Penang and the landing jetty in Sabah is yet to be decided. The allowable unloading 

period from the barge at the landing jetty is only 4 days. Exceeding this allowable unloading period causes the 

BEV to bear additional demurrage charges by the barge operator. Selecting the best landing jetty is critical as it 

affects the subsequent inland transportation activities in which determine the time taken to complete the whole 

operation. The subsequent activities supplementing the landing jetty chosen affects the operation cost incurred 

and consequently the project profitability.  

 

There are three possible nearest landing jetties which are the Sepanggar Private jetty, Kimanis jetty and Sipitang 

Kuta jetty as shown in Figure 1 below. Tenom is located in the interior division of Sabah and surrounded by 

mountains and hills. Due to it geographically area, all the jetty routes to Tenom are considered dangerous for 

transportation using a trailer truck. 

 

Completion of the project with reasonable time, cost and profit are highly depending on the choice of landing 

jetty. Any mistake or miscalculation will totally jeopardize the whole contract/project as the supply and delivery 

of concrete sleepers has the biggest portion in the supply contract awarded. 

 

 
Figure 1: Nearest landing jetties to Tenom stockyards 

 

 

2. LITERATURE REVIEW 

 

2.1 Delivery System in Operation Management Perspective  

 

Supply chain management (SCM) is defined by Christopher (1998) as “the management of the relationship 
between downstream and upstream with suppliers and customers to deliver superior customer value at less cost 

to the supply chain as a whole". There are four main target retailers are pursuing using SCM, which was 

identified by Kaufman (2002): lower operating expenses, a decrease of procurement cost, reduce of marketing 

costs and lower distribution costs. Boehlje (1999) define SCM as a set of value-added activities in the 

production-distribution process and the structure linkages along with these activities or processes. 

 

The main question in SCM and design is on how a chain can most successfully deliver quality and value to 

customers. It focuses on the system-wide performance with an emphasis on the flow of information and 

coordination mechanisms. The private and public sector institutional mechanisms help shape supply chain 
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performance such as process and product quality standards and regulations. Paper on qualitative management 

met systems gives the foundation for work on this question as rectified by Caswell, Bredahl, and Hooker's 

(1998).  

 

The terminology of Supply Chain Networks that being popularized by Hanf and Kuhl (2002) stated that to 

produce higher quality and greater efficiency through co-operation rather than by full integration of the supply 

chain.  

 

 

2.2 Effective Management of Project Transportation Cost 

 

The geographic of the terrain in the supply chain specifically in inland transportation needs to be considered in 

managing the delivery system. The ports chosen to receive the material or products need to be contributing to 

the ease of delivering the products to the final destination.  

 

Fleming and Hayuth (1994) describe that Gateways are nodes in the supply chain which international trade 

movement are transhipped onto mainland areas and vice versa. Thus, gateways act to connect the geographical 

areas as it provides a system of multimodal infrastructure for regional and national urgency for international 

trade. A gateway, which acts as a facility for interchange for trading inflows and outflows serve their purpose by 

providing a cost-effective, timely and smooth service through the incorporation of their internal activities with 

the external logistics activities and the system of the other supply chain actors. Gateways, by a feature of their 

purposes, are connected to transit/transport corridors. Transport corridors are mainly the major transport routes 

on which people and cargo are transported between specific countries and regions. Thus, a good transport 

corridor is the one that has an excellent transport and logistics system or infrastructure, and services that ensure 

the movement of goods and people between major economic regions are continuous and smooth. A corridor, 

therefore, has the ability to reduce transportation costs by providing effective and efficient transport systems and 

services (Kunaka and Carruthers, 2014). 

 

 

2.3 Cost of Operations 

 

Leone (2000) identified the challenges of the costing needed to adapt to all needs due to diversity of its aim 

confirming that the cost accounting, when gathering the costs and managing them in important information will 

intend to achieve three main objectives which are the control of the information, the determination of the profit 

and finally the decision making. In determining the profit, the cost accounting compiles the data through the 

conventional registrations of accounting so that they become useful to the administration. For the control of the 

operations, it establishes the comparisons between the actual and the estimated cost which establish the patterns 

of the budget which able to give an insight into the operations performance. For decision making it covers on 

the determination of prices, the number of productions that should be produced, the decision on the product that 

should be cut and finally the choice whether to outsource or to manufacture yourself. 

 

A model of cost system is beyond the registrations and purposes of the general cost accounting to enter 

managerial information system. There are four objectives that were determined by Santos, Marion and Segatti 

(2002) which is:  

i. To aid the administration in an organization and control of unit production, exposing to the administrator 

the smaller cost of activities, most profitable, operations of smaller and bigger cost and the advantages for 

substituting for others;  

ii. Allow the correct development of the stocks to investigate the results gained in each creation;  

iii. To offer as a reliable basis for the projection of the results and assist or guide the process of planning;  

iv. To assist the public organizations in the measures as for warranty for the minimum prices, incentives to the 

production of the product in the wanted scale as well as the credit limits.   
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2.4 Application of PERT in Transportation Project Management  

In 1958, Booz, Allen and Hamilton established the Program Evaluation and Review Technique (PERT) for the 

US Navy (Heizer and Render, 2011). PERT is used to denote and examine the tasks involved in an activity. 

Nevertheless, in this research, PERT is used to give a picture of the flow of a project and to determine the early 

start (ES) and early finish (EF) and time duration of each of the activity involved.  

The early application of this PERT was applied for planning and scheduling a project to build up a Polaris 

Ballistic Missile by the US government (Elmaghraby, 1997; Mehrota, Chai and Pillutla, 1996). After that 

onwards, PERT has become a dominant tool for planning and scheduling for the US government-funded project 

and in the business world.   

A PERT network consists of sets of nodes and arrows. Nodes show the start and finish of one or more activities 

while the arrow represents the connectivity between two nodes. PERT network consists of activity on nodes 

(AON) and activity on arrow (AOA). PERT is widely used by project managers to plan, schedule, control and 

monitor a project. By constructing a PERT diagram of AON and AOA, project managers able to determine the 

critical activities in the project as well as determine the activities that able to delay the whole project. Network 

diagram also enables the project managers to determine the activities that are not critical which can run later or 

having a lag time without affecting the delay of the entire project (Mehrotra et al., 1996).   

Hanh (2008) stated that PERT is a technique in which the activities times are to be stochastic manner. Thus, to 

carry a project's management, it is necessary to produce time distributions for each task in the project. 

Hendrickson and Au (2008) stated that PERT uses the famous Gantt chart to signify the time and its various 

tasks. Project management professionals use PERT widely in determining project completion time. It is very 

vital to know the approximation of the project projection of finish time due to the cost of planning and the 

provision of resources on the approximation. From the 1950s until date, researchers have tried to generate a 

theoretical base on the PERT formulation and now, the project estimations gathered from PERT data are reliable 

(Banerjee and Paul, 2008).   

Montoya-Torres et al. (2010), stated that PERT and CPM can be presented by network illustrations which the 

nodes denote the actions, arcs denote the tasks and the network structure denote or represent the relationship 

between tasks.  

 

2.5 Application of Cost Benefit Analysis (CBA) in Transportation Project Management 

CBA is a tool for decision-making that guides planners in determining possible project impacts. It is a standard 

or general practice for government agencies or sectors, which results in billions of dollars of annual investment 

across the nation. 

A principle guide for CBA and economics is Pareto efficiency, which is when one position change to another 

improves the stakeholder's situation without harming anyone. Policy changes mostly fail in achieving Pareto 

efficiency due to most of the changes making some people worse off. However, welfare can still be improved 

even if Pareto efficiency was not achieved (Zerbe and Dively, 1994). This reflects the Kaldor-Hicks rationale in 

projects, which is applying a potential compensation test (PCT). PCT presume a project as efficient when the 

gains accruing in a project winner are sustainable to potentially able to compensate for project losers. The test 

does not need that actual compensation to take place Zerbe and Scott, 2012). In summary, the benefit-cost 

analysis gives a guideline for decision makers to start that one project instead of the alternative. It also assists 

and guides planners and economists in identifying a method in investing capital about certain parameters.  

Costs and Benefits are monetized values as a result of a change. The costs and economic benefits that outcome 

from a project inform decision makers. Economic benefits can be determined as rises in the net value of the 

output of goods and services, which is expressed as a monetary unit. Reduction in net values of goods and 

services can be used to determine costs. Analysts can determine ‘net costs’ and ‘net benefit’ when compared 
together of a proposed change (Costanza, 1997).  
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2.6 SWOT Analysis 

As indicated by Rangkuti (2009), SWOT analysis is the orderly distinguishing proof of different variables to 

formulate the organization's strategy. The acronym SWOT stands for strength, weakness, opportunities and 

threats. The SWOT Analysis also referred to as ‘SWOT Matrix', can also be formulated as ‘TOWS Analysis' or 
‘TOWS Matrix'. In Turky, considering the adaptation of the capital letters, the acronym can be indicated as 
‘GZFT Analysis/Matrix' or ‘FÜTZ Analysis/Matrix'. This analysis depends on the rationale that can boost 
strength and opportunities, yet at the same time can minimize weakness and threats. The procedure of strategic 

decision-making is constantly identified with the improvement of mission, objectives, goals strategies, and the 

company's policies. In this way, key organizer ought to investigate the organization's vital factors, for example, 

strengths, weaknesses, opportunities, and threats in the present conditions. A SWOT analysis looks at between 

outer elements of opportunities furthermore, threats with interior variables of strength and weaknesses.  

Gitosudarmo (2001) states that SWOT are an approach of strength, weaknesses, opportunities, and strength. In 

SWOT analysis, the organization should consider what strength that they have, what weaknesses are inalienable 

in the organization, it additionally needs to see the opportunities that come and lastly it must most likely know 

the threats, unsettling influences, impediments, and the difficulties, which are confronting it. Moreover, the 

SWOT is utilized to assess the strength and weaknesses of the organization's assets and the external 

opportunities, what's more, the difficulties or threats that we face (Jogiyanto, 2005). SWOT Analysis is a simple 

but powerful tool for sizing up an organization's resource capabilities and deficiencies in market opportunities, 

and the external threats to its future" (Thompson, Strickland and Gamble, 2007).  

SWOT Analysis is a strategic planning framework utilized in the assessment of an organization, an arrangement, 

a plan or a business action. SWOT Analysis is in this way a huge device for circumstance analysis that 

encourages the managers to distinguish organizational and environmental elements. SWOT Analysis has two 

elements: Internal and external. Internal measurement incorporates organizational variables, adds strength and 

weaknesses, external dimension incorporates environmental elements, likewise opportunities, and threats.  

The SWOT analysis strategy was introduced by Albert Humphrey, who led the research at Stanford University 

in the 1970s utilizing information from Fortune 500 organizations (Grewal and Levy, 2008). Nevertheless, if it 

is drawn into the past, this analysis had existed since the 1920s as a component of the Harvard Policy Model 

created at Harvard Business School. 

 

3.         RESEARCH METHODOLOGY 

This study utilizes primary data, which were obtained from the previous data of documents. The activities 

required in supplementing each landing jetties was obtained through the authorised personnel of BEV. The cost 

incurred to complete the whole operation was estimated or budgeted from the data obtained through quotations 

and tax invoice as issues by relevant vendors and transporters. Through observation, the time taken to complete 

the whole operation required in supplementing each landing jetties was gathered from the actual data as stated in 

the project report from the previous shipment of delivery. Interviews also conducted among the employees and 

managers to conform and verify the data. The tools used to analyse the data is PERT, CBA and SWOT analysis. 

 

4. FINDINGS AND DISCUSSIONS 

 

4.1 PERT Analysis.  

 

If the Sepanggar jetty is to be chosen as the landing jetty, there are only two main stations involved in this 

delivery scheme which is the Sepanggar jetty and Tenom JKNS Station. There are four main activities involved 

in this transportation system and it is stated in Table 1 below. The time taken to complete all these activities also 

shown in Table 1 below.  

 

From the Sepanggar jetty to JKNS Tenom station, the appointed transporter is ready to allocate 20 lorries per 

day. Since each lorry can carry up to 160 pieces of concrete sleepers, five days are needed to complete the 

unloading of the whole shipment of 16,714 pieces concrete sleepers. That means by utilizing the Sepanggar 

jetty, temporary stockyard is not needed as the unloading of the whole shipment of 16,714 pieces concrete 

sleepers from the barge can be completed without any demurrage charges. 
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Table 1: Main activities for inland transportation from Sepanggar jetty to JKNS Tenom station in the sequential order and its 

descriptions. 

  
1st Activity: Loading of concrete sleepers onto lorry from the 

barge at the jetty. 

Machineries to be deployed: two cranes and two forklifts. 

Working Hours : 8 am – 5 pm 

2nd Activity: Inland transport from the jetty to the station (via 

Jalan Tambunan). 

Average Trip Duration: 5 hours 

Total concrete sleepers per trip: 160 pieces 

Estimated total trip required: 105 trips 

Average trips per day : 20 

  
3rd Activity: Unloading and stacking of concrete sleepers at 

JKNS Tenom station from the lorry. 

Machineries to be deployed: Excavator(s) 

4th Activity: Checking and calculation of concrete sleepers 

delivered to JKNS Tenom station. 

Frequency: Done on daily basis 

 

If the Sipitang Kuta jetty is chosen as the landing jetty, there are three main stations involved in this delivery 

scheme, which is the Sipitang Kuta jetty, PGM Temporary stockyard and Tenom JKNS station. There are seven 

main activities involved in this transportation system as stated in Table 2 below. 
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Table 2: Main activities for inland transportation from Sipitang Kuta Jetty to JKNS Tenom Stockyard in the sequential order and 

its descriptions 

  
1st Activity: Loading of concrete sleepers onto lorry from the 

barge at the jetty. 

Machineries to be deployed: Two cranes and two forklifts. 

Working Hours : 8 am – 5 pm 

2nd Activity: Inland transport from the jetty to the PGM 

Temporary stockyard 

Average Trip Duration: 30 minutes 

Total concrete sleepers per trip: 160 pieces 

Estimated total trip required: 105 trips 

Average trips per day: 20 (5 lorries: four trips per day for each 

lorry) 

  
3rd Activity: Unloading and stacking of concrete sleepers at 

the PGM Temporary stockyard 

Machineries to be deployed: Two cranes and two forklifts 

 

4th Activity: Loading of concrete sleepers onto lorry from the 

PGM Temporary Stockyard onto lorry. 

(DOUBLE HANDLING) 

Frequency: Done on daily basis 

 
5th Activity: Checking and calculation of concrete sleepers delivered to the JKNS Tenom stockyard 

Frequency: Done on daily basis 

  
6th Activity: Inland transportation from the PGM Temporary 

stockyard to the JKNS Temporary stockyard 

Average Trip Duration: Three hours 

Total concrete sleepers per trip: 160 pieces 

Estimated total trip required: 105 trips 

Average trips per day: Five 

7rh Activity: Unloading and stacking of concrete sleepers at JKNS 

Tenom stockyard from the lorry. 

Machineries to be deployed: Excavator(s) 
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From the Sipitang Kuta jetty to JKNS Tenom stockyard, the appointed transporter is willing to allocate five 

lorries per day because there are only five lorries available to dispatch and there is no demands of other 

materials such as timber products on the way back to Sipitang from Keningau or Tenom. The demand of timber 

products such as acacia logs in Sipitang has declined drastically after the shutting down of Sabah Forest 

Industries (SFI), which is formerly known as the biggest paper mill in Sabah. The downfall of the paper mill 

industries in Sipitang has dragged logistic industry together to the pitfall. 

Each lorry from Sipitang can carry up to 160 pieces of concrete sleepers and five trips per day to the Tenom 

JKNS stockyard. A total of 21 days is needed to complete to unload 16,714 pieces concrete sleepers. The rest of 

16 days extra could incur demurrage charges of RM 64,000.00 exclusive of other additional charges. Due to this 

matter, utilizing the Sipitang Kuta jetty required a temporary stockyard as a damper to avoid such expensive 

demurrage charges. The establishment of such damper caused double handling charges. A total of five days is 

needed to transfer the whole shipment of concrete sleepers to the PGM Temporary stockyard and another 21 

days to transfer these materials to the final destination, the JKNS Tenom stockyard. 

The draft at the Kimanis jetty was not suitable due to shallow jetty. Thus, it is not suitable to pick the Kimanis 

jetty as the landing jetty for the whole shipment of 16,714 pieces concrete sleepers weighed at 3,844 metric ton. 

Due to this matter, there is no supplementing activity for the Kimanis jetty for the shipment of 16,714 pieces 

concrete sleepers as the Kimanis jetty is not suitable for such scale. 

 

4.2 The PERT Schematic 

From the PERT analysis it can be seen that the Sepanggar jetty has a lesser activity and lesser number of days to 

complete the delivery. The Sepanggar jetty only required 4 activities and takes only five days to complete the 

delivery. However, the Sipitang Kuta jetty required seven activities and took 26 days to complete the delivery.  

 

For the Sepanggar jetty, 2nd activity is the determinant of the whole time taken to complete the delivery of 

concrete sleepers to the Tenom stockyard. It is the activity of inland transportation of concrete sleepers from the 

Sepanggar jetty to the JKNS Tenom stockyard. The availability of lorry in Sepanggar will affect the overall time 

taken to complete the process. In this case, there is 20 lorries, which able to deliver all the concrete sleepers and 

takes around five days to complete the whole processes. For the Sipitang Kuta jetty, 2nd and 5th activities are 

the determinant of the whole time taken to complete the delivery of concrete sleepers to the Tenom stockyard. 

Activity 2 is the inland transportation from the Sipitang Kuta jetty to the PGM Temporary stockyard. Activity 5 

is the inland transportation from the PGM Temporary stockyard to the JKNS Tenom stockyard. The reason 

behind the need of temporary stockyard is because of the fewer lorries available to clear all the concrete sleepers 

from the Sipitang Kuta jetty. This causes a temporary stockyard needed which adds up more activities and 

causes double handling compared to the Sepanggar jetty does not need temporary stockyard or double handling. 

Activity 2 contributes to five days, while activity 5 contributes 21 days. Thus, the overall time taken to deliver 

the concrete sleepers to the Tenom stockyard is 26 days.  

 

The Figure 2 in the next page shows the PERT analysis for both directions of the Sepanggar to JKNS Tenom 

stockyard and vice versa. The PERT analysis is being structured by analysing the duration of each activity that 

takes place in both jetties of Sepanggar and Sipitang Kuta.  
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Figure 2: The PERT analysis from the Sepanggar jetty to JKNS Tenom stockyard and vice versa 

 

 

4.3 The Cost Benefit Analysis 

 

If the Sepanggar jetty is to be chosen as the landing jetty, it can be seen that the biggest cost is mainly 

contributed by the inland transportation from the Sepanggar jetty to the JKNS Tenom stockyard. The cost 

breakdown of carrying out the activities for the inland transportation of 16,714 pieces concrete sleepers from the 

Sepanggar jetty to the JKNS Tenom stockyard can be seen on Table 4.3 below. Based on the findings, this study 

concludes that utilizing the Sepanggar jetty as a landing jetty will yield lesser activities and shorter time taken to 

transport 16,714 pieces concrete sleepers (3,844 metric ton) as compared to the Sipitang Kuta jetty. The 

activities sequence for the Sepanggar jetty only required a total of five days to complete the delivery, whereas 

the Sipitang Kuta jetty required a total of 21 days. This indicates that choosing the Sepanggar jetty as landing 

jetty could save 16 days from the overall time taken to complete the inland transportation of 16,714 concrete 

sleepers as compared to the Sipitang Kuta jetty. This saving considers significantly huge as it able to reduce the 

overall time taken by 76%. 
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The Sepanggar jetty only required 5 days to complete the delivery to the JKNS Tenom stockyard due to its 

greater lorries availability to do the direct inland transfer as compared to the Sipitang Kuta jetty. It is recorded 

that there are 20 lorries per day available to directly transferred the concrete sleepers from the Sepanggar jetty to 

the JKNS Tenom stockyard as compared to five readily available lorries when the Sipitang Kuta jetty is chosen. 

This indicates that inland transportation from the Sepanggar jetty has 300% more available lorries compared to 

the Sipitang Kuta jetty. The huge difference in the number of readily available lorries is contributed to the fact 

that there are huge demands of delivering another kind of materials such as timber products on the way back to 

Kota Kinabalu from Keningau or Tenom as compared to going back to Sipitang. This is well contributed by the 

fact that there is high demand of timber products from Kota Kinabalu, where rapid development of construction 

and furniture industries took place as compared to Sipitang. Additionally, there is declining demand of this 

commodity due to the downfall of SFI. Thus, this contributed to the lesser appealing market of logistics and 

transportation in Sipitang area. Lesser activities are required in supplementing the delivery of concrete sleepers 

from the Sepanggar jetty as the materials is directly transferred to the JKNS Tenom stockyard. This contributes 

simplicity to the whole operation as compared when the delivery took place from the Sipitang Kuta jetty. There 

are few obstacle factors such as the need of temporary stockyard, insufficient number of lorries and incapable to 

clear the barge within the allowable time given of five days. 

 

Lesser activities are required in supplementing the delivery of concrete sleepers from the Sepanggar jetty as the 

materials is directly transferred to the JKNS Tenom stockyard. This contributes simplicity to the whole 

operation as compared when the delivery took place from the Sipitang Kuta jetty. There are few obstacle factors 

such as the need of temporary stockyard, insufficient number of lorries and incapable to clear the barge within 

the allowable time given of five days. 

 

 

4.4 Total costs 

 

Based on the findings, this study concludes that utilizing the Sepanggar jetty as a landing jetty will incur lesser 

overall cost to transport 16,714 pieces concrete sleepers (3,844 metric ton) as compared to the Sipitang Kuta 

jetty. The comparison of cost breakdown in delivering the material between these two jetties is presented in 

Table 4. 

 
Table 4: The comparison of cost breakdown between the Sepanggar and Sipitang Kuta jetties 

Cost Breakdown Sepanggar 

(RM) 

Sipitang Kuta 

(RM) 

Overall Port Charges  10,845.00 7,297.45 

Inland Transportation Cost 249,860.00 393,138.00 

Handling Charges at JKNS Tenom Stockyard 20,961.96 20,961.96 

Double Handling Charges at Temporary Stockyard 0.00 59,280.00 

Total  Cost: 281,666.96 480,677.41 

 

From Table 4 above, it shows that the cost for overall port charges at the Sepanggar jetty are cheaper than the 

Sipitang Kuta jetty by RM 3,547.55 (48%). Inland transportation from the Sepanggar jetty is way cheaper 

compared to the Sipitang Kuta jetty. The inland transportation from the Sepanggar jetty to the JKNS Tenom is 

cheaper by RM 143,278.00 (36%) as compared when the inland transportation took place from the Sipitang 

Kuta jetty. The differences of this inland transportation cost play a significant portion of 30% from the total cost 

of activities supplementing the Sipitang Kuta jetty (RM480,677.41). It shows that the inland transportation is the 

main contributor for the differences in the total cost between these two landing jetties. 

The differences in the inland transportation between the two landing to the JKNS Tenom stockyard is mainly 

due to the compensation of the cost for return trip by any other business on the way back for the transporter. 

From the Sepanggar jetty to the JKNS Tenom stockyard, the appointed transporter is charging quite a low price 

for the inland transportation of the concrete sleepers as their cost for the return trip is compensated by other 
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businesses as there are huge demands of delivering other kind of materials such as timber products on the way 

back to Kota Kinabalu area from Keningau or Tenom as compared to the case of the Sipitang Kuta jetty.  

 
Figure 5: The access road to the Sipitang Kuta jetty - within the property of SFI 

 

SFI road fees as being charged to use access road under the jurisdiction of SFI for the Sipitang Kuta jetty 

contributes insignificant effect to its high cost of inland transportation cost as compared to the Sepanggar jetty. 

RM10.00 is being charged every time when a lorry or trailer passed by the gate of SFI to collect the 

commodities from the Sipitang Kuta jetty as the access road heading towards the jetty is within the property of 

SFI, which presents clearly in Figure 5 above. A total number of 105 trips are required will exert additional 

insignificant amount of RM 1050.00 to the inland transportation cost due to this matter. 

 

4.5  SWOT Analysis 

 

The SWOT Analysis of the Sepanggar jetty and Sipitang Kuta jetty shows clearly in Table 5 and Table 6 below.  

From the SWOT analysis, there is some strength listed for the Sepanggar jetty, which includes plenty number of 

lorries. Thus, direct inland transfer is possible as the allowable loading time at the jetty of five days can be done 

because more lorries is available to transport more concrete sleepers faster. This is due to the huge demands of 

delivering other highly demanded materials on the way back to Kota Kinabalu which benefited the transporters. 

The compensation of the cost for return trip by any other business on the way back resulting in much lower cost 

to deliver the concrete sleepers to the JKNS Tenom stockyard. 

 
Table 5: The SWOT Analysis of the Sepanggar jetty 

Strength Weaknesses 

• Abundance number of lorries availability 

• Lower inland transportation cost 

• Simplicity contributed by lesser number of supplementing 

activities 

• Concrete sleepers can be delivered directly to the Tenom 

stockyard without engaging temporary stockyard 

• Properly concreted landing jetty 

• Longer inland travelling distance to the Tenom 

stockyard 

Opportunities Threats 

• Avoidance of unnecessary double handling to deliver the 

concrete sleepers to the Tenom stockyard  

• Shorter overall time taken to deliver the 16,714 pieces 

concrete sleepers completely to the JKNS Tenom 

stockyard 

• Lower overall cost  

• Higher exposure to road accident due to longer 

travelling distance 
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The direct transfer discussed allows simplicity contributed by lesser number of supplementing activities in the 

whole system due to elimination of any needs for temporary stockyard. This in fact helps in developing a leaner 

and more direct system which allows direct transportation of the concrete sleepers to the Tenom stockyard 

directly. Any unnecessary additional charges from double handling process in supplementing any establishment 

of temporary stockyard can be avoided by engaging this jetty. This jetty is also well supervised as it is majority-

owned by more than competent party which is the Sabah Port. This jetty is complete with the necessary facility 

and it is a properly concreted landing jetty. These basic features are needed as it can prevent any sort of 

deformation on the landing jetty during heavy rain thus reducing any risk of unwanted accident during the rapid 

process of loading the concrete sleepers from the barge. The good condition of the Sepanggar jetty as a landing 

jetty shows clearly in Figure 6 below. 

 
Figure 6: The Sepanggar jetty is complete with necessary facilities and it is a properly concreted landing jetty 

 

The Sepanggar jetty has the opportunity to avoid unnecessary double handling resulting from the establishment 

of temporary stockyard. This is well contributed by the great number of readily available lorries which allows 

for direct transfer to the JKNS Tenom stockyard. All of these factors in return significantly shortened the overall 

time taken to deliver all the concrete sleepers to the JKNS Tenom stockyard and thus fulfilling the requirement 

to free the barge within the allowable five loading days.  

The downside by choosing the Sepanggar jetty is that the inland travelling distance of 170km is longer 

compared to the Sipitang Kuta jetty. This longer inland travelling distance pose threats in contributing towards 

higher exposure to road accident as the route is passing by challenging and steep terrain. Driving this kind of 

terrain under the circumstances of transporting heavy duty materials like concrete sleepers is very dangerous. 

 
Table 6: The SWOT Analysis of the Sipitang Kuta jetty 

Strength Weaknesses 

• Shorter distance to the Tenom stockyard 

 

• Limited number of lorries available 

• greater number of supplementing activities 

• Required temporary stockyard to deliver the concrete 

sleepers in the Tenom stockyard 

• Higher cost incurred 

• Landing jetty not properly concreted. Thus, the landing 

jetty might deform during heavy rain 

Opportunities Threats 

• Lower exposure to road accident due to shorter 

distance 

• Required double handling to deliver the concrete 

sleepers to the Tenom stockyard 

• Longer overall time taken to deliver the 16,714 pieces 

concrete sleepers completely to the JKNS Tenom   
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From the SWOT analysis, the Sipitang Kuta jetty is a very strong choice in terms of its shorter distance to the 

JKNS Tenom stockyard. The JKNS Tenom stockyard is only located 80 KM away from the JKNS. This gives 

the opportunity to reduce the risk to the safety of the lorry driver and the public road users.  

The Sipitang Kuta jetty has few weaknesses which includes a low number of readily available lorries. This is 

due to the low demand of delivering other materials on the way back to Kota Kinabalu, which is contributed to 

the downfall paper mill industry in Sipitang. This causes higher inland transportation cost to be incurred to 

compensate returning lorries with empty loadings. 

The Sipitang Kuta jetty is privately owned and it is not built and maintained well. The landing jetty may deform 

during heavy rain and thus can pose further delay to the loading process of concrete sleepers onto lorries. Even 

worst such condition has the potential to pose hazard such as death and injuries.  

The Sipitang Kuta jetty required more supplementing activities which complicates the whole process. Extra 

activities are needed as utilizing this jetty require a temporary stockyard as a damper to avoid allowable loading 

period of five days being exceeded and such expensive demurrages charges to be incurred. 

The establishment of temporary stockyard may pose a threat of the need of double handling to supplement the 

activities of transferring material in and out of the temporary stockyard which act as a damper. This damper is 

necessary as there is scarcity of readily available lorries in Sipitang area to do the direct transfer of the concrete 

sleepers within the allowable time. All of these contribute to the longer overall time taken to deliver all the 

concrete sleepers to the JKNS Tenom stockyard. 

The comparison between the Sepanggar and Sipitang Kuta jetties according to the listed attributes presents in 

Table 7 below. The table shows that the Sepanggar jetty is a superior choice as a landing jetty to transport 

16,714 pieces (3,844 metric ton) concrete sleepers from the Sepanggar jetty to the JKNS Tenom stockyard as 

compared to the Sipitang Kuta jetty based on vital attributes such as shorter overall duration, simplicity (least 

number of activities), greater number of readily available lorries, absentee of temporary stockyard and lower 

cost incurred. 

Table 7: The comparison between the the Sepanggar and Sipitng Kuta jetties 

Jetties Sepanggar Sipitang Kuta 

Overall Duration to deliver the 

16,714 pieces concrete sleepers 

completely to the JKNS Tenom 

stockyard  

Five days 26 days 

Double Handling Absent Present 

Number of supplementing 

activities 

Four Activities 

Simple 

Seven Activities 

Complicated 

Distance to Tenom 170 KM 80 KM 

Number of lorries available 20 Five 

Temporary Stockyard Absent 

 

Present 

The PGM temporary 

stockyard 

Total Cost RM 281,666.96 RM 480,677.41 

 

 

5.         CONCLUSION 

 

From the above findings and discussions, it is clear that BEV should choose Sepanggar jetty in delivering the 

PCS to JKNS Tenom Stockyard. By choosing the jetty, BEV will have less activities and short time required as 

compared to Sipitang Kuta Jetty. This decision also incurs less cost due to the low price of inland transportation 

of concrete sleepers.   
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