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This report is prepared as part o f the requirement fo r the subject MGT666 
Industrial Training taken during fina l semester in the Bachelor O ffice  

System M anagem ent (Hons.) program a t Universiti Teknologi MARA (UiTM).

The report summarize based on my six month internship experience a t 

Teknologi Nasional Berhad (TNB) Kluang branch, where I was placed from 
3 March 2025 to  15 August 2025. During my internship, I was placed in 

Business Support O ffice  and Customer Care O ffice  departments. My 
main tasks including handling adm inistrative work and assisting customer 
service, and m anaging inquiries w ith MyTNB system. I also learned how to  
handle customer and respond to  com plaints po lite ly and provide clear 

explanation professionally. One o f the most valuable experience was 
during the e lectric ity  ta r if f  adjustm ent, I saw how TNB prepared fo r the 
changes, explained the new rates to  customers, and m anaged challenges. 
I also had discussions w ith my supervisor, which helped me track my 

progress and stay m otivated to  keep learning new things.

This report also includes a SWOT analysis based on my observation o f the 
company. Some o f the strengths include a sole com pany supply e lectric ity, 
and modern d ig ita l system. However, the weakness like lim ited s ta ff during 
peak hour and layout workplace. O pportun ity include paperless in itiative 
and flexib le  ta r if f  changes (Time o f Use) while the threats such as 
cybersecurity a ttack  due to  dependence to  d ig ita l and solar energy 

com petition were noted. In the discussion section, I shared the knowledge 
and skills I gained during my internship, such as com m unication, teamwork, 
problem solving, ad ap tab ility  and system handling.

In conclusion, my internship in TNB Kluang gave me valuable experience in 
a real work environment. It helped me improve both professional and soft 
skills, learn more about how the company works, and prepare fo r future 

challenges.



ACKOWLEDGEMENT
PAGE 2

I w ou ld  like to  express my deepest g ra titu d e  to  all those w ho have 
supported  me th roughou t my industria l tra in ing  journey a t Tenaga 
Nasional Berhad (TNB) Kluang fo r 6 months.

First and forem ost, I sincerely thank TNB fo r giving me the 
op po rtun ity  to  ga in industry exposure. Then, I extend my w arm est 
thanks to  Mrs. Norliana b in ti Abu Bakar, Executive o f BSO, w ho is my 
supervisor during my firs t tw o  months o f internship in Business 
S upport O ffic e  (BSO). I am also deep ly  g ra te fu l to  Mr. M ohd 
Ridzuan bin M ohd Haris, C ustom er C are O ffic e r (C C O ), and Puan 
Fatin A fiqah , Executive in Custom er Service, fo r the ir gu idance, and 
va luab le  adv ice  th roughou t my internship journey.

M ost im portan tly , my h e a rtfe lt a p p re c ia tio n  goes to  all the  s ta ff in 
the  BSO and C C O  unit (Custom er Service, C o lle c tion  Recovery and 
Billing) fo r the ir continuous support and encouragem ent. W ithout 
the ir kindness and w illingness to  share know ledge, I w ou ld  not have 
been ab le  to  learn and g row  as much as I d id . Because o f the 
co lleagues like them , I ga ined va luab le  insights and understanding 
how the  work environm ent opera tes. Their m entorship has tru ly 
im p ac ted  on both my professional and personal grow th.

Next, I am tru ly g ra te fu l fo r the  support and gu idance  o f M adam  Nor 
M aslia b in ti Ramli Samudin as my fa cu lty  advisor. Her de d ica tio n  in 
keeping students on the  righ t track  and w illingness to  share opinions 
and adv ice  have been tru ly he lp fu l. I a p p re c ia te  her constan t 
encouragem ent, constructive  fee db ack , and care  th roughou t my 
internship journey.

Last bu t no t least, I w ou ld  like to  take  this op po rtun ity  to  thank to  
my fam ily  and all my friends fo r the ir unwavering support th roughou t 
my 6 month internship. Their presence helped me stay em otiona lly  
strong and m otiva ted  in everything I do. I'm especia lly  g ra te fu l fo r 
always be ing there  to  listen to  my experiences, understand my 
challenges, and provide constan t encouragem ent.

Thank you to  all fo r con tribu ting  to  my g row th  and learning 
experience.



TABLE OF CONTENT
Executive Summary 1

Acknowledgement 2

Student Profile 3-4

Company Profile 5-9

Training Reflection 10-11

Swot Analysis 12

Discussion and Recommendation 13-20

Conclusion 21

Reference 22

Appendices 23-27




