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ABSTRACT

The purpose ofthis research is to examine the exception Electronic Toll Collection (ETC)
transaction at PLUS Malaysia Berhad. This research is to analyse the exception ETC
transaction from year 2011 to 2014 at PLUS; determine the types of exception that
occurred at PLUS during theyear 2011 to 2014 and study the roles of Toll Department in
managing the ETC matters. The data gatheredfor this research are provide by Data
Monitoring & Recovery Units which is a unit under Toll Department of PLUS and also
from data based on the exception cases that have been reported.

The results of this research indicate that PLUS still have to deal with exception
ETC transaction even more had done a study before about to reduce the exception.

Besides, all the recommendations that have been made to the organization leads to the

decreasing number o fexception cases.
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CHAPTER ONE

INTRODUCTION

Introduction

As an improving country, Malaysia keeps develop idea to give people
convenient and good facilities in a daily life. PLUS Expressway Berhad
introduced new highways to Malaysian for enhance the quality of life by serves
these highways as alternate routes for already congested routes for those willing
to pay a toll for use of facility. Tolls facilities were created as a means of
improving the existing highway infrastructure when public fun for the project
cannot be allocated. The tolls fully utilized manually that vehicles needed to take
queues and stop at toll plazas to pay cash. However, a number of problems occur
due to the inefficient toll collecting methods. These methods were extremely
inefficient due to the requirement of the vehicles to stop when rendering payment.
According to Fenno (1993), to ensure that the capacity of a facility is not
constricted by the capacity of the toll plaza, five to six toll lanes would be
required for each lane of traffic. This was typically not feasible and two or three
toll lanes of traffic are usually provided instead. The result is the formation of
gueues and subsequent delay to the motorist.

Thus, a system named Electronic Toll Collection (ETC) introduced to
eliminate the problems. ETC is a technology enabling the electronic collection of
toll payments. It was a kind of electronic auto toll collection system which is

being broadly developed by many countries, especially by developed countries



