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ABSTRACT

Based on the period from 1 August to 31 December | was assigned to go for internship
session based on the subject IMC690. | choose the organization of “Pejabat Tanah & Jajahan
Kuala Krai “(PTJKK), at the organization | was put under Administration and Financial
Department

This report is set out to give the reader full information about my industrial training in “Pejabat
Tanah & Jajahan Kuala Krai “(PTJKK). Industrial training is one of the compulsory curriculums
in Universiti Teknologi Mara which students need to complete whether in consultant, factory
and company. This course is sets up for student in order to give them experience and gain
knowledge in working environment before going through the real working life. My industrial
training is at “Pejabat Tanah & Jajahan Kuala Krai “(PTJKK) which provide maintenance
and construction for land issues.

In PTJKK, | have been assigned to administration and financial unit. At this unit, | have been
assigned to handle filing whether manual or online, handle mail operation and also as a
helpdesk. During my placement, | have leamed a lot new knowledge about human resource
and financial report. This knowledge is useful for me in future and gives me a lot of
advantageous to prepare myself for my future career. Last but not least, in this report included
the introduction, brief background about this organisation, task and special project | have been
assigned, recommendations and conclusion in details during my industrial training in PTJKK.

Keyword: Administration, Filing, Internship, Project
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CHAPTER 1: INTRODUCTION

1.1 Background of The Organization

Department of Land and District of Kuala Krai (PTJKK) is one of the official lands
and district in the state. This district is one of the oldest districts in Kelantan and the
second largest in the state after Gua Musang. This district is also one of the oldest
districts that were created by the British government in 1909. Kuala Krai yet officially
recognized in Sept. 1, 1977 where before it was known colonies Ulu Kelantan which
includes all Gua Musang and Kuala Balah in Jeli. District Administration Centre was
initially located at Kg. Mengkebang, Jalan Batu Lada and then moved near the stairs
Krai (Domestic Bradley) in 1927. Currently, the District Administration has moved to a
new building centred in Guchil on 22 April 1985.

DAERAH

| BATU MENGKEBANG

DAERAH
OLAK JERAM

DAERAH
DABONG

1)
2)
3)
4)
5)
6)
7)

Mukim Batu Balai
Mukim Batu Jong
Mukim Batu Lada
Mukim Bedal
Mukirn Chenulang
Mukim Enggong
Mukim Guchil

8) Mukim Kenor

9) Mukim Sungai
Durian

10} Mukim Keroh

11} Mukim
Mengkebang

12} Mukim Kuala Nafl
13} Mukim Kuala
Pertang

14} Mukim Mambong
15} Mukim Pahi Barat
| 16) Mukim Pasir

1) Mukim Chuchoh
Puteri

2} Mukim Gajah
Barat

3) Mukim Gajah
Timur

4) Mukim Lata Rek
5) Mukim Manek Urai
Selatan

6) Mukim Manek Urai
Utara

7) Mukim Manjor
Selatan

8) Mukim Manjor
Utara

9) Mukim Peria

10} Mukim Sungai
Sam

1) Mukim Kandek

2) Mukim Kuala Gris
3) Mukim Pergau

4) Mukim Kuala Stong
5) Mukim Serasa

Figure 1.1: Areas Covered by Organization




Figure 1.2: Department of Land and District of Kuala Krai Building

Vision

To Make Kuala Krai Land &Territory Office a Dynamic, Comprehensive and Prioritized
Development and Sustainable Development and Achieve Customer Satisfaction by
2020. To Make Kuala Krai Land &Territory Office a Dynamic, Comprehensive and

Prioritized Development and Sustainable Development and Achieve Customer
Satisfaction By 2020.

Mission

Planning, Managing, Administering Land & Colonies and Implementing Government
Policies and Providing Service with Integrity, Quality and Efficiency Towards Excelience
in Economic, Physical and Human Development.

Motto

"Friendly, Progressive and High quality "



Logo

There are 3 departments which are administration, development and land departments.
Under land department there are 3 units which is registration, revenue and land units.

Administration Development

Registration

Land
Development & (g
! Disposal

Technical
Enforcement &
Revenue

Figure 1.3: Department of PTJKK



1.1.2 Departments’ Functions

LAND DEPARMENT

Table 1.1. Consist of information regarding unit of registration, land development, land

disposal, technical enforcement and revenue functions.

Registration

Land
Development

Land Disposal

Technical
Enforcement

Revenue

Manage transaction registration and non-transaction.
Processing of property rights (QT).
Maintaining and updating registration records.

Get the exco's permission to transfer and mortgage.

Breaking the boundaries of the soil and parts.
Submission and re-title.
Acquisition of land.

Manage land administrator rights.

Disposal of land through alienation.

Disposat of land through conservation.

Disposal of land through the issuance of licenses.
Permit for soil work.

Preparing a land application chart.
Citing land tax arrears.
Processing applications of state fand.

Provide application for tracking and tracing placements.

Manage current land tax collection.
Citing land tax arrears.
Collecting land and yield premiums.



ADMINISTRATION / FINANCE

Table 1.2 Consist of information regarding unit of administration and finance functions.

Administration

Financial

1.

e A

Administration

Human resource Management.
e Service.
¢ Counselling and discipline.
e Act and direction.
¢ Performance management.
Entertainment license.
Boat permits.
Post office affairs.

Practical student management.

Event management

The secretariat to the official ceremony.

Technology and Information

Maintaining the system.

Maintain and update all accounting records.

Manage bill payments and claims.

Maintain a retail money transfer account.

Maintain government stocks.

Maintain government assets and departmental assets.
Secretariat to management and account committee.
Secretariat to the government's movable asset

management committee and stock.



DEVELOPMENT

Table 1.3 Consist of information regarding unit of physical development and community

development functions.

Physical
Development

Community
development

Plan, coordinate and implement projects for the community.
Manage all project payment claims.

Coordinate and continue implementation for the state project.
Manage, provide and certify work specifications.

Manage and monitor the royal project of Kelantan.

Managing and coordinating the committees of action and

development.

Plan, coordinate, monitor, implement zakat home aid programs.
Plan, coordinate, monitor and implement community
development programs such as youth development.



1.20rganizational Structure

1.2.1 Registration Department

The Registration Unit consists of Vice District Officer as a leader, admin assistant,
despatch and also a clerk.

Vice
District
. Officer |

 Admin Admin Admin Admin
. Assistant Assistant Assistant Assistant

| l | | ' | ‘
lDespatch lDespatch \l Clerk \l Clerk \

Figure 1.4 Registration Unit Structure



1.2.2 Land Development and Disposal

The Land Development and Disposal consist of Vice District Officer as top-level
management. For land development unit, there are admin assistant and clerk. Meanwhile
for disposal unit, there are vice land officer and admin assistant.

Vice District
Officer

St
tand | .
| Development [ Disposal

f 4 B f + & b [ ) [ —————
| Admin | Admin | Vice Land f Vice Land Vice Land Vice Land
_ Assistant Assistant | Officer i Officer | Officer |  Officer

—_— ‘ [___L__ﬁ R e T

| . Admin . Admin
Il Clerk U Clerk H Planner d Assistant L Assistant ‘

Figure 1.5 Land Development and Disposal Structure



1.2.3 Technical Enforcement and Revenue

The Technical Enforcement and Revenue consist 2 units which is technical enforcement
and revenue. For technical enforcement there are vice land officer and admin assistant. For

revenue, there are financial admin assistant, admin assistant and despatch.

Vice District

Officer

Technical

Enforcement Revenue

Financial Financial
Admin Admin
Assistant Assistant

Vice Land Vice Land
Officer Officer

I—J—!

Admin Admin Admin Admin
Assistant Assistant Assistant Assistant

Despatch

Figure 1.6 Technical Enforcement and Revenue Structure



1.2.4 Administration

The administration unit consist of three which is admin and finance, IT and event
management. In admin and finance, there are admin assistant, accountant, clerk and
despatch. For IT, there are IT officer and technician. Meanwhile for even management, there

are only admin assistant.

i' Head Executive |
. District Officer

Event T Admin &
management e Finance

Admin T l Technician Admin l Admin ‘
Assistant Officer Assistant ‘ Assnstant
I Admin : p—
Assistant I Accountant lclerk | Clerk

— -

l Despatch | I Despatch]

Figure 1.7 Administration Structure
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1.2.5 Development (Community)

For development (community) unit there are admin assistant, penggawa, clerk and aiso a

despatch.
Vice District
Officer
[
[ 1 I 1

Admin Admin

Assistant l Assistant | l Penggawa ‘ l Pe"ggawﬂ

Clerk Despatch Despatch

Figure 1.8 Development (Community) Structure
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1.2.6 Development (Physical)

For development (physical) unit there are head executive district officer, executive district
officer, admin assistant, financial admin assistant, assistant engineer, operation staff and

planner
Head Executive
District Officer
L
Exgcu’gve Admin Fmanqal Assistant
DISERIC Assistant Admin Engineer
Officer _ _Assistant ©
Operation
Staff Planner Planner

Figure 1.9 Development (Physical)
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CHAPTER 2: ORGANIZATION INFORMATION

2.1 Departmental Structure

During internship trainee was assigned to the Administration Unit. The administration unit
consist of three which is admin and finance, IT and event management. in admin and finance,
there are admin assistant, accountant, clerk and despatch. For IT, there are IT officer and

technician. Meanwhile for even management, there are only admin assistant.

| Head Executive
{_District Officer
G i Admin &
management Finance
| i | - Y e — .
Admin T =i | l Admin Admin
Lﬁsi&ant_l ———4 Officer ‘]-.TEChmuan - ‘ __ Assistant Assistant
Admin e
Assistant " Accountant. Clerk Clerk

I Despatchm [ _Despatch

Figure 2.1 Administration Unit Structure
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2.2 Departmental Function
ADMINISTRATION / FINANCE

Table 2.1 Administration and Finance Responsibilities

UNIT FUNCTION
Administration

6. Human resource Management.
e Service.
¢ Counselling and discipline.
» Act and direction.
s Performance management.
Administration 7. Entertainment license.
8. Boat permits.
9. Post office affairs.
10. Practical student management.

Event management

o The secretariat to the official ceremony.

Technology and Information

¢ Maintaining the system.

« Maintain and update all accounting records.
* Manage bill payments and claims.
e Maintain a retail money transfer account.
Financial o Maintain government stocks.
+ Maintain government assets and departmental assets.
e Secretariat to management and account committee.
» Secretariat to the government's movable asset
management committee and stock.

14



2.3 Staff Job Scope

Table 2.2 Staff Job Scope and Duties

POSITION JOB DUTIES

15




Vice Administrative Officer

Administrative Officer

Services
Manage employee annual salary movements.

Data/HRMIS

Supervise the work and office staff.

Manage retail money.

Coordinate the purchasing of furniture and office
equipment.

Prepare government orders (indent work).
Control the use of office vehicles.

Manage the party or banquet.

Supervise card recorder time

Checking the preparation of pension paper.

Provision of annual budget estimation.

Manage the human resource development
panel meeting.

Process employee exchange documents.
Processing new staff appointment documents.
Processing departments examination
application.

Reviewing the property declaration by
employees using HRMIS applications.
Become a HRMIS system administrator.

16




Clerk

Cleaning up of administrative unit rooms,
financial unit rooms and all related.

Distribute correspondence.

Post a letter.

Make a copy of the document.

Keep and store files.

Perform other tasks directed by the Senior
officer.




2.3.4 Staff of the Department

This are few of staff of department that i was assigned.

Figure 2.2 Staff of Department

18



CHAPTER 3: INDUSTRIAL TRAINING ACTIVITIES

3.1 Training Activities
3.1.1 Operator/Helpdesk

Trainee was assigned as customer service officers. Trainee must control all incoming calls
to organizations no matter from public calls or from their own organizational staff. Trainee was
responsible for efficient handling and quality of all phone calls, serving customers or guests
who deal with the department well and friendly. Trainee should also provide information on
the services provided by the agency, assisting clients or guests dealing with the department.

There are several function of customer services;

1) Handles all phone calls to organizations.

2) Providing information to customers no matter by phone or face to face.

3) Make sure to give the best and friendly service to all of the customer.

4) Give the best information to customer about the service that they will get at the
organisation.

5) Receive and list down all the complaints from the customer to be given to top

management.

Figure 3.1.1Operator Workplace
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3.1.2 System Star Rating (SSR) Audit Preparation and Reporting

On the first week of internship, trainee was assigned to make report regarding system star
rating or SSR. This system star rating exactly was introduced by The Malaysian Administrative
Modernization and Management Planning Unit (MAMPU) is responsible for promoting and
creating a new revolution in the public sector in the field of administration. There are several
objectives why SSR was introduced by government.

1) To evaluate and measure the performance of Government agencies to make sure that
the public sector provides services to the best level.

2) To give a recognition to agencies that need to demonstrated the highest level of
governance and always improving their best services.

3) Provide widespread publicity on policy, strategy, quality management and best
practices that have brought success to the organization.

4) Promoting a healthy competition among public sector agencies in practicing

organizational management and service delivery more effectively.

3.1.2.1 System Star Rating Component

Management

Figure 3.1.2 Star Rating Component
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For this SSR report, Trainee was assigned to do the component C which is customer
management. To create this report, first trainee needs to create the questionnaire. After that
distribute to all the customer that come to agencies. Collect all the guestionnaires and then
review all the survey and make a statistic report. In customer management component there

are 3 types of management;

1) Customer management planning
2) Interaction with customer.
3) Customer management performance

Figure 3.1.3 SSR Report
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3.1.3 Mail Management Operations

For this task, trainee was assigned to handle all the incoming letter to the agencies. There
are several steps for handling the letter. First, the all the letter that been receive at the agency
will be sent to administration department. After that, trainee will take out the letter from
envelope. The information about the letter will be list down in the letter log book. All of the
letter that been received need to stamped, there are two type of stamp needed, first is date
stamp and the other ones is agency stamp. Next, after process of list down and stamped, the
letter will be given to District Officer to be minutes. Last, the letter will be distributed to the
department based on district officer minutes. For example, if the letter regarding customer
asked for their property document, the district officer will minute the letter to Land development
department to be handle.

important detail in log book;

1) Acceptance date

2) No. File

3) Date of Letter

4) Where letter come from
5) What is letter about;

6) Referred to who

Figure 3.1.4 Mail Log Book
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3.1.4 File Management (Manual/Online)

During internship, trainee also assigned a task regarding file management whether manual
or online. The task included open and closed the file. Trainee will open new file if an officer
needs it. The file will be closed if it exceeds the specified thickness of 4cm or more 100 sheets
of paper. Each on the new file must have “PTJKK “been cited on reference number. For
example, file “PTJKK 233/ 107, 233 stands for Financial and 10 for volumes. For the
arrangement, each file must be arranged on the drawer based on the alphabetically. For
example, file name “PTJKK 454/3 HASIL”, so the file will be arranged on the drawer “H”.
Trainee also responsible to handle online filing system. At the agency the system that was
been used was “System e-fail PTJKK”. Any things that related to work which used record,
trainee will find the file using the system. It helps the staff do the work faster. There are several
types of file which is

Open - white file.

Limited - white file cover with limited cop stamp on it.
Confidential - green file.

Secret - a striped pink file.

S

Big secret - light yellow with red cross.

-

Figure 3.1.5 File for New Staff
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Figure 3.1.6 File Cabinet

Figure 3.1.7 e-Filing System
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Figure 3.1.8 Closed File

Figure 3.1.9 File Drawer
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3.1.5 Restructuring of File Room

During intemship, trainee involved in the process of restructuring the file room. Before this,
the file room was is in a bad condition and unorganized. All the file only placed on the floor
and causes it to become susceptible to pest such as mice. This condition may cause the file
to be damaged if exposed to rodents. The process mostly takes about 15-20 days mostly. It
takes a much times because the number of files is about 12 thousand. The file room was very
important because it can help process of use, maintenance and control of record will be
economic and more efficient. There are few important things that emphasized by agency when
open the file room to ensure the records safety;

water Humidity
«Avoid water tank on »Humidifier and
the rooftop. dehumidifier
*Avoid water tap =aircond

through the file room

Hygiene Control
*Do not eat on the file
room.

s Always make he
housekeeping.

Figure 3.1.10 File Room Safety Procedures
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Figure 3.1.11 Room After Reconstructing
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3.2 Special Project — Research on Customers Satisfaction towards ICT Service
by PTJKK

3.2.1 Introduction

Customer satisfaction is one of the keys to a successful organizational management
(Mustafa, 2007) where satisfaction in getting a service will be evaluated by customers. To be
a good organization, customer satisfaction with ICT services in the organization should reach
a satisfactory level.

3.2.1.1 Background of The Study

Service sector have been an important factor in the rapid development of the country
economy especially in Malaysia. This service-based sector is the mainstay of the various
organizations areas including the federal and state governments. At the same time, profit-
based private services also affect the economy and effective management of the country. The
good service provided by an organization is one of the factors of attraction to the public about
the capabilities of the organization in providing the best service to its customers. If the
organization is unable to provide this good service, it will bring customer dissatisfaction with

the management of the organization.

The advancement in Information and Communication Technology (ICT) has added a change
in customer service management, for example with online systems to facilitate customers to
obtain the desired information. CT has evolved over time and allows governance to improve
and enable organizations to provide better and quality services. E-government is one example.
The term e-government refers to the use of IT by government agencies, is in contact with the
public. E-government can help in reducing costs, increasing revenue, improving public service
delivery (Saeed, 2012). It also ensures efficiency, accountability in governance (Harris, 2000).

28



E-services concept as an interactive information service among service providers, service
providers and agencies (Ghosh, 2004). Electronic services (e-services) are becoming
increasingly important in providing customers with a convenient service with interactive
information flow in the transaction process (Santos, 2003) The presentation of E-Services is
very different from the delivery of traditional services, based on the flow of interactive
information between customers and service providers (Li, 2007).The ICT service that is being
offered by PTJKK for the time being is system of land tax calculation (SPHT). This system will
help the customer to know how much they need to pay for their taxes.

3.2.1.2 Statements of the Problem

There are many studies that show the dissatisfaction of consumers towards the quality of
ICT services. Therefore, in order to continue to develop and competitive in the industry it is
important for the organization to continuously strive to improve the quality of services directly
in meeting the needs and satisfaction of customers such as providing good ICT services.

The organization is not satisfied with the performance of the system such as the accuracy
of the amount of tax payable by the customer. Hence, the organization need to get feedback
from the customers relating to their level of satisfaction based on their experience of using the

system.

3.2.1.3 Purposes of the Study

Each study has its own goals, the purposes of this study are:

1. To analyze the level of customer satisfaction on the quality of ICT services in the

organization.

2. To analyze the method that can improve service quality that can enhance customers’

satisfaction.
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3.2.1.4 Conceptual Framework

Assessment using the SERVQUAL concept will evaluate quality service based on five
dimensions which is the most dimension assessed by customers in achieving customer
satisfaction Reliability, Assurance, Physical evidence (Tangibles), Empathy, and
Responsiveness. SERVQUAL measurement was developed by Parasuraman, Berry, and
Zeithaml in 1988 to measure the perceptions of service quality in marketing and later widely
used in other fields. SERVQUAL works to identify potential gaps between anticipation and
perceptions of both internal and external service delivery. It helps service providers to
understand customer expectations and perceptions of services rendered as well as
continuous quality assessments (Booth, 2003).

Contact

Efficiency Responsiveness

Assurance Compensation

customer

Reliability Fulfilment

satisfaction

Figure 3.2.1 Conceptual Framework
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3.2.1.5 Research Questions

1. What the extent of customer satisfaction with quality ICT service in organization
based on E - SERVQUAL?

2. What is the difference between the level of customer satisfaction with ICT services
based on demographic factor?

3.2.1.6 Significance of the Study

The trainee proposed this study regarding he customer satisfaction toward ICT service
provide by the agency.trainee focus on the community which is customer of the agency that |
choose which is department of land and territory of Kuala Krai. Since, customer have their own
experience and opinion on using the ICT services that been provided by organization.

In the course of globalization and the use of high technology in various industries, it is
important to measure and evaluate the quality of service within the organization. This study
is important because by analyzing the level of customer satisfaction with the ICT services
provided, it can be used as a guide to the organization to increase the level of efficiency in
their services that been offered to customers.

This study will indirectly identify the weaknesses and disadvantages of ICT services
provided by the organization. As a result of my research, the organization can further
strengthen their ICT services and it will indirectly lead to an effective workforce in the
administration and good service to consumers.
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3.2.1.7 Operational Definitions

1.

Information
Information can be categorized as the important part in our life because without
information we are nothing to be compared with others. According to the Dictionary.com
(2015), information can be defined as knowledge gained through study,
communication, research, instruction and others. Example to fulfii the requirements
assignment given by the lecturer, students should know how to find information either

through research, study and communication or interview

2. Tangible

Physical facilities equipment conditions and personnel appearance

Reliability
The ability to perform the service correctly and accurately and reliably.

Responsive
Willingness to act to help customers and to serve them promptly.

Assurance
Employee's knowledge and decency and its ability to cultivate trust and confidence on
customer side.

Empathy
Concern, individual attention given by service provider to its customers.

ICT

All the technology used to handle telecommunications, broadcast media, intelligent
building management systems, audiovisual processing and transmission systems, and
nefwork-based control and monitoring functions.
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3.2.1.8 Summary

Customer satisfaction is a term frequently used in marketing. It is a measure of how
products and services supplied by a company meet or surpass customer expectation. To
study about customer satisfaction to the service provided, research question, statement of
problem and significance of the research were discussed.
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3.2.2 Literature Review

3.2.2 introduction

Good practices and Excellent system management such as the ISO Quality Management
System (PKM) and ISO Quality Management System (SPK) or more commonly known as
Total Quality Management (TQM) and Quality Management System (QMS), are generally
believed to help organizations have the advantage compete in quality and meet customer
satisfaction (Gotzami and Tsiotras, 2002).Therefore, it is imperative that any organization,
whether government or private, provides the best quality to achieve their customers'
satisfaction. Each field has different levels of quality in satisfying their customers. This is
because the main service or product that satisfies the customer varies according to the type
of service or product that is associated with the customer (Rizal et al, 2003).

According to A. Kahar, (2008) Customer Satisfaction or Customer Satisfaction is one of the
business terms that means measuring the extent to which a product or service provided by
the organization meets customer expectations or in other words customer satisfaction is the
part that shows the will, customer needs and expectations that need to be met or fuffilled to
ensure customer loyalty to the products or services offered.
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3.2.2.1 E- SERVQUAL

The idea of e-service is one of the prominent applications of utilizing the use of Information
and Communication Technologies (ICT) in different areas but it is difficult to provide a
comprehensive definition for e-service. Along with the development of the internet and web-
based technologies, online customers use necessary information on products and services.
E- service quality is defined as the extent to which a website facilitates efficient and effective
shopping, purchasing, and delivering of products and services.

New developing of the e-SERVQUAL to study how customers judge e-service quality. This
new model was drawn up through a three-stage process involving exploratory focus groups
and two phases of empirical data collection and analysis. It contains seven dimensions:
efficiency, reliability, fulfilment, privacy, responsiveness, compensation and contact. The first
four dimensions are classified as the core service scale, and the other three dimensions are
regarded as a recovery scale

Core service scaie

a) Efficiency
The capability of customers to acce