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Technology can bring certain concerns to the elderly. Because of
unfamiliarity or limited experience, some older persons may find it challenging to
adapt to new technology. Small text sizes, complicated interfaces, and touch-based
interactions might be a barrier for seniors with visual, hearing, or mobility limitations.
The customers that Tabung Haji needs to entertain comes from different level of age.
Some of the customers do not know how to use technology.

For example, recently the hajj result was out, and the customer needs to
accept the offer via apps called THIJARI. The older generation needs to be guided on
how to use the app. It is simple to share knowledge with the older generation on how
to utilize technology; nevertheless, learning new technologies can be complicated for
some older folks since it takes more time to teach them, more patience because the
older age is more forgetful, and finally, they demand help. The pace of technological
advancements might be challenging to keep up with, and frustration or feelings of
inadequacy can arise. This can be one of the threats since they found it hard in using
technology.

e Regulatory Changes

Because of the possible influence on the organization's operations, financial
stability, and compliance requirements, regulatory changes might represent a danger
to Lembaga Tabung Haji. These changes may include new laws, policies, or legal
frameworks affecting how Lembaga Tabung Haji operates in the financial business or
manages its finances. Compliance with regulatory changes typically involves
additional resources, time, and knowledge, straining the organization's capabilities.
Furthermore, legislative changes may place further restraints or limitations on the
investment plans or profitability of Lembaga Tabung Haji. As a result, Lembaga
Tabung Haji must constantly analyze and respond to regulatory developments in order
to avoid potential risks and remain compliant with the changing regulatory landscape.
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One example of a regulatory reform that may affect Lembaga Tabung Haji is
the imposition of increased customer due diligence responsibilities. To combat money
laundering, terrorist financing, and other criminal activities, regulatory authorities
may implement stricter rules and procedures for customer identification, verification,
and monitoring. This may need Lembaga Tabung Haji obtaining and confirming more
detailed information from customers, doing additional background checks, and putting
in place effective monitoring mechanisms. These changes may increase the
administrative burden on branches and need additional compliance resources like as
employee training or upgraded technology. Failure to comply with these regulatory
measures may result in penalties or damage to Lembaga Tabung Haji's reputation. For
example, if the customer wants to save more than RM25,000, then they must state the
reason. This is because they want to know where the source come from and to where
it will go to prevent from any money laundering. Any suspicious transaction will be
report to the upper management.

e Reputation Risk

Lembaga Tabung Haji (LTH) may face reputation risk due to the potential
impact on public trust and confidence in the organization. Lembaga Tabung Haji is a
Malaysian pilgrim fund board that manages Malaysian Muslims' Hajj pilgrimage
funds and investments. If Lembaga Tabung Haji faces reputation-damaging issues,
such as allegations of mismanagement, corruption, or financial irregularities, it may
lose trust from its stakeholders, who include depositors and the general public. As a
result of this lack of trust, people may withdraw their investments from Lembaga
Tabung Haji, threatening its financial stability and ability to pay its obligations. As a
result, protecting its reputation is critical for Lembaga Tabung Haji to preserve the
trust of its stakeholders and guarantee long-term viability.

One example of a reputation risk that a Lembaga Tabung Haji (LTH) branch
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viability (Jones, 2020). With increasing supervision and regulatory requirements,
stakeholder impact, and the influence of social media on customer opinion, it is
necessary to recognize and manage the harm of reputational risk in order to reach
predicted profitability. Since Lembaga Tabung Haji (LTH) have a strong brand image,
therefore, any mistakes that the employee or the company did will damage the image
of the company. Customers will lose their trust towards Tabung Haji which can lead
to less fund and less customer base. They can no longer serve a larger amount of

muslim if this continue.

Technology

e Digital Transformation
Business digital transformation is the utilization of technology to generate
new business models, processes, software, and systems that result in more earnings a
stronger competitive edge, and increased efficiency (Verina & Titko, 2019).
Companies are being forced to reconsider their organizational methods as a result of
technological innovation. In several areas, certain companies are demonstrating a
greater capacity to utilise digital technology to create an advantage over the
competition. To adapt with this, Tabung Haji has created an apps called “THIJARI.
This apps will help the customer to do certain transactions without having to go to the
nearest Tabung Haji counter. It will also save the customer times and make it easier
for the customer to do the transactions that they want everywhere and anytime.
e Lack of technological exposure among older generation
Technology might become a burden for the older generation. They find it
complex and hard to learn. In my observation, they often complaint about how hard it
is to use technology and that they do not know how to use it. Some of them even
threats to close their account due to this complexity. Therefore, Lembaga Tabung Haji
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cannot make their business based on technology fully. They also must provide manual
transaction in order to help this older generation. Other than that, they can also guide
this generation on how to use the technology. By doing this, it will help them in using

the technology.

Legal

e Regulatory changes

Company will often change their regulation. Regulatory changes is important
for company. Regulatory changes can help the company to protect their image, their
customer as well as their employees. Lembaga Tabung Haji frequently change their
regulation to ensure that the customer feel safe to save their money at Tabung Haji.
This regulation provide more security for the customer. Other than that, regulation
changes made by Tabung Haji can also protect their brand image. This regulation
changes can help them to detect suspicious transaction. Therefore, any money
laundering can be prevented. This will not only help to protect the company image but
it will also help to gain more muslim customers because they can gain customer’s trust

by having a good company image.

6.0 DISCUSSION AND RECOMMENDATION

Strength

e  Skilled worker
As we know, some company sent their employees to the training and that included
Lembaga Tabung Haji company. In the training they will learn about the ethics of the
company, regulation and also strengthen their soft skills. To test their knowledge about
the company ethics and regulations, Lembaga Tabung Haji’s staff needs to so some

22


USER

USER




USER

USER




USER

USER


This will impact the company since their goal is to reduce the number of manual
transactions. To overcome this, my recommendation is to promote to the customers
that they can also withdraw their money through other banks such as Bank Islam and
Bank Rakyat. They can also link their Tabung Haji account with Bank Islam, Bank
Rakyat, CIMB Bank and Maybank. By doing so, they can reduce the number of
manual transactions.

e Miscommunication

Miscommunication will often happen though they have a good relationship
between staff. In my observation, I think Lembaga Tabung Haji Seremban rarely have
communication problem. However, there will be time where they have communication
problem for example another person might said A while the other person might said
B. This situation will lead to the confusion among the staff since they cannot
communicate well.

To overcome this problem, I suggest that Lembaga Tabung Haji Seremban can do
open dialogue between them. In this session they can communicate honestly between
the employees and managers. Employee uncertainty and undue stress may be avoided
via open communication. If the employee felt embarrassed to talk about what they felt,
then I suggest that Lembaga Tabung Haji Seremban can also do some system where
they can share their thoughts in the system where their name will be hidden.

e Location that is not strategic

Lembaga Tabung Haji Seremban was located in the middle of Seremban city. In
my opinion, I think it is strategic place however there is no parking available near the
building. Hence, they received a lot of complaint about this. However, there are
parking available at the shopping mall which is near with Lembaga Tabung Haji
Seremban and to ease the customer, they had built bridge that connect the building
with the shopping mall building. Even though they have done this alternative, they
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still received a complaint about this. So, my recommendation is to advocate for
parking solutions. Lembaga Tabung Haji Seremban can engage with local authorities
to explore potential parking solutions nearby the company such as creating more

public parking spaces.

Opportunity

Many Muslims
Lembaga Tabung Haji is an Islamic institution that help muslim to do hajj. In

Seremban, almost half of its citizens are muslims. Therefore, it will give an
opportunity towards Lembaga Tabung Haji Seremban to achieve their goals. My
recommendation for Tabung Haji Seremban to grab this opportunity is, they can do
approach the customer by doing educational initiatives. They can conduct educational
programs and workshops to raise awareness about the importance of savings,
investments and financial planning in accordance with Islamic principles. This can
attract more Muslim individuals who seek to align their financial activities with their
religious beliefs.

There are still many Muslim citizens that does not open their account yet

Citizens that does not opened an account presents an opportunity for Tabung Haji

to reach out to these individuals and encourage them to open their account. There are
so many alternative that Tabung Haji provided to attract the citizens to open their
account however the citizens are not well aware about it. One of the alternatives is the
minimum saving to open the account is RM2 which is cheaper than other banks.
Therefore, my recommendation is for Lembaga Tabung Haji to frequently promoting
their services as well the benefits that they have done via social media such as TikTok
which is very famous nowadays.

Digital transformation
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In this technology era, almost all company maximize the use of technology.
Tabung Haji has created an apps called “THIJARI”. This apps was created during
pandemic year. One of the features in this apps is the customer can transfer their money
from other bank to Tabung Haji account. Other than that, customer can also check
their balance as well as their account number in the apps since Tabung Haji does not
use account book anymore. In my observation, I think this apps will bring benefits
towards the customer since it will save the customer time and they can do the
transaction everywhere. However, there are still many citizens that are not well aware
about this app. So, my recommendation is to promote this apps via social media where
they will show the benefits of using “THIJARI” apps. They can also give a brochure

about this apps towards the customers.

Threats
e Lack of technology exposure among older generation
As I mentioned earlier, older generation might find it hard to use and learn about

the technology. Recently, the customers who get to do the hajj needs to answer the
application via THIJARI apps. So, during that time, many older generation complaints
about how difficult it is to use the apps. They find it frustrating to learn about
technology however, they did not know that this apps will make their affair easier. My
recommendation is to explain the features and benefits that are included in the apps so
that the older generation can see how this technology will make their affair easier.
Other than that, the staff can also guide the older generation on how to use the apps
by providing a tutorial. This tutorial can be shared at the social media like TikTok or
they can use advertising method where they will show this tutorial when the customer
open the apps.

e Regulation changes
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Since Tabung Haji Seremban is one of the Lembaga Tabung Haji branches, they
will expose with the regulation changes that the upper management has decided. So,
they need to stay informed about the regulation changes. When the regulation keep
changes, then the employees might get confused on which regulation that need to be
followed. Therefore, my recommendation is to be engage with regulatory authorities
which is the upper management. Tabung Haji Seremban needs to establish open lines
communication with the upper management and actively engage in discussions when
appropriate. During this communication, they can seek clarification on unclear
regulations and proactively address any compliance concerns or questions.

e  Reputation risk

Lembaga Tabung Haji is one of the companies that are well known and have a
strong brand image. Therefore, any mistakes that the company or employees done will
damage the reputation of Tabung Haji. The mistakes that the company or employees
done will also affect the customers such as they might lose trust towards the company.
To avoid this, my recommendation is, the employees can do ethical practices during
their work. Tabung Haji Seremban can send their employees to the ethics training. In
this training, it will provide them the regular ethics training for employees at all levels
and educate them about potential ethical dilemmas that they may face and how to
make ethical decisions in different situations. By doing this, they can uphold stronger

ethical standards during their business operations.
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CONCLUSION

The preparation of this report was made based on my observation as well as discussion
with my supervisor. During the preparation, I got to learned more about Tabung Haji and
understand more about their regulations. This help me to interact with the customers if they
have any question. Throughout my internship, I had a great time. Working at Tabung Haji is
like a dream come true for me since I always wanted to complete my internship here. I've
learned a lot of new things that I can use to my job. I also believe that my communication skills
are improving and that I am no longer afraid to approach new people. I believe that what made
my internship enjoyable was the company's staff members' friendliness, which made it easy for
me to interact with them. They also frequently bring me lunch or breakfast, and we frequently
dine together. I am overjoyed to be a member of their team since, in my opinion, their team is
the greatest of the best.

For the following five years, I aim to put everything I've learned throughout my
industrial training to use at the larger organization. I wish to advance my career as well as my
skills by learning something new at the organization. I also hope that I will be able to

completely apply my talents to the firm for which I will work during my working life.
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