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2021 MENGINSTITUSIKAN I.S.E.S & 
MEMPERKASAKAN BAKAT



GOOD 
GOVERNANCE 
= UTM CORE 
VALUE

EQUITABLE AND 
INCLUSIVE

EFFECTIVE AND 
EFFICIENTRESPONSIVETRANSPARENT

FOLLOWS THE 
RULE OF LAWACCOUNTABLE PARTICIPATORY CONSENSUS 

ORIENTED



BAGAIMANA MENGINSTITUSIKAN?

 Tanggungjawab pada NILAI TERAS
 SIFAR toleransi terhadap rasuah, perlakuan kasar dan 

tidak sopan.
 Proses dan Sistem yg sistematik.
 Komunikasi Berkesan dangan semua pihak.
 Kebersamaan dan Kerjasama erat dalam melaksanakan

tugas
 Kepimpinan yang dicontohi



INPUT PROCESS OUTPUT OUTCOME

CUSTOMERS’ SATISFACTION

Indicators :

1. CSI 85 – 90%

2. Zero Recurrence of issues 
from Customers’ 
Feedback/Complaints

3. Quality Objectives by PTJ 
successfully achieved

4. Findings of Mystery Shopping 
(0 NCR)

Identify customers’ 
needs/requirements

External
• CSI
• Customers’ 

Feedback/Complaints

Internal
HR (Happy & Well trained 
workforce), 
Financial , 
Facilities/Infra/Environment,
Governance 
(Policy/SOP/Guidelines)

Approach/Method/Tools :
• QMS (compliance to MS 

ISO 9001) – Process 
approach

• Standard People Practice 
• 5S
• Lean Management
• Do it right the first time
• System & Applications
• Traditional

Programmes/Activities
• Training & Workshops
• Awareness Programmes
• Audit & Mystery Shopping

• Quality service
• Customer-friendly 

Service & Facilities
• On-time delivery
• Zero defect

HIGH PERFORMANCE DELIVERY FRAMEWORK



CONTINUOUS QUALITY IMPROVEMENT (CQI)

• Quality service
• Customer-friendly Service & 

Facilities
• On-time delivery
• Zero defect

Untuk menghasilkan OUTPUT yang 
berkuaiti (pelanggan harapkan)

• Kenalpasti keperluan pelanggan
• Memperbaiki dan 

menambahbaik punca kepada
masalah iaitu faktor2 yang 
mempengaruhi perkhidmatan

INPUT

TUJUAN :

• Melihat keberkesanan Tindakan
• Mengenalpastiaspek utama yang perlu

ditambahbaik
• Membantu PTJ mencapai KPI HPD



12
CORE 

COMPETENCIES 
OF FACILITIES 
MANAGEMENT

1
OCCUPANCY & 

HUMAN FACTORS

2
OPERATION & 
MANAGEMENT

3
SUSTAINABILITY & 

WORKPLACE 
STRATEGY

4
FACILITY 

INFORMATION & 
TECHNOLOGY 
MANAGEMENT

5
RISK MANAGEMENT

6
COMMUNICATION & 

SECURITY

7
PERFORMANCE & 

QUALITY

8
PLANNING, 

LEADERSHIP & 
STRATEGY

9
REAL ESTATE 

MANAGEMENT

10
PROJECT 

MANAGEMENT

11
FINANCE & 
BUSINESS 

DEVELOPMENT

12
SENSE OF 

BELONGING TO UTM 
TREAT UTM ASSET 

LIKE OUR OWN



TERIMA KASIH
pendaftar@utm.my


	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8

