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ABSTRACT 

This research was conducted in Sarawak Electricity Supply Corporation (SESCO) 
attempts to gain an insight to explore the effectiveness of performance of meter 
readers in SESCO Regional Office, Bintawa: A case study based on Action 
Learning. 

Specifically, this study aims to determine: the effectiveness of performance of 
meter readers in accomplishing their daily work targets; the causes and effects that 
might delay the effectiveness of the performance of the meter readers; and whether 
action learning could be used to solve the problems and improve the performance 
of meter readers. 

The main findings of this study revealed that the effectiveness of performance of 
meter readers is not quite satisfactory mainly due to factors which were beyond 
their control such as environmental situations, system and procedures of the work 
provided for them, and slow actions and lack of coordination between sections. 
The study also revealed that action learning was applicable for meter readers in the 
Meter Room Section of SESCO Regional Office, Bintawa. 

It is recommended that monthly meeting should be held between meter readers, 
meter examiners, supervisors, and the engineer in-charge to discuss monthly 
progress or problems. Action learning methodology is appropriate for this purpose. 
Training or short courses pertaining to this methodology could be provided to equip 
them with skills and knowledge and as well as sharing experience among peers to 
enhance effective performance. 

It is also suggested that more research be made to determine the overall 
effectiveness of organizational performance. 



Kajisilidik ini dibzrat di Pejahat Wilayah, Perbadanan Pembekalari Letrik Sarawak 
(PPLS), Bintaula &lam usaha mendapat kefahamati yarlg n~endalant: atazr 
pembelajaran lapangan. 

Khusustiya, kajisilidik itii berttrjtrar~ unfzrk nierigenalpasti; keberkesanan prestasi 
pembaca meter dalam menyenpurnakan sasaran kerja harian mereka; 
kemutzgkrnan sebab-sebah dan kern?-kesan yang melambat keberkesanan prestasi 
pembaca meter; dan sama ada 'action learning' dapat dpergunakan untuk 
nteryelesaikan n~asalah dan seterrrsnya memperhaiki pre.stasz pembaca meter. 

Kesin~plan kajiselidik ini memdedahkan bahawa keberkesanan prestasi pembaca 
meter tidak begitu memtraskari alas sebab-sebab trtamanya ialah faktor-faktor yang 
terdapat di luar kmalan mereka seperti, kaedah-kaeahh ah11 procedur-prosedrtr 
kerja yatig digunaka?~, kelambatan mengambil tindakan serta kurangnya kordinasi 
di antara pihak-pihak dan bahagian-hahagran tertenttr &lam pejabat. 

Kajiselidik ir~i met~dehhkan jugcr bahawa kaedah ' action learning' addah sestrai 
dipakaiguna dalar~ Bahagian Bilik Meter, Pejabat Wilayah, Perbadanan 
Pembekalan Letrik Sarawak. Biniawa. 

Adalah dicahtigkati megatarat bulanan patrrt diadakat? secara berterusan di 
aritara penrbaca meter, pemeriksa meter, petlyelia, dan jurutera ymg berkenaan 
trrztzrk ntembincangkatl perkembangan bulanan seksyen in;. Kaedah 'action 
learning' dihpati sestrai untztk tujiran ini. Latzhan atau kursus-kursus jangka 
pendek berhublrng dengar1 kaedah ini perlzrlah disediakan trntuk melengkapkan 
pembaca meter dengan kemahiran dun pengatahan serta berkongsi pengelaman 
demi mentupitk keberkesanan prestasi. 

Sayugia dicadatigkan juga agar diahkai~ banyak lag kajiselidik untuk 
n~engenalyasti keberkesarian prestasi organisasi in; ~rmumnya. 
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CHAPTER ONE 

INTRODUCTION 

Introduction 
Organizational effectiveness is an increasingly popular topic in the management of 
Malaysian public and private sectors. Proponents argued that it is the key to gaining 
competitive advantage in today's high competitive business environment. " We can 
no longer work like we used to be. We must change to improve ourselves if we want 
to survive," said one CEOs of a big firm. Therefore today, the terms Kaizen, Total 
Quality Management (TQM), IS0 9000, Information Technology (IT), Effective 
Performance Management (EPM) and many more are familiar to almost every one in 
big organizations throughout the world. The terms TQM and IS0 9000 for example, 
gained increased prominence in Malaysia soon after the announcement of Look East 
Policy and Vision 2020 were made because of new economic realities that faced our 
business. 

Another terms called Action Learning which was always associated with Reg Revans 
in the United States also increasingly popular lately in Asia and proven effective as 
management tool in problem-solving and performance improvement in the United 
States and Europe. The most intriguing suggestion about how to improve 
performance was that the organizations change their organization and management 
systems to be more participative by involving employees in problem solving, 
decision making, and introducing motivational efforts that are beneficial to both. 

Statement of the Problem 
Since early 1980s Sarawak Electricity Supply Corporation (SESCO) has been 
introducing various quality improvement programs for its staff within the 
organization throughout the State. One of the main objectives of these programs is to 
enhance the quality of service of its staff to satisfy its consumers. A Quality 
Management Division headed by a Manager was established and responsible to 
implement and to monitor the process and progress of the programs. Among the 
programs that have been used to achieve this objective are: 

Total Quality Management (TQM) 
TQM which is very popular among the Japanese is the process of quality 
management based on customer orientation and continuous improvement. It involves 
all aspect of the organization such as money, materials and human resources. TQM 
process is aimed towards a holistic changes which could create an excellent working 
culture within an organization. It is therefore a process of cultural transformation 
with the elements of acceptable characteristics which include behavior and values, 
system and procedure, operation practice and organization structure. 

Quality Control CycIe (QCC) 
QCC was launched and implemented in 1987 in SESCO. It is one of the mechanisms 
or management tools which allows the employees to participate in problem solving 
process to increase the quality and productivity of an organization. Its philosophy is 



based on the management concept of participation and humanization of the 
workplace. Humanization of the workplace means where the management 
emphasizes on human needs and feelings towards the environment of the workplace. 
Therefore, active participation from the employees is needed, regardless of their 
educational background and position in terms of contributing ideas based on their 
knowledge, skills and experience. 

Practices of Good Housekeeping (5s) 
5 s  was introduced in 1991 and its purposes were to produce high quality services, 
continuous productivity and quality improvement. This management tool was 
originated from Japan which represents five Japanese words, Seiri, Seifon, Seiso, 
Seiketm, and Shitsuke. Seiri is focusing on taking out the unnecessary items and 
putting them awajr. Seitorr emphasizes on arranging the necessary items in a proper 
order so that they can be easily picked up for use. Sieso is more towards cleaning and 
tidy up the workplace to avoid dust or anything that can spoil or damage the items 
and environment. Seikelsit on the other hand focuses on maintaining a high standard 
and procedure of housekeeping in the workplace. Finally, Shitsuke emphasizes on 
training people to follow good house keeping discipline independently. In SESCO 5s  
has been considered as the basis for continuous productivity and quality 
improvement. It is believed that good housekeeping and an organized workplace in 
an organization are directly linked to achieving discipline in the workplace. 

I Suggest - Staff Suggestion Scheme (SS) 
SS was launched in 1992 with the aim to enhance awareness of quality improvement 
by incuicating critical thinking and to understand the needs and feelings of all 
employees and their perceptions of SESCO. It is actually a process to encourage 
participation of all level of staff in SESCO to contribute their ideas to improve the 
productivity and efficiency at work. It is a two-way communication between the 
management froin the top and the staff from the bottom level. The management 
encourages the staff to submit their ideas, opinions or suggestions pertaining to how 
to improve their work environment or any related problems that they are facing at 
their workplaces. 

IS0 9000 
IS0 9000 was introduced in late 1996 which is a written standard that specifies the 
basic elements of a quality system for an organization so as to enable it to provide 
services that will meet customers' needs. It is a quality system standard that 
establishes methods by which a management system, incorporating all the activities 
associated with quality should operate. The purpose is to ensure that all the special 
performance requirements and the needs of the customers are hlly met and it also 
demands the organization to identify the needs of its customers, to plan and to control 
the process of hlfilling the customer needs. 

This Division has received the support and the cooperation of all staff from various 
levels and stations in carrying out its responsibilities to ,achieving the organization's 
objectives towards quality awareness. Majority of the staff in SESCO are actively 
involved in any of the quality programs and this is among the main factors that 
contributes to the success of this organization in TQM activities in the State and in 
the National level competitions. In QCC for example, SESCO has won many 
prestigious awards. And to mention few they were, a Two-Star Award 1988; NPC 



Overall Champion and two Three-Star Awards 1989; a Three-Star Award and a Two- 
Star Award 1990; two Three-Star 4wzrds 1991; Best Cycle in Service Sector and 
two Three-Star Awards 1992; two Three-Star Award 1993; a Three-Star Award 
1994; Best Cycle in Service Sector and two Three-Star Awards 1995; a Three-Star 
Award and a One-Star Award 1996; and a Three-Star Award 1997. The 5s  quality 
program has also achieved a recognition from the State Quality Week Committee. 
SESCO Regional Office, Bintulu has won the best office environment during the 
launching of 1998 Quality Week in Bintulu recently. 

In its efforts to seek for better performance results and continuous improvement in 
many areas of management, it is timely for the researcher to introduce new 
techniques. These new techniques known as Action Research and Action Learning 
which were formulated by Kurt Lewins(1944) and Reg Revans(1977) respectively. 
These techniques are getting popular among the Chief Executive Officers and 
Managers in Asia. 

Research Objectives 
The objectives of this study consist of a general objective and three specific 
objectives. 

General Objective 
The main purpose of this study is to explore the effectiveness of performance of 
meter readers in SESCO Regional Office, Bintawa: A case study based on Action 
Learning. 

Specific Objectives 
The specific objectives are focussed to find out the answers to the following 
questions: 

To what extent is the existing performance of meter readers effective in SESCO? 

Could Action Learning be used to improve the performance of meter readers in 
SESCO? 

To what extent did Action Learning contribute to improvement of the performance of 
meter readers in SESCO? 

Conceptual Framework 
Based on the research objectives and the knowledge obtained through literature 
reviews, a conceptual framework for this research showing examples of some 
management tools which are contributing to effective performance in SESCO is 
shown in Figure 1 below: 



Figure 1: Management Tools That Contribute to Effective Performance 



Signiticance of Study 
This study will contribute a new management tool in problem-solving and 
performance improvement in SESCO. Firstly, the findings from this study will be 
beneficial not only to the organizations but also to its employees. The standard of 
performance of the employees must be determined and what is expected of them. 
Secondly, information on employees' standard performance or bench mark is vital 
for developing a suitable training program on problem-solving and continuous 
performance improvement. These would help the management to design human 
resource development programs. Lastly, this study serves as reference to SESCO on 
management tool of problem-solving and performance improvement. It is however, 
as an opportunity to apply 'action learning' and 'action research' to find out whether 
they are applicable or not in this context. The conceptual framework on action 
research process is shown in Figure 2. 



Figure 2 : Conceptual Frame Work 

THEMATIC CONCERN 

ACTION RESEARCH 

4 
L 

ACTION ACTION RESEARCH 
AND ACTION ACTION 

RESEARCH 
LEARNINGMETHODS LEARNING GROUP - GROUP 

L 

STEP 1 STEP 2 STEP 3 

Identification of Identification of Triangulation 
Tasks Problems process and seeking 

approval to continue 
Mini Cycle Mini Cycle Three research and 
One Mini Cycle Four implementation 
Mini Cycle Mini Cycle Five 
Two 

T 
STEP 4 

FEEDBACK Implementation and 
obtain results 

m 



Limitation of the Study 
This study investigated the application of action research and action learning 
methodologies in exploring the effectiveness of performance of meter readers in 
SESCO Regional Ofice, Bintawa: A case study based on Action Learning. 
A case study was used and considered as most appropriate in this area of social 
science research (Smith 1998; Yin 1989). A group of six meter readers in this study 
was selected from Meter Room Section of SESCO Regional Ofice, Bintawa. The 
result of this study therefore apply to that particular time (1988) and its specific 
locations. It may later on be tested or implemented to other groups in similar trade 
and location if applicable. 

The success of the study is very much depending on f rst, the management support. 
As this study would involve specific organization and its staff it therefore must 
obtain full support of the management. The researcher essentially must obtain the 
letter of approval to enable him to conduct the study. The approval letter is indicated 
as Appendix A. Meanwhile the Head of the Corporate Services of SESCO issued a 
circular to other head of departments and they are, Head of Distribution and 
Marketing, Head of Finance, Head of Generation, Head of Logistics, and Head of 
Engineering Services to inform them of the project and to seek their cooperation and 
assistance when required by the researcher. This project requires the involvement of 
the staff of Meter Room Section and they are issued individually by letters which is 
considered as an approval for the staff and the researcher to act in the context of this 
study. The letter is indicated as Appendices B-1 to B-3. 

Secor?d, in normal cases it takes about six to twelve months to complete a project. It 
took the researcher quite sometimes to prepare and plan this project before he could 
proceed with it. Other than seeking approval he has to train the action research and 
the action learning groups on the concepts, procedures and tools of action research 
and action learning processes. 



CHAPTER TWO 

REVIEW OF RELATED LITERATURE 

Introduction 
This chapter presents a review of performance theories and provides opinions from 
previous writers on effective performance. The researcher, in this chapter, divided the 
review of related literature into five sections, namely; the concept of effective 
performance; importance of effective performance; theories of effective performance; 
performance contract and work-targets; limitations and previous study. 

The definition of effective performance. 
Numerous books and articles have been written on the area of organizational 
performance such as Quality Management Manual, Managing World Class 
Performance Through Total Quality, Managing People, Managing for High 
Performance, Making It Happen - Managing Performance at Work, and so on. These 
books and articles introduce various methods, techniques and approaches on how to 
manage effective and efficient organizational performance to help meet its visions, 
missions and objectives. In spite of plethora of books and articles on this subject, this 
study is focussed on what the authors say about effective performance and to relate it 
to this study. 

Robbins (1991 :38) defines effective as when a person successfully meets the needs of 
his or her customer or achieves a specified target or score on standardized 
procedures. While effective performance management he said is the key of success to 
most organizations today. Therefore in order to be effective, organizations need to 
have a clear mission and good management of performance to ensure that the mission 
is achieved. 

Ainsworth and Smith (1993: 3) define performance as, 
Basically, it means outcomes, a result. It is the end point of people, 
resources and certain environment being brought together, with the intention 
of producing certain things, whether tangible or less tangible service. 

According to them again performance management is, to some, refers to the 
performance of the organization. In such cases, it covers the planning concepts of 
vision, mission specification, development strategies and specification of goals and 
objectives. It also includes the concept of measuring the achievements of the 
organization against the stated objectives. And to others, performance management 
refers to individuals or small teams at work. In such cases, it involves planning, but 
planning for the person or the group. These plans are of course, part of the larger 
organizational plan. 



Moores (1996:s) defines performance management as' 
a method of connecting your organization's objectives to the people who are 
there to carry them out. It makes use of the procedures and communication 
drills you already have . . . . . . ..... Performance management will help bring 
quality to the level at which a continuous improvement can really take place. 

As in this study, effective is defined as doing the right things and it relates to the 
achievement of objectives of a certain group of people or of an organization. It does 
not concern about the costs, time and efforts, but as long as the objectives are met to 
satisfy the customers. Thus performance management is the process to ensure that the 
organization has an effective performance to enhance the desired results as stated in 
its vision, mission and objectives. 

Importance of effective performance 
According to Armstrong (1994: 11) effective performance management of an 
organization can broadly be defined as one that makes the best use of its resources to 
attain high levels of performance, thus successfUlly achieving its purpose and 
objectives to its stakeholders. 

Lockett (1992:15) has listed out five groups of people benefits from effective 
performance management: 

Top management - it should be enable them to get on with their job of setting 
objectives for the organization whilst managing relationships with external 
bodies - customers, politicians, regulatory bodies, shareholders - and translating 
their requirements into objectives for the organization; 

Managers - it will help them to gain full understanding of the organization's 
mission, set targets and standard for their team and delegate work, freeing them 
to concentrate on strategic planning and continuous improvement and 
development of their operations and work team; 

People within the organization - improved management of performance should 
result in clearer targets, and the freedom to work autonomously to achieve these 
targets, with the right level of support from their management, ie improved 
personal self development; 

Support finctions - objectives which come from a centrally agreed business plan 
are more likely to give support finctions an alternative raison d'etre rather than 
the pursuit of their own specialized agenda. Most linelstaff conflicts can be 
traced to lack of shared objectives. Theses relationships need to be managed by a 
form of performance contract, so that professional competence can be focused on 
agreed business objectives and not dissipated on other issues; 

Consumers - clear performance management should enable the organization to 
deliver its consumer promise more consistently by converting customer needs 
into workable plans of action. 



Theories of effective performance 
There are numerous theories developed to create effective performance or to improve 
performance of individuals, groups, sections and organizations. Most common 
theories are TQM concepts which emphasize on continuous improvement; staff 
development programs; performance appraisal; participative management and 
employee or group involvement, and many more. 

The terms TQM has gained increased prominence in the 1980s because of the new 
economic realities that faced businesses. To succeed, many companies had to 
increase their performance significantly. The most intriguing suggestion about how 
to improve performance was that organizations change their organization and 
development systems to be more participative by involving employees in problem 
solving, decision making through TQM. 

TQM programs place a strong emphasis on employee involvement in addition to 
calling for series of specific practices that are aimed at improving quality. 
Particularly with respect to their use of terms and the open sharing of performance 
date, there is substantial overlap with most employee involvement efforts. Thus 
although it can be looked at separately, TQM is closely related to employee 
involvement and needs to be studied as a related, and in the same case as an 
integrated efforts. 

Total quality management 
Total quality concept as an approach to doing business began to gain wide 
acceptance in the United States in the late 1980s and early 1990s. However, 
individual elements of the concepts - such as the use of statistical data, team work, 
and employee involvement - have been used by visionary organizations for years 
(Goetsch, D.L. and Davis, S. 1994: 101). 

Koehler and Pankowski (1996: 15) define TQM as, 

a management system embracing a set of beliefs and principles designed to 
empower all associates to continually improve organizational process with 
the goal of meeting or exceeding customer expectations. TQM is a way of 
managing the organization at all levels, from top to bottom. The focus is on 
the customer, but the process is driven by the data collected. Organization 
members work in teams to continually improve process. 

Staff development 
Horner (1995:6) defines staff development as, 

a planned and organized process of learning within an employment setting, 
designed to update or increase knowledge and/or skills or for personal 
growth and development, to improve performance or to meet advances or 
changes in direction or focus of a position or of an organization. 

He has identified three key areas of staff development needs: 

The needs for knowledge and skills for specific position - according to 
Horner all jobs require skills and knowledge, sometimes expressed as 



qualifications and expertise or experience. Employer who plans for growth 
and development will recognize that staff will need different knowledge and 
skills as the organization or service changes; 

The need for job satisfaction - is an essential factor for both the 
organization and the employee, as this factor makes a difference to the 
employee on how he or she feels about a job. Employees who enjoy their 
jobs most likely to stay longer in one organization and produce better results 
or outputs; 

The need for positive interpersonal relationship - interpersonal relationship 
is an art of how people interact with each other. The need for positive 
interpersonal relationship in any organization is vital as it helps people 
within it to coordinate and create the expected quality of work life. 

The group participation 
In defining the concept of a group in work and social terms, a number of different 
approaches have been adopted. 

Homans (1950: 146) considered that: 
We mean by a group, a number of persons who communicate with one 
another, often over a span of time, and who are few enough so that each 
person is able to communicate with all the others, not at second hand 
through others, but face to face". 

Cartwright (l993:lOO) commented that this definition was rather tight as it excluded 
groups such as teachers, police officers, or the staff of a large company by virtue of 
size. Fiedler (1964) however said, he saw group in terms of interdependency. By the 
term group, Fiedler generally meant a set of individuals who share a common fate, 
who were interdependent in the sense that an event that affects one member was 
likely to affect all others. Group to him is a collection of people who interact with 
each other, are aware of each other, are working toward some common purpose, and 
perceive themselves to be a group. 

Further he stresses that there are differences between formal and informal groups. A 
formal group is one deliberately formed by the organization to accomplish specific 
tasks and achieve objectives. The most common type of formal group is a work unit 
or department such as quality control, and action learning group as found in this 
project. The informal group however, group that evolve naturally in an organization 
to take care of the desire for friendship and companionship. 

Zander ,A. (1994.1) defines a group as, 
a set of persons who interact with and depend on each other - who 
collaborate and behave in ways that suit mutual expectations . . . . . . . ... a 
collection of persons is a weak group if members,are primarily interested in 
their own accomplishments within that assembly, are not concerned with the 
activities of'fellow members, see others as rivals, and often absent from 
meetings. 



To elaborate what Zander had said, there are four main qualities that attribute to the 
formation of a strong group in this study: 

Free interaction among members: In most groups, members exchange ideas or 
collaborate in group tasks in order to accomplish what they should. Such interaction 
is necessary for members to define and understand their group's mission, set 
immediate goals, develop and assign roles, make decisions, plan implementation of 
the group's decisions, support and evaluate the group's performance, and devise 
better procedures. The researcher forms and uses Action Learning and Action 
Research groups in this study which comprise of twelve persons. When a small 
number share activities of the group, each person is likely to have more 
responsibilities, which heightens their interests in the programs of the group. Smaller 
groups, compared to larger ones, are less inhibiting to members because the listeners 
are fewer, closer at hand, and easier to know well. A simple way to increase inter- 
member interaction during a meeting is to leave time on the agenda for discussion 
and to call for and welcome it. Interaction is further enhanced by giving members a 
chance to gather ideas in subgroups where the main issue is discussed, assigning 
several persons to be question askers, allowing them to reflect, and to give response. 

Interdependence among members: In order for members to count on one another's 
actions, they need to understand what each other is saying or doing within the group 
and why. Such understandings are fostered by creating a cooperative relationship 
among the group members. Members cooperate when many of their problems and 
goals are similar. Individual members may be alike, for example, in wanting to find 
skilis, develop confidence, and to find effectwe solutions to overcome problems and 
improve performance. When members are in a cooperative relationship, they trust 
one another's action because they understand what each is trying to accomplish and 
recognize that the moves of one person help all since their goals are alike. Members 
who work to benefit themselves in a cooperative group benefit others as well. 
Colleagues welcome actions of colleagues as they are for the good of each and the 
group as well. 

Members want to remain as members: If a group provides a reasonable amount of 
satisfaction to members , they are attracted to that body and want to remain in it. If 
membership is not satisfying, they leave or become inactive in all sort of group 
activities. The more members wish to remain because they are attrac;ted to the group, 
the greater of their cohesiveness are. Cohesiveness increases among associates when 
needs they hope to satisfy together become more valuable to them and they believe 
that the chances of hlfilling them are good. 

The group has necessary social power: In most groups, whether they serve the good 
of the members or nonmembers, are subject to social pressure exerted by external 
agents or to restrain created by superiors or law-makers. If an active group is to be 
effective, it must have sufficient social power to infl~ence others or to respond 
appropriately to others' demand. A group is more able to win a favorable response 
among those it wishes to influence if it is legitimate - it has the right to make 
requests, even demands, that listeners (the management) have the duty to consider. 

According to Zander, A. (1994:37) again there are at least four circumstances exist 
and when these are not present a group is not likely to form. First, conditions in the 



environment or in the lives of potential joiners are unsatisfactory or suggest an 
opportunity for desirable change. It means that, if the management of SESCO as in 
this case, realizes that a situation of output in the Meter Room Section is not what it 
might be and that something could be done to improve it. An unfavorable situation 
often encourages the management to bring people together so they can respond to the 
circumstance. Second, management conceive of a more satisfactory state of affairs. 
Recognition that something should be changed is not enough to inspire persons 
toward organizing and as such the management of SESCO must also have ideas 
about what could be done and how conditions could be different and beneficial. For 
example; 

it must provide an incentive for members, ie once the tasks or goals achieved, it 
provides satisfaction to those who value it; 

the objective of the group, when attained, must hrnish a true change from the state of 
affairs that lead to formation of that body; 

the chosen mission must appear to be attainable because members have necessary 
resources, ability, and experience for the group's activities as well as sound 
procedures to follow; 

the group must specify who will benefit from the unit's activities 

Third, members believe they can achieve a more satisfactory state of affairs through 
activities of a group. In order to give members confidence that their group can 
accomplish its aims, responsible persons make sure that participants know the 
group's purpose and elaborate on this knowledge over time through speeches, 
mottoes, meetings, memoranda and so on. They make sure that movement towards 
those ends is visible to all and publicly praise those who take steps toward attainment 
of joint goals. They identify forces that prevent achievement of desired ends 
and describe what needs to be done to counter these pressures. And fourth, 
surrounding conditions encourage the persons to establish a group and to take part in 
its activities. People are more likely to form a group if circumstances in their 
surroundings help rather than hinder its creation. The way of life among those people 
makes them more or less likely to join a group. For example, the meter readers in the 
Meter Room Section more often help create an entity because they have frequent and 
easy contact with one another, belong to the same social network, and work in the 
same oflice. They are also willing to join the group if they are similar to other 
members in such matters as age, aspirations, hopes, socioeconomic status, interest 
values and sex. Members are best sought among people who like to work in a group. 
It also helps to find members among persons who are interested in trying something 
new - such as action learning method if they find it helphl and beneficial. 

Performance appraisal 
Mondy and Noe (1996:326) define performance appraisal as a formal system 
periodic review and evaluation of an individual's job performance, and for many 
organizations, the primary goal of an appraisal system is to improve performance. 

Performance is always associated with work targets as cited by Hale (1993:64), 



Targets are often known by other names such as objectives and goals but 
really these terms all describe the same thing. Targets explain what should 
be achieved at the end of an activity - a point to be hit or a desired. 

Hale (1993: 29) said, traditionally the process of appraisal entailed the manager 
completing relevant documentation, ofien under pressure from the personnel 
department, behind closed doors. The appraisal interview consisted of, at best, a run 
through of the judgements made with no room for input or discussion by the 
appraisee and some advice on 'how to do better next time.' In even outmoded 
examples of performance appraisal the appraisee would not even see or discuss the 
judgements made with the appraiser and no discussion would take place on areas of 
success or how to improve. 

Hunsaker and Alessandra (1988: 122 ) stated that to help solve a problem, the 
manager needs to understand it from the employee's point of view and to figure out 
how it prevents the person from adequately accomplishing desirable goals. 

Werther and Davis (1989:303), talk about the benefit of performance appraisal. 
According to them it is the process by which organizations evaluate job performance. 
When done correctly, employees, their supervisors, the personnel department and, 
ultimately, the organization all benefit. Employees seek feedback on their 
performance as a guide to fbture behavior so that they can improve their 
performance. In doing so their actual performance is compared with implicitly or 
explicitly set standards, prompting the leader to reinforce desired outcomes and take 
corrective action for poor performance. 

Hale (1993:24) is concerned about how performance appraisal is implemented. He 
said, properly implemented performance appraisal should open up the opportunity 
for a healthy two-way discussion between manager and subordinate of performance 
over a recent period, and make plans for improving performance and developing 
individual in the future. 

Among other numerous purpose of TQM is to solve problems. 
Hunsaker and Alessandra (1986:223) cited that, 

To help solve a problem, the manager needs to understand it from the 
employee's point of view and to figure out how it prevents the person from 
adequately accomplishing desirable goals. Both the manager and the 
employee must have a clear understanding of the problem if it is to be 
solved. 

Lockett, J (1992: 19) stated that lack of competence is a barrier which may prevent 
people from achieving higher performance. Obviously, people cannot perform well in 
areas where they have little ability but they can do so where they have higher levels 
of skills and knowledge. Competence therefore, forms the boundary of individual or 
groups' capacity to perform. Effective performance management in this aspect 
should focus on two objectives: 
Ensuring that people are motivated to perform effectively to the boundaries of their 
ability; 

Stretching those boundaries by an effective program of personal development. 



Previous study 
There could be studies conducted on effective performance but the researcher was 
only able to find one article specifically written on electricity meter readers 
performance by Riordan and Teresa published in The New York Times of February 
16, 1998 (Sec:D P;2 Col:l): The core of Professor Roos's new technology is not a 
new computer chip or operating system. Rather, it is a new type of electricity meter. 
This newly invented device would get rid of traditional meter readers, who walk from 
house to house checking monthly electricity use on mechanical meters. The computer 
chips are installed inside the meter and these chip would 'read' electricity usage 
continuously. 



CHAPTER THREE 

METHODOLOGY 

Introduction 
This chapter will first focus on the purpose of the study. Then it moves on to give a 
brief description of the site, background and to outline the purpose of the study and 
research questions to be answered. The justification on the use of the action research 
and action learning methods are also mentioned after the reviewing of action research 
and action learning literature. The chapter will conclude by giving a justification of 
the action research method adopted in this study. 

Purpose of the Project 
In the past there were not much efforts to find out how efficient were meter readers in 
solving their problems and performing their routine jobs in SESCO. The researcher 
in his attempt to explore the efficiencies and the effectiveness of meter readers in 
carrying out tasks using existing method has chosen action learning and action 
research techniques in his study. This study is centered to answer the following 
research questions: 

'So what extent is the existing performance of meter readers effective in SESCO? 
Could action learning be used to improve performance of meter readers in SESCO? 

To what extent did action learning contribute to improvement of the performance of 
meter readers in SESCO? 

SiteIBackground 
This study was conducted in SESCO Regional Office, Bintawa. The reason for 
choosing this organization is because the management concerns about the quality of 
organization performance and to ensure that the high reliability and efficient services 
it gives would always meet the consumers' expectations. It must develop and 
maintain a component highly motivate, results oriented organization founded on a 
culture of team work where people work together synergistically in a spirit of 
cooperation and harmony. SESCO seeks to attract, develop, motivate and retain 
people who demonstrate competence and integrity in performing their jobs. 

Justification of Action Research Methodology 

Introduction 
In this study the researcher used Action Research method which,was founded by 
Kurt Lewin (1944). Kurt Lewin developed the approach and used the term around 
1944 and helped to establish 'the Commission for Community Interrelations as an 
action research organization. Although the definition of action research did not 
appear from his work, he did refine the concept of action research as a method of 
planned social change (McNiff, J. 1988:9). Since then action research has been 



recognized by many writers in education, industries, business and management, 
nursing, the community development projects for social change through a form of 
collaboration between social scientists. Abraham (1997: 18) for example, had stated 
five hndamental features of Lewin's action research method emerged from his 
published articles: 

Action research should be focused on real problems in the everyday world, as distinct 
from theoretical problems; 

It involves actually taking action to redress the problems; 

This action should be part of spirals of steps comprised of planning, action and 
evaluation; 

Professional researchers should collaborate with members of the groups or 
organizations that are the subject of the research; 

Action research is a scientific process which, in addition to solving particular 
problems, can provide insights into the laws which determine social behavior. 

Definition 
There are as many definitions as there are writers on action research. Cunningham 
(1993:4) defines action research as a term to describe a wide range of activities that 
focus on research, theorizing, learning and development. It describes a continuous 
process of research and iearning in the researcher's long-term relationship with a 
problem. It is an application of fact-finding to practical problem-solving in a social 
situation with a purpose of improving the quality of action within itz He hrther 
emphasizes what important features that make it different from traditional research is 
that it involves the collaboration and the cooperation of researchers, practitioners and 
the laymen. This has been agreed by Carr and Kemmis (1986:21) and they saw it as 
'upon awareness and empowerment and upon finding ways researchers and 
practitioners to work collaboratively and for practitioners to become researchers in 
their own rights'. However Mc Taggart's (1991334) view on action research as 
'planning, observing and reflecting' seems to be similar to the spiral of steps as 
mentioned by Kurt Lewin. Winter (1996: 14) refers action research as: 

ways of which investigating professional experience which link practice and 
the analysis of practice into a single productive and continuously developing 
sequence, and which link researchers and research participants into a single 
community of interested colleagues. It is about the nature of the learning 
process, about the link between practice and reflection, about the process of 
attempting to have new thoughts about familiar experiences, and about the 
relationship between experience and general ideas. 

Zuber-Skerritt (1991:83) emphasizes the importance of action research is that it 
brings about practical improvement, innovation, change. or development of social 
practice, and the practitioners' better understanding of their practices and these views 
is shared by Cunningham (1993:9). He said that other than a process of 
systematically collecting research data about on going system it is also a process of 
developing and discovering the aspects of the system's operation which can 
contribute to improvement and change. The process involves understanding the 



system, defining solutions or discoveries, applying and modifying these solutions, 
and assessing the results of the actions. 

The intention of the researcher is to bring about the improvement and the change in 
his organization through action research so that his colleagues will learn and share 
the experience. Through the process they will discover the problems faced by the 
individual meter readers in canying out their routine jobs and discover the solutions. 

Characteristics 
Abraham and Bums have cited similar characteristics of Lewin's action research . 
But the former included the spiral action which is part of a spiral steps comprised of 
planning and evaluation. It is action spiral because it consists of activities to plan, to 
act and to observe, to act and to revise plan, to act and to observe and to reflect 
(Kemmis and Mc Taggart (1988:ll). According to them there are four 
characteristics of action research and it is situational, diagnosing a problem in a 
specific context and attempt to solve in the context; 

It is collaborative, with teams of researchers and practitioners working together 

It is participatory, es team members take part directly in implementing the research; 
and 

It is self evaluation, modifications are continuously evaluated within the ongoing 
situation to improve. 

Abaraham (1997:23) however has come up with twelve general characteristics 
which are as follows: 

Problem focus - action research has to be focused on real problems in the 
everyday world rather than on theoretical issues. As in the case of this study 
this characteristic is applied whereby the Action Learning Group (ALG) 
members would discussed issues that concern about their daily tasks. It 
would cover the problems they face inside and outside ofice pertaining to 
their jobs and their relationships with their superiors, peers, consumers and 
many others. The problem focus factors therefore would enable them to 
identify what type of problems exactly they are encountered with. And this 
would further lead them to determine the symptoms or causes of the 
problems so that it is possible to find solutions; 

Action orientation - Once the ALG members have identified the causes of 
the problems, action orientation would enable them to develop plans or 
strategies to solve them. The diagnosis of a problem or the development of a 
plan can only be considered to be action oriented if it becomes part of a 
process to implement the plan. This brings an action element to the solving 
of an immediate problem of the organization; 

Cyclical process: Spiral of steps - action research method involves cycles 
of planning, action, observation and reflection. In this study it allows Action 
Research Group (ARG) members to develop a plan, to act, to observe and to 
reflect on this plan and to modify this plan based on the needs of the group 
members and the requirements of the organization and the situation. The 



researcher plans to conduct the research through meetings, observation and 
interviews. A record of the process of each meeting would form a cycle, and 
if this study requires five meetings therefore it would have five mini cycles. 
Triangulation process is not considered as part of the mini cycles. 

Collaborative - in action research collaboration refers to the effort of many 
people in gathering opinion and ideas to make decision and with it action 
can be taken. To change the culture, for example, the group must change 
themselves, with others, through changing the substance, forms and patterns 
of language, activities and social relationships which characterize groups 
and interaction among ALG members. Action research is not individualistic 
and the researcher aims to do this collaboratively. Collaboration is a 
fundamental ingredient of the action research method, because without this 
group effort to solve problems in the environment of participation, there 
would be no action research existed. In this research the facilitators who are 
also the ARG members collaborate with the ALG members and other people 
involve in it in their attempt to facilitate the group learning and problem 
solving processes. 

Ethical basis - the ethical basis of action research is an important 
characteristic to consider because it involves a group of people in an 
organization with limited power who are open to exploitation and their 
problems are ignored. Thus the researchers carry a special burden of 
responsibility to address an issue that the ineficiency of meter readers 
performance may be caused by various factors which he is going to explore. 

Experimental - experimental action research involves controlled 
experiments that compare the effectiveness of various methods of action. 
This action research uses a case study consisting of six meter readers who 
were introduced with a new method, Action Learning, as a tool in problem- 
solving process. 

Scientific - the action research method does have a scientific basis which a 
number of authors ( Kemmis 1981; Susman and Evered 1978; Winter 1987) 
took considerable pains to justify this assertion. In this study the researcher 
claimed that it has a scientific characteristics based on the selection of a 
specific problem and the formulation of a prediction that implies a goal and 
a procedure for reaching it. 

Re-educative - re-education implies more than just learning. It involves a 
change in the way a situation is viewed. Reeducation occurred in this study 
with learning takes place by the ALG and ARG members through group 
processes, team work, and practical experience in building confidence and 
commitment, and developing decision making and problem solving skills. 
Members of ARG and ALG would benefit and gained knowledge about the 
work culture of the meter readers and a greater understanding of the nature 
of the action research and action learning processes. 

Emancipatory - Emancipatory aims to improve situations or to change it for 
the better. The action research method in this study is emancipatory as it 



aims, through a case study, to produce an improvement of the meter readers' 
schedule and as well as the Meter Room Section's performance as a whole. 

Naturalistic - This study for example, is naturalistic at it was a case in which 
qualitative and descriptive data were collected in a real world setting. To do 
this the researcher has to record all important points discussed during each 
meeting, interview meter readers and meter examiners in Kuching who are 
not included in the ALG and ARG, and as well as the opinions of other staff 
in order to obtain views directly from them. 

Normative - Action research aims to bring about change within groups and 
the forces (group norms) that control a group's behavior need to be well 
understood. 

Group dynamic -the success of action research method will depend on how 
well the group can operate as a team. This indicates the understanding of the 
importance of group dynamic. 

Action Research Methods and Process as used in this Study 
Action research consists of specific processes and methods. The first step is the 
identification of thematic concern. The term thematic concern means the substantive 
area in which the action research group decides to focus its improvement strategies 
(Kemmis and Mc Taggart (1988: 19). In this study the thematic concern is to explore 
if action learning could be used as an effective tool to improve performance. This is 
done after an action research group consisting of six or seven people who must have 
similar interests is formed. 

According to Lewin (1946) action research should involve a series of steps that are 
repeated to form a spiral while Zuber-Skerritt (1991) referred to ' cycles of action 
and research' consisting of planning; acting; observing and reflecting. The flow of 
action research circle in this project is shown in Figure 3: 



Figure 3: Zuber - Skerritt's Cycle of  Action Research 
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Perry and Zuber-Skerritt (1991) had suggested that a single cycle of planning, acting, 
observing and reflecting would be appropriate for a Master's thesis while the Ph.D 
would need at least two cycles. This study has five mini cycles and one 
triangulation. 

However, there are similar mini-cycles within that one main cycle as the action 
research and action learning groups keep on a continuous process of planning, acting, 
observing and reflecting. Each mini-cycle ends with an evaluation phase before 
proceeding to the next mini-cycle during the action research cyclical process. The 
evaluation phase aims to obtain validation of the action research processes and 
outcomes through a triangulation process by the researcher, the research group 
members and the evaluator (representing top management level of SESCO) before 
proceeding to the next mini-cycle. In this study triangulation is done after the 
completion of five mini cycles. It also aims to access the learning outcome of the 
research and learning participants. This is shown in Figure 4. 



Figure 4 : Five Mini Cycles and a Triangulation Processes 
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Action research process is sometimes very complicated. The researcher should be 
cautious in selecting applicable or suitable techniques in his study. In this case the 
fishbowl technique is most suitable. It requires five or six people to form a group and 
sitting in a circle. They work with a group adviser or facilitator who watches and 
observes the process. An empty chair is placed in the center of the circle; any group 
member from the cycle takes turn to sit on the chair and tells his colleagues about his 
problems in performing his job and the experiences that he has had. When he had 
finished, his colleagues start asking him questions in the form of challenging and 
constructing, contributing and supporting his ideas. At the conclusion of the exercise 
the discussion is open to everyone to comment and every point discussed right from 
the beginning must be recorded or minute. The fishbowl diagram is illustrated in 
Figure 5. 



Figure 5: The Fishbowl Diagram 
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Thematic Concern 

The thematic concern defines the substantive area in which the group decides to 
focus its improvement strategies. Group members plan action together, act and 
observe individually or collectively, and reflect together. The thematic concern 
should not be confused with a method which might be used to improve things. It 
should attempt to raise the problematic nature of a particular educational concern and 
not uncritically accept or propose and education method or the way it is supposed to 
be better. Thematic concern deals with developing the sensitivity of procedures and 
explaining them to the ALG members how it helps them to accomplish their tasks or 
solve their problems. 

Once the thematic concern is identified, the action group has to undertake the 
following steps as stated by Kemmis and Mc Taggart (1988: 10): 

To develop a plan critically informed action to improve what is already happening. 

To act to implement plan critically informed action to improve what is already 
happening; the plan, to observe the effects of critically informed action in the context 
in which it occurs; and 

To reflect on these effects as a basis for further planning, subsequently critically 
informed action and so on, through a succession of cycles. 

Agreement and Accessibility 
To begin with there must be an acceptance of the action research's goals and methods 
used. The willingness of the participants to participate or whoever involve must be 
sought in order to obtain a positive and cooperative attitude among those who are 
carrying it out. Cunningham (1993) identified the following five sequences which 
are part of this initiation effort: 

Entry: Normally the researcher obtains the permission to conduct research 
from an authorized person in an organization. This process is called entry 
and it provides commitment of the organization to support the study. The 
researcher's entry to SESCO is obtained from Head of Corporate Services in 
writing; 

Forming an Action Research Group: Ideally, membership to the action 
research group would be appointed based on their positions, willingness and 
have interests on the subject matter. They were issued with formal letters by 
the management so that they were committed and felt recognize being the 
members. For the purpose of this project, three persons at the managerial 
level and four persons fiom the supervisory level. were appointed including 
the researcher as facilitators for the group members. They are shown in 
Table 1; 

Development of Goals for the Group: For the action research group to 
function as a team, it must define common goals evolved fiom its need to 



solve a problem or plan an overall direction. The goals provide a helphl 
orientation for the research effort, eTectively focusing and coordinating the 
many aspects of the research. Inappropriately stated goals, however, are 
worse than no goals at all; 
Training of the Action Research Group: People cannot make intelligent 
choices about action research techniques unless they feel competent to deal 
with the problems of other people. Group building from the beginning is 
necessary to make the group's research genuinely cooperative and effective. 
Difficulties with group building - or with the skills of research - call for 
training and improvement. The best way to train the research team is by 
demonstration or practical application; 

The Research Agreement: The action research group must obtain access to 
those who can authorize the research contract and facilitate research 
conditions. It is also important, although it may be difficult, to identify 
indifferent opposing organizational elements. Their arguments can then be 
inputted into the research process. Including opposing viewpoints tends to 
legitimize the action research effort. The action research agreement can be 
secured in a variety of ways. It cab be proposed by members of the action 
research group who hold formal positions in an organization, or it can be 
secured indirectly through members of the action research group who are 
connected to other individuals and groups, which, in turn, have direct access 
to legitimizing agents. Top management commitment may be obtained more 
easily by a clearly defined contract. A well-defined agreement that includes 
a statement of needs, goals, justifications, and expectations leaves little 
question as to exactly what activities the organization is authorizing and 
supporting. 

Table 1 : Members of Action Research Group (ARG) 

Names 

Haji Sulaiman 

Abang Yusuf I Admin. Officer (Researcher) I ARG Three 

Positions 

Philip Chen 

Referred to as 

Manager Finance 

Evelyn Yeo I Supervisoi I ARG six 

ARG One 

Manager Customer Service 

Wilfred Ragam 

Puteh Bol 

ARG Two 

Executive Officer 

Supervisor 

Latifah Hj. Mohd. Salleh / supervisor 

ARG Four 

ARG Five 

ARG Seven 



Formal letters of appointment for the ARG members are as per Appendices B-1 and 
B-2. 

Why they were appointed? 
The researcher should be somewhat cautious if the group consists of the reliable 
members. Therefore, their appointments were based on the following reasons: 

Interested to learn new skills in problem solving; 

Each one of them performs supervisory role and have five and over subordinates; 

The immediate link with top management and the support group enable them to get 
support and cooperation; 

Committed to see the group problem solving as an on-going process in SESCO. 

What were their roles? 
In order to make the process of action research goes smoothly it is essential to ensure 
that the facilitators understand their roles which include the following: 

to help individuals learn; 
to help the group to learn as a team; 
to model helphl behavior: 

to listen 
to ask helpfbl questions 
to give feedback 
to reflect 
to challenge 
to support 
to encourage dialogue, not discussion 
to express / admit feelings 

to give members responsibility for their work and their learning; 
to reflect back on the processes in the group; 
to facilitate the groups' or individual's efforts. 

Action Research Process 
In this action research process the researcher had planned to form another group, 
Action Learning Group (ALG) as a case study. The ARG members are acted as 
observers and facilitators whenever the ALG holds its problem solving meetings. 
There were 31 meter readers available in Kuching and six were selected to form the 
ALG. Their names are shown in Table 2. 



Table 2 : Members of Action Learning Group (ALG) 

Why they were chosen? 
They were chosen basically on three reasons: 
interested to learn new knowledge, especially in problem-solving skills which may 
help at their workplaces; 

Names 

Albert C. Dunstan 

Dolhadi bin Edi 

Mazlan Hj. Tambek 

Sulaiman bin Daud 

Alladen bin Muhidden 

Allan Chong 

willing to participate voluntarily and contribute ideas through experience; 

Referred to as 

ALG One 

ALG Two 

ALG Three 

ALG Four 

ALG Five 

ALG Six 

tired of facing traditional problems and try to find new and effective ways to solve 
them out. 

What were their roles? 
As a member of a dynamic group each ALG member has significant roles to play. 
The roles are: 
To come and prepare for the meeting; 
To discuss job related problems 
To listen and give feedback 
To express opinions and suggestions 
To help members by giving opinions or suggestions through questions positively 

To reflect 
To act positively. 

ALG and ARG Relationships 
In this study the ALG consisting of six meter readers was used as a case study. They 
were chosen because they have been doing similar jobs; using same documents or 
tools and working in similar environment. They were scheduled to hold meetings 
twice a month to discuss about their problems at their work places. There are thirty 
one meter readers in Regional OMice, Bintawa and about one hundred more are 
posted elsewhere throughout the State of Sarawak. 



The ARG are those staff holding higher positions who help the researcher to collect 
data through their roles as observers and facilitators. The ARG members would 
attend every meeting held by the ALG members who discuss about problems they 
face at their work places. As facilitators the ARG members must play their respective 
roles in order to make learning possible and goals achieved. 

Development of goals for the group: 
In order to perform smoothly as a team the action research group must define 
common goals evolved from its need to solve a problem or plan an overall direction. 
The goals provide a helphl orientation for the research effort, effectively focussing 
and coordinating the many aspect of the research. The research group here would 
have the common goal of examining the effectiveness of action learning as an 
alternative problem solving process in SESCO. 

Training for the ARG and ALG members: 
The names action research and action learning were new to all group members, 
therefore there was a need to conduct a full day training to all the group members. To 
make training more effective, training program was divided into two sessions, 
morning session was for all members and afternoon session was for ARG group 
members only. 

Research Agreement: 
In order to make training and meeting process ran smoothly members of ALG were 
issued with letters signed by the Regional Manager (RM) so that they could leave 
their work places for such purposes. The letter is shown as per Appendix B-3. 

Triangulation 
Triangulation is a technique that involve comparing the views of different people or 
groups who experience the same situations. It can be used in both data collection and 
data analysis to check validity and reliability. This is done through cross-examination 
the consistency of the information derived at different times and by different means 
within qualitative methods to ensure accuracy or validity. 

In this study triangulation was done after the completion of five mini cycles process. 
Data triangulation was achieved by using multiple sources data collected at different 
settings, different times, and from different individuals. The data were sourced from: 

The meetings held whereby the ALG and the ARG members were present. (The 
ALG discussed about their problem-solving and the ARG acted as observers and 
facilitators); 

The individual interviews of peers who were not the -4LG members; 

the observations of the researcher as recorded in his notes made during the 
meetings (which form mini cycles through the process of planning, action, 
observation, reflection and evaluation). 



Why chosen Action Learning method? 
Introduction 
Cunningham (1993:24) described action learning as a strand of training which is 
philosophically connected to the action research tradition. It is a training process 
which is based on one's experiences, and highlights a process of learning by doing." 
Action learning was first developed by Reg Revans who started it in coal mines, and 
later on spread it to hospitals, schools, factories and offices. In his effort to develop 
action learning he organized managers into small groups of four or five working on 
coal field problems and meetings near their work pits. The result indicated that there 
was an increase output of 30 per cent per head in the pits that took part in the action 
programs as compared to productivity in other pits. Revans in fact, started the idea of 
action learning when he saw scientists working at the Cavendish Laboratory shared 
their problems, and received support from each other in their group. He then came 
up with a formula for action learning as L=P+Q, where L is for learning, P is for 
programmed knowledge and Q is for the ability to ask for right questions. However, 
Weinstein (1995:49) has suggested two other elements which makes the equation as 
L=P+Q+A+R. Where A represents action and R represents reflection. 'Action' 
according to her is doing or experiencing while reflection is the process of examining 
what we believe and value, our understanding and insights, and how we see ourselves 
changing and moving - unable to. It tells us what else we could have done, or what 
we could have done differently - and what are the consequences. Thus if we want to 
cope with changes or to keep update our knowledge and skills, we need to learn 
harder and faster than change. Therefore the equation is L > C. And if L < C it 
indicates that we are far behind in any circumstances. 

Inglis (1994) described action learning as a process which brings people together to 
find solutions to problems and, in doing so, develops both individuals and the 
organizations. He further expressed action learning as: 

a process which develops people and organizations using important issues 
confronting the organization as a vehicle for doing so. In action learning 
these two aspects are always present - the growth and the development of 
people and of the organization, and simultaneous finding of solutions to 
problems. 

Besides Revans and Inglis, another author McGill (1992) described action learning 
as; 

a continuous process of learning and reflection, supported by colleagues, 
with the intention of getting things done. Through action learning 
individuals learn with and from each other by working on real problems and 
reflecting their own experiences. 

What actually is action learning? 
In view of the above definitions action learning is a process underpinned by a belief 
in individual potential according to Weinstein (1995:9) 

a way of learning from our actions and from what happens to us and around 
us by taking the time to question and reflect on this in order to gain insights 
and consider how to act in future. 

People learn in many ways, for example through reading, hearing, seeing, 
experiencing or doing and so on. Many writers have shown us various methods how 



people learn effectively. Reg Revans for example, had introduce 'action learning' 
method and further developed by many other writers such as MCGill (1992) and 
Inglis (1994). Weinstein (1995) has pointed out that action learning is actually a way 
how people learn from their own actions in response to the surrounding environment 
where they live. These people used all sorts of questions in their attempt to 
understand more or better and reflect on this to gain insight feelings. Once they have 
that feelings they began to consider what to do in hture in order to put themselves on 
the right tracks or decisions. 

Elements of Action Learning 
In order for the action learning process to perfom smoothly and effectively its five 
main elements must be of significant to remember which are as follows: 

a small group of people, called the set (five or six) who meet regularly 
(normally once or twice a month) to work and learn together. Their task is to 
focus mainly on the action and learning of each individual, rather than the 
group as a whole; 

each person tackles a work-centered task or project which is essentially the 
learning vehicle. As such, it might be a specific task that the participant 
undertakes to gain into how to manage such tasks more effectively; or how 
to handle, or work with, others better; or how to develop certain personal 
qualities and skills; 

the set adopts a strict question-based process (no advice, no discussion, no 
ancecdotes), and offers everyone their own airspace during which focus of 
the other set members is on them and what they are achieving and learning; 

participants revisit their project (ie the action bit of the program) and assess 
what they are learning at regular intervjds - ideally at each set meeting; 

each set is facilitated by a set adviser whose main skills are process skill (ie 
he or she is not required to be an expert in any particular fields). Their task 
is to help individuals in the set to learn by taking responsibility for their own 
learning; 

programs are run over a minimum of three months. This time element is 
crucial for achieving both the learning and action (ie outcomes on projects). 

These elements are found in most management tools now practiced by 
SESCO such as TQM, QCC, 5S, I Suggest, and IS0  9000. However, the 
outcome of the action learning methodology seems to be more practical in 
most cases. In QCC for example, there are the same number of people 
involve in a problem solving project determined by the group members, at 
workplace, and the process requires a leader or facilitator. These are found 
in action learning as well. 

Once the QCC group has completed the project on certain topic the outcome 
is documented and treated as a new procedure or guide and to be followed 
or complied with. It is the solution to the problem that has been discussed in 
the project. The same group later can go on to choose another topic within 



their workplace for their next project. QCC methodology provides a good 
system in finding facts but it is not effective enough to overcome 'changes'. 
The documented procedure derived from the first QCC project may be 
obsolete after a period of time due to change, such as the existence of new 
information technology, organizational policy, economic downturn and so 
on. 

In the action learning methodology, the action learning groups do not waste 
their time and efforts on these because action learning is an on-going 
process concept. Problems when arise at any time and place can be adjusted 
and solutions determined throughout the mini-cycle process. This process 
keeps the knowledge, skills and experience of the group members updated. 

Each participant (or the set as a whole if they are working on a group 
prqiect) has a client - someone in a senior position who can claim 
ownership of the program; someone who, in Reg Revan's term, knows, 
cares and can. The client is a champion of the program, committed to it and 
believing in its values; he or she must ensure that participants are given time 
by their managers to work on their projects and to attend set meetings. 
Clients are the senior people who will some way assess the results of the 
program, either through being given a report or presentation --written or 
verbal - at the end of a program, or by some form of discussion with the 
participants. As in the case of this study the set is known as 'the ALG' and 
the client is the RM of Regional Office, Bintawa. The ARG members are 
acted as the observers and the facilitators to help the resezrcher in recording, 
collecting data and help in analyzing these data. 

Application 
Like action research, action learning approach also can be applied to the following 
circumstances: 

When we are confronting with a new situation we have never been before; 

When we are working with a new group of people we have never dealt before; 

When we want to test out new ways of working with people we already know; 

When our jobs or roles change and we are not sure what our responsibilities are, or 
how to relate to our staff, 

, < 

When the organization we work for is facing a major dilemma and needs to move 
forward; 

When we feel there are untapped human resources around us that we are ignoring; 

When the organization we work for is faced with challenges and needs to establish 
strategies and plans for the future; 



When we want to change the way things have been before; and when we want to 
change something in our own personal make up: the way we do things, the way we 
react - i.e personal development. 

When applied at work, action learning means working and learning simultaneously. 
Participants on an action learning program will focus on work-based issues, problems 
and questions. In this study the process would involve meetings, interviews and 
observing. 

Characteristics of Action Research Method 
Why action research method is used in this study? Referring to its characteristic 
which have been discussed, it is considered appropriate for an action research method 
to be used in this study for various of reasons: 

Action research is concerned on real problem issues in real life situations 

There is an existing work-based concern within SESCO with respect to 
improvement of performance of individual staff based on the individual and 
organization needs to achieve work-targets and objectives. Simultaneously it is 
focused to meet the challenges and the needs of the organization towards quality 
services; 

As this study is exploratory in seeking various approaches toward an effective 
succession system, the cyclical process of the action research method involving 
spiral steps of planning, action, observation and reflection would be ideal for 
gathering creative ideas as well as providing, sharing knowledge, and 
experience through the implementation process;, 

The collaborative nature of the action research method provides an environment 
of participation which allows significant interaction as a team-building process 
within the organization. This will facilitate the exploratory nature of the study 
and provides for mutual reflection on the issue instead of being allergic to the 
issue; and 

The collaborative aspect is also related to the group dynamics which are 
necessary for effective collaboration. 

What make this an action research study? 
It is an action research study based on the following characteristics: 

Problem Focus: This study focuses on the problem that affect *ost staff on 
individual performance in which their future prospect in the organization is very 
much depending on; 

Action Orientation: The exploratory study of the approaches toward an effective 
system is in itself a first step of the process which has strategic change implications 
for the organization; 

Cyclical Process: It applies the action research spiral of cycles of planning, action, 
observation and reflection in exploring the approaches; 



Collaborative : One of the main concern in this study is the collaboration among 
members of the group and participation in problem-posing and answering questions 
during the process of exploration; 

Ethical Basis: At the first place approval must be obtained from the Head of 
Corporate Services of SESCO and from the State Planning unit to conduct the study. 
Participants involved in this study are issued with official letters as a compliance of 
procedures and recognition of their active involvement; 

Scientific: The results and the findings of the study are expected to be validated 
through the demonstration that changes resulting fiom the study constitutes an 
iniprovement to the situations; 

Re-educative: Learning is expected to take place among the participants through 
group processes and teamwork occumng during the study. It is expected that the top 
management of the organization will have a broader understanding of the various 
approaches as a result of their evaluating the findings during the process of action 
research. The researcher and all the group members are expected to gain a greater 
understanding of the nature of the action research and the action learning processes; 

Emancipatory: This study is expected to empower the participants who will involve 
in the planning, action, observation, reflection and evaluation of task plans for the 
action research process. This process will lead to improvement in the problem- 
solving skills of the participants; 

Naturalistic: The study allows participants to influence the approaches in data 
gathering, reflection and evakation of real-life situations. It also allows them to 
work collaboratively in developing critiques of existing conditions so as to look for 
solutions and improvements; 

Normative : The study will consider the norms of the organization in exploring the 
issue of performance appraisal system's effectiveness. There is potential for changes 
to happen in the organization; and 

Group Dynamics: The study requires the formation of action group with six or seven 
members representing supervisory level and above, while the action learning group 
comprising of five or six members from any level doing similar jobs and similar 
workplaces. 

* 8 Chapter Summary 
Action research and action learning have been widely accepted as one of the most 
effective methods in problem solving process. It is a systematic approach and where 
anyone can participate and learn. As most of its characteristics are relevant to 
situations and environment, the researcher feels that it ,is applicable to SESCO. 
Further more, the management and the staff involved have expressed their supports 
and cooperation for this project. 



CHAPTER FOUR 

FINDINGS 

Introduction 
This chapter will discuss the purpose of the study and the research questions 
involved. It also attempts to discuss how action learning could be used to improve 
the performance of meter readers by emphasizing on job problem-solving process 
using a case study which involves six meter readers. Action research is therefore 
being used on hypotheses process. The findings will be described in terms of mini 
cycles after having gone through several meetings with the Action Research Group 
(ARG) and Action Learning Group (ARG). 

Purpose of the study 
The main purpose of the study is to explore the effectiveness of performance of meter 
readers in SESCO Regional Office, Bintawa: A case study based on Action Learning. 

Research Questions 
The researcher has identified and focused on the following questions as the 
objectives of his study: 

To what extent is the existing performance of meter readers effective in SESCO? 

Could action learning be used to improve the pe,rformance of meter readers in 
SESCO? 

To what extent did action learning contribute to improvement of the performance of 
meter readers in SESCO? 

Mini Cycle One 

Planning 
Before the researcher went to Gibaran Action Research Management Institute, 
Adelaide to present his Action Research Proposal he has obtained a written approval 
to conduct a research from Head of Corporate Services of SESCO (KPpendix A). A 
similar approval has also been issued by the State Planning Unit of Sarawak. The 
researcher planned to complete five mini cycles in this study and a triangulation 
process would be carried out soon after. The implementation process depends on the 
result of the triangulation in order to achieve the outcome of the whole project. The 
research general objective and specific objectives are as follows: 

General Objective 
The main purpose of this study is to explore the effectiveness of performance of 
meter readers in SESCO Regional Ofice, Bintawa: A case study on Action Learning. 



Specific Objectives 
To what extent is the existing performance of meter readers effective in SESCO? 

Could action learning be used to improve the performance of meter readers in 
SESCO? 

To what extent did action learning contribute to improvement of the performance of 
meter readers in SESCO? 

The researcher had three meetings with Head of Corporate Services in SESCO Head 
Ofice, first to explain the concepts of Action Research and Action Learning, second 
to draft plan or proposal how would the project be carried out. These were included 
the following: 

To draw a plan for the project or study on action research and the process of action 
learning; 

When to begin and when to complete; 

Where to conduct and who would involve; 

When and who to issue letters as a formal procedure to nominate them to take part in 
the project; 

Which area of the problem-solving the research should focus on; 

To determine how would trianblation method be camed out 

And third, to brief her on the proposal and how the researcher would begin with his 
research. Based on the main objective of the study the Head of Corporate Service 
wanted the researcher to prove to the management that action learning is applicable 
in SESCO. 

After the discussion, Head of Corporate Services immediately issued a circular to the 
other five Head of Departments in SESCO ( Generation, Finance, Marketing and 
Distribution, Engineering Services, Planning and Logistics) to inform them about the 
project and seek support and cooperation during the phase of research process. Upon 
receiving the f i l l  support fi-om the management the researcher went to see every 
individual person nominated to join the groups in his project. There were six 
participants for ARG comprised from managerial and supervisory levels and six 
participants consisting of meter readers fiom Customer Services Division of SESCO 
Regional Ofice, Bintawa. The later group (ALG) is used as a case study in this 
project. The researcher received encouragement and positive feedback from all of 
them. 

Action 
The researcher called all members to come to the first meeting on 17 February, 1998 
to discuss the following agendas: 



To form an Action Research Group consisting of two managers, one executive 
officer and three supervisory staff; 

To form an Action Learning Group consisting of six meter readers; 

To explain the concepts of action research and action learning methodologies 
including the roles and responsibilities of individual members; 

To plan for the ARG and ALG activities throughout the process of this project. The 
process would include meetings, interviews and observations. As suggested by the 
management every meeting should not exceed three hours so that it would not affect 
too much of the participants' daily tasks. 

Observation 
The first meeting recorded two ARG members were unable to come due to some 
urgent matters in office. The terms Action Research and Action Learning were new 
to almost all of them. As such, some had shown their interests to know more and 
learn these new management tools with the aim of helping them to solve problems at 
workplaces and improve the quality of their performance. There were a lot of 
questions asked by the participants especially on techniques and advantages of these 
tools. They even compared and relate these tools to total quality management, quality 
circles and so on. There were few who looked doubtfbl at the very first place about 
action learning and action research. After a long explanation they began to be 
responsive and had shown interests. The researcher felt that it was very encouraging 
and could see that actual learning process was exactly in progress. 

Reflection 
At this stage, the researcher had explained the concepts of action research and action 
learning and were mostly understood by the members. This was so because, the 
researcher had delivered his briefing in two languag6s ( English and Bahasa Malaysia 
). Almost everyone was contributing and taking part in the- discussion. During 
question time, questions asked and opinions aired were mainly focused on general 
issues of the project such as: 
What will we get from this project? 
We may touch on sensitive issues which sometimes we cannot avoid. Is this 
allowed? 
Sometimes we may not be able to attend meetings due to urgent works that need 
immediate attendance. Is it accusable? 
They wanted to know why they were chosen for the purpose of this study? 
The researcher had managed to answer those questions after tea break. He considered 
tea break was the best time that gave him opportunity to reflect the issues discussed 
by using past experience to capture the answers and to give feedback. The researcher 
could see there were some changes occurred after this meeting; understand the action 
research and action learning concepts more; exposure and exchanges of ideas by 
asking questions; and willing to complete this project together -team building. 

Evaluation 
The researcher had learned that there were other methods of problem-solving 
practiced in SESCO. Those were, quality control cycle (QCC), 5s-Practices of Good 
Housekeeping, I Suggest-Staff Suggestion Scheme, IS0 9000 and many others. 



However, the process and approaches embraced by these methods are complex, time 
consuming and costly. As they are quite familiar with some of those methods they 
would like to try Action Learning in order to see whether it is applicable to their 
situations. The researcher also learned that people would only willing to work hard 
and cooperate in a research project if they were issued with formal letters fiom the 
management. With such letters they were being honored and would feel fiee when 
expressing ideas or suggestions. 

Mini Cycle Two 
Re-Planning 
The second meeting was held on 23 February, 1998 at SESCO Regional Office, 
Bintawa attended by all ALG and four ARG members. The researcher planned to go 
into fbrther details on the issues discussed in the last meeting. In normal cases, 
members would be more open and willing to speak to contribute opinions or ideas 
since they have no opportunity or shy to do so during the first meeting. It was 
expected to be more interesting because the agenda would include to invite the ALG 
members to talk about their problems in their workplaces. During this session the 
ALG members suggested that all meetings be held on Saturdays and twice a month. 
Saturdays were chosen so that it would not affect much of their daily reading and 
delivering schedules for the month. The researcher intended to use fishbowl method 
(Weinsten 1995:307) in this study. This method allows the participants to sit down 
around a table and each member takes turn to tell his colleagues of his problem in 
performing his tasks or job. His colleagues will listen, diagnose the problems and try 
to help him to solve those problems by giving ideas through questions. Members of 
the ARG would be present in all meetings to facilitate, observe and to review 
important points that were diswssed. 

Action 
The researcher could sense that at least six main issues brought by the ALG 
members and expected that these issues could not be discussed in detail within 
limited time allowed ( 2 to 3 hours per meeting). As such, in this meeting he 
suggested that the ALG members to voice out whatever problems they had fiom their 
work places. All those problems were written down without allowing the ALG 
members or the facilitator to ask questions or probe in their attempts to find ways to 
solve them. Such action would be done during the next meetings. Having done so, 
the facilitators would analyze and combine those problems which were related to 
each other to become an issue. The most significant issues would be chosen for 
further discussion during the next meeting. 

Problem 1 : Difficulty to meet daily work targets 
ALG Five has voiced out his problem to met daily work-targets which were overall 
assessed at the end of the year. Every morning all meter readers have to come to their 
ofice to report for duty, collect materials, receive instwctions as specified in the 
Reading Schedule. Kuching District is divided into 20 zones consisting of 531 
sections and over 90,000 consumers. The jobs require the meter readers to go to their 
respective zones or sections to take the readings and enter them into the Meter 
Reading Schedule and also to deliver bills and serve notices. Every morning most of 
them travel few miles away to reach their destinations before they start reading and 



delivering bills or notices. Obviously it takes them quite sometimes to travel and thus 
delay their jobs especially during rainy seasons or nansport breakdmms. Members of 
the group shared his experience and suggested that this issue be brought up during 
the next meeting. 

Problem 2: Permission to leave office for sports activities 
ALG Four has a problem to obtain permission to leave office for sports activities. 
This is because once a person is selected to represent the State or National level, 
Division, District and organization in a particular activity the supervisor cannot 
release them without any written directives. Such directives usually submitted 
through wrong channels and sometimes the details written in the letter were 
insufficient, for example, it did not indicate clearly the number of days for training 
before the actual competition began. This would make the persons affected difficult 
to hand over his duties to anyone appointed to relief him during his absence. The 
management supports the State Government to encourage anyone who involve 
himself or herself in all sorts of healthy activities including sports. These 
involvement are given recognition and carry weight in the annual performance 
appraisal process. 

Problem 3: Insufficient training provided for meter readers 
This problem was brought up by ALG Two. He said he was still new in his job and 
has a problem of performing his job as a meter reader effectively. Though the duty of 
meter reader sound simple, in actual fact it is as difficult as any other jobs. In normal 
practice, a new meter reader is asked to follow another senior colleague so that he 
can learn by observing him doing hls job. He then ask to do similar job alone. The 
problem arised when he complained that reading meters and delivering bills are not 
the only jobs of meter readers. It is much more than that, for example he needs to 
entertain the consumers inquiries about some simple technical matters and general 
procedures which are related to his job. It is impol!te to ignore or turn away from 
consumers if they need the information for good reasons. Therefore on-the-job 
training is not enough and the period scheduled for such training is too short an not 
organized. There should be a specific training program provided for meter readers so 
that they can perform more effectively. Most members pointed out that this is their 
common problem and suggested the Training and Development Division to analyze 
its Training Needs Analysis (TNA) exercise. 

Problem 4: Having problem to communicate with rural consumers 
The problem of how to make the consumer understand some important messages is 
rather difficult in some part of Kuching area. This problem was voiced out by the 
ALG Six. He said some consumers purposely do not want to understand or 
purposely ignored some advises such as telling them the danger of ille'gal extensions. 
Illegal extension or meter tampering does not only against the Sarawak Electricity 
Ordinance (Cap. 137) but create a danger to their properties as such action could 
cause fire. Some irresponsible consumers show positive response in the presence of 
meter readers or supervisors but as soon as they go away the consumers forget 
everything. There is still no change when the meter reader comes back in his next 
visit. 



Problem 5: Location of meters - problem of taking the reading 
ALG Three voiced the problem of difficulty to take reading due to the distance of 
location of meters. Quite a number of meters are hanging seven feet above the floor; 
blocked by objects; and located inside bedrooms or kitchen. These normally happen 
when the consumers renovate and repair their houses, thus change its original 
positions. There are also meters covered with thick, black and oily dust such as 
meters installed in coffee shops and kitchens. These factors contribute to the delay 
and wrong readings are likely to occur. 

Problem 6: Risks while performing duties on roads 
ALG One is concerned about the danger and risks he was exposed to on roads when 
carrying out his duty on rainy days and peak hours. Reading is delayed in certain 
areas due to muddy roads, fierce dogs, and the distance from one house to another. 

Problem 7: Updating addresses of consumers 
Delay in updating of addresses of consumers took considerable time and treated as 
the most serious problem of meter readers. According to ALG Five, normally he 
recorded down the names and addresses of any new consumers and meter numbers in 
the area he goes and submit it to his supervisor for updating in the Reading Schedule 
so that it will appear the following month. When the schedule is ready the names of 
the new consumers still do not appear in the list. 

Problem 8: Report on illegal reconnection of supply 
ALG One reported that electricity theft was first detected by meter readers. 
According to procedure any such misconduct or foul activities must be immediately 
reported to the meter examiners for action to avoid further losses of electricity. The 
consumers if caught and proved guilty would be fined, and as such they have the 
ground to accuse the meter readers for lodging reports to the authority concern. In 
such situation it is a threat to meter readers and make them scared to return to take 
reading in the affected areas. 

, 

Problem 9: Handling lock-gate notices 
The ALG Six complained that the design of the lock-gate card is not suitable to use. 
This card is too thick, heavy to carry on motor cycle, too much details need to be 
written on it, and it must be costly. When doing job on site he has not much time and 
places to write on and therefore it creates problem to them. If he just take the meter 
numbers he believes that other details or information could be obtained through the 
office information system.. 

Problem 10: Reading meters in HV areas or Industrial Zones 
This problem was brought up by ALG Three. As practiced in the past reading of 
meters in High Voltage areas or industrial zones were done by meter examiners and 
now the job is assigned to meter readers. There were no proper training given how to 
enter these areas despite the danger located at specific areas. The entrance keys 
leading to these areas are kept by the Watchmen or Offic,ers of respective firms and 
premises and normally looking for them takes considerable time. When they are not 
available, normally they make appointments or leave message telling them what time 
they come back. 



42 

Problem 11: Low quality of materials and equipment provided 
Most ALG member were not satisfied with the quality of materials supplied to them. 
For example, the management provided a low quality plastic rain coat and without 
trousers. The purpose of rain coat is not only to cover the meter readers from rain but 
to protect the documents from getting wet and destroyed. The bags as far as possible 
must be water proof and made of good materials. 

Problem 12: Names and addresses of consumer numbers in reading schedule not 
sequence 
In many cases where there were new installation of meters especially in heavily 
developed areas the newly installed meters could not be located by meter readers and 
also not printed in the Reading Schedule. If printed they appear in other sheets of 
Reading Schedule and mixed up with thousands of other consumers. Normally it took 
a long time to look for them and if found the meter readers have to come back to the 
exact locations (site) to take the readings. 

According to members this problem is one of the most complex because it takes too 
much of their time and effort to settle. 

Observation 
The first part of the meeting seemed cool as most participants were still shy and not 
quite sure what to say. However, after half an hour the atmosphere had changed as 
quite a number of problems aired were shared or experienced by most members. It 
was observed that the participants grabbed the opportunity to express their problems 
and feelings about it. They even wanted to discuss seriously how the problems 
existed and how did it happen. Since the meeting this time is purposely held to record 
and list out the type of problems they have had at their work places, further 
discussion related to the causes and implications 'of those problems would be 
included during the next meetings. The members evrn tried to bring up some 
sensitive issues which of accusing some other people which is not worth to record in 
this study. 

Reflection 
The researcher has recorded twelve problems in this meeting. Towards the end of the 
meeting everyone was trying to grab an opportunity to talk and group participation 
becoming more active and interesting .. Their reaction has indicated that they had the 
confident and felt comfortable when talking as members of the group. This may be 
due to the lack of accesses or communication to channel their grievances and be 
heard by the management. 

Evaluation 
Both the ARG members and the researcher have learned a lot of new things from this 
meeting. First, they began to learn the type of problems' meter reapers are facing. 
Second, people will contribute more when they feel that they are in a group facing 
common problems and sharing similar interests. And third, though this research does 
not complete yet the ALG members and the researcher could feel that they know how 
to use Action Learning and Action Research methods and appropriate to a research 
situation. 



Mini Cycle Three 
Re-Planning 
The third meeting was held on 11 March, 1998 between the ARG members only. In 
this meeting the researcher planned to analyze the data collected during the first and 
second meetings with the ALG and recorded in Mini Cycle One and Mini Cycle Two 
processes. When completed the next step is to proceed with two meetings of Mini 
Cycle Four and Mini Cycle Five. Triangulation process would follow soon after. 

Action 
This meeting was attended by all ARG members to analyze problems brought up by 
the ALG members during meeting one and meeting two which were recorded in Mini 
Cycle One and Mini Cycle Two. The group observed that some problems were 
related to each other and therefore they decided to choose four significant problems 
as main issues for further discussion during the next meetings. The members agreed 
to choose four out of twelve significant problems and planned to discuss two 
problems in one mini cycle. 

Ranking method was used to choose the four significant problems based on two 
criteria, urgency (to determine the immediate needs of the problems to be solved and 
avoid further damage), and importance (to indicate the degree of needs of the 
problems to be solved). The result of the ranking method process is shown on Table 
3.  



Table 3:  Ranking Method: Scale 1 - 10 where highest point is the most significant. 

This meeting also warranted the researcher to arrange for triangulation and to brief 
the RM on what had been dissussed. SimultanCously, the researcher would seek 
permission from the RM to proceed with Mini Cycles Four and Five. 

Observation 
Almost all members came on time for this meeting. Looking at their friendly faces 
and notes that they carried it seem that they were prepared for the meeting. When the 
meeting was in progress everyone took the opportunity to inform members what they 
have observed during the last two meetings. The researcher could see that the ARG 
members have not much problem to understand the ALG members problems and had 
help a lot in the learning process. They said that they even could feel how the ALG 
members were confronted with such problems. On certain extent it took quite 
sometimes when they started to compare the Action Learning methods of solving 
problems with that of existing methods practiced by SESCO such as Quality Control 
Cycle, I Suggest and many more. " Action Learning I feel is better to certain extent 
because it seems to me that it is an on-going process," said one of the ARG members. 
" What make you say that?" asked his colleague. " You know", he said, " when we 
form an action learning group and discuss some problems the process is continuous 
which follow specific steps such as the elements of the mini cycles. The elements of 
planning, observing, acting and reflecting enable us to understand better our 
problems and determine the solutions. Once solutions are found and improvement is 
made the process continues to keep track, up date and make adjustments to the 
existing solutions in order to cope up with changes. Unlike the QCC method, once a 
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certain project is completed the same group may choose another problem or jump 
direct to another topic as their next project after the old one has been doccmented. It 
is then registered and practiced to solve similar type of problems. However, as time 
goes by, changes would occur and moves very fast due to invention of new 
technology, the QCC documented problem-solving procedures would be obsolete or 
become out of date as we might not do things like before." What this member said 
was true and mode of his perception and thinking has changed. " Would you try this 
action learning method at your work place", asked another colleague. " 00, I would 
decide on that after this project is completed, he replied 

Reflection 
The researcher observed that the ARG members began to show some confidence on 
the action learning and action research methods in problem-solving process. At least 
now they were exposed and knew that there were other management tools which 
were also applicable in situations like theirs'. Being facilitators and observers, the 
members did not talk much during the previous meetings with the ALG because they 
were busy writing points except probing. This meeting was taken as an opportunity 
given to them individually to tell all members about their opinions and suggestions. 

Evaluation 
The researcher learned that people were more open, learn more and faster in a group 
where they have common interests and have common problems. It was also learned 
that people would become more defensive when their ideas were challenged and try 
to find ways by giving logic examples to convince others to support or agree with his 
ideas. Most facilitators were appointed based on their experience in conducting 
meetings, and as such they were able to control all meetings that they attended with 
the ALG. Skills in conducting meeting in this process is important so that the 
researcher, facilitators and the observers would gain as much information as possible 
in order to diagnose all facts discvssed. 
In his attempt to ensure how much the ALG and the ARG have learned from this 
project the researcher had decided to make a survey in order to collect additional and 
supportive information through a simple questionnaire after triangulation. 

Mini Cycle Four 
Re-Planning 
The fourth meeting was held on 4 April, 1998 at Regional Office, Bintawa attended 
by six ALG and two ARG members who acted as facilitators and observers. The 
researcher earlier planned to discuss in detail two problems in this meeting and they 
are: Problem One - Difficulty to Meet Daily Work Targets, and Problem Three - 
Insufficient Training Provided for Meter Readers. The next meeting will discuss on 
Problem Five - Location of Meters- Problem of'Taking the Reading, and Problem 
Twelve - Names and Addresses of Consumers in Reading Schedule are Not 
Sequence. In his attempt to record as much information as possible the researcher 
emphasized on the answers to questions such as, What were the symptoms of the 
problems? How did it happen? What were the implications? What has been done to 
overcome the problems? What were the results or outcome? And what were the 
suggestions of staff'affected? 



Action 
The researcher again used fishbowl method in this meeting. The members formed a 
circle and sat face to face with an empty stool at the center for anyone in the group to 
sit and take turn to talk. The ARG members who acted as facilitatols and observers 
sat behind them ready to jot down points into their note books and joined the 
discussion as well. 

Problem One: Difficulty to meet work targets 
In Meter Room Section there are five meter examiners and each one of them has six 
or seven meter readers under their supervision. Their job descriptions are shown in 
Appendix C-1 and Appendix C-2. Every morning the first thing they do is to check 
the meter readers' reports on tasks accomplished the day before. Then they issue a 
new daily tasks known as Reading Schedule to meter readers and this is treated as 
their work targets for the day to accomplish. The Reading Schedule as shown in 
Appendix E is a ready printed document containing the number and other details of 
the consumers. It also includes which sections of the zones and the number of 
consumers in each section. The meter readers need to achieve a certain number of 
reading in specific areas as shown in Appendix E. 

Researcher, " You said there are some factors that contribute to your failure to meet 
your targets, can you name few and give examples?" 

Opinions and suggestions contributed by ALG members in their attempts to answer 
this question were recorded. The ALG members claimed that it is hard to achieve 
these targets because there were a lot of things or preparation they have to do besides 
taking reading from house to house. The environment factors are one of the main 
problems. Every morning the meter readers come to their office to submit report, 
collect materials and receive instructions before they go out to the field. Most of the 
zones and sections are located few kilometers away gnd it takes sometimes to reach 
there. The delay of meter reader job also seriously affected by bad weather, road 
conditions and transport breakdowns. They travel by motorcycles and in order to 
avoid risks they need good quality raincoats with reflector, boots, bags and to pay 
extra attention while travelling on roads in the out skirt areas. 

Misprinted of consumers names or if printed they appear in other sheets of Reading 
Schedule is a normal case. The meter readers have to spend long hours to look for 
these names and if not found on the spot they have to come back on other days. 

SESCO Regional Office, Bintawa is practicing alternate month reading method. This 
means that if the reading is made in January the actual unit of electricity consumed is 
printed in the bill for that month, while the bill for February would show the average 
(estimate) figure or unit consumed based on the average consumption for the past 
few months. In cases where the estimate readings are either high or low the 
adjustments would be shown in the bills issue for March. Beside reading meters there 
are at least five types of other jobs to do on spots by meter readers. These forms are: 

Home Card (shown on Appendix F): This card is normally displayed near the meter 
box and not allowed to be removed or destroyed. The purpose of this card is to show 
to the consumers and the other meter readers or meter examiners the record of unit 
consumed and also other records about that particular meter. If the consumer has any 



complain about the record they can do so through telephone numbers printed on the 
form. 
ARG 5, "What type of complain would the consumers lodge from this form?" 
ALG One, " Normally a consumer compares the unit written on the card to the unit 
shown on the meters. Of course it is not the same because the unit written on the card 
was taken on the date the meter reader read the meter. While the unit shown on the 
meter itself is the total unit consumed at the time when the consumer reads the meter 
which could be few days or months later." 

Meter Reading Response Card or Locked Gate notice card ( shown in Appendix G): 
When a meter reader comes to a premise and finds that the gate is locked or the 
owner of the house is not in, therefore the meter reader cannot take any reading. He 
fills the card and leaves it inside the consumer's letter box or the consumer's neighbor 
if letter box is not available. The card indicated that the meter reader had arrived at 
the premises on certain date and time. The consumer upon receiving this card is 
expected to take appropriate action, (1) to send the card with reading figures written 
on it through prepaid postal services, or (2) to send the reading through fax machine, 
or (3) make telephone call and inform the Clerk on duty in the Meter Room Section 
of the reading and or (4) the consumer may make an appointment with the Meter 
Readers by informing the date and time he would like to meet him. If the consumer 
prefers to return the card it will be delivered direct to the Billing Section. 

ARG Three, "The process seems simple and straight forward, why do you think that 
lock-gate notices affect your performance in achieving your work-targets?" 

This question is quickly arlswered by ALG Five, Two and One. They said, when a 
gate is locked they do not have, proper place to write on and fi l l  the lock-gate cards. 
Obviously it take sometimes to look for one, plus the time taken to get the cards from 
their bags and fill it. It would tak,e about two to three minutes to process one lock- 
gate card and they have the average of ten to twenty cards to fill daily. They cannot 
rely on this type of system because the disadvantages of this system are mainly due 
to the consumers' attitude and ignorance. If they respond, the reading might be 
wrong because they do not know which figure to take and with poor hand writing. 
The affected premises might be left unoccupied for many months or years and 
obviously there were no response at all. 

Meter Faulty Report Form (as shown in Appendix H). This form is used to make 
report on faulty meters. Faulty meters are very common everywhere which is caused 
by irresponsible consumers. When they feel unsatisfied with the high consumption or 
with the motive of stealing electricity to reduce costs. Normally these type of 
consumers drill or make small holes and loosen the meter glass cover so that they can 
insert an object to stop the meter discs from rotating. When this is done the number 
of units consume stops but the current keeps on flowing as usual. Another method is 
by using a highly technical tactic to divert the flow of the electricity power through 
separate cables so that it bypasses the meter and therefore the amount of electricity 
units consume cannot be detected or recorded by the meter. It needs a highly skilled 
technician to do because the job is very risky. Though the meter readers do not fill 
this form but it needs time to write down remarks against the consumers' names on 
the Reading Schedule. Upon receiving these reports the meter examiners fill the 



Faulty Report Forms accordingly and submit them to the Revenue Management 
Engineer for further investigation and to take appropriate legal action. 
ARG Three, "Can you explain how does this faulty meters affect the speed of your 
work?" 
ALG Two, "The investigation is done by an Engineer from other Section and due to 
the amount of work load that he may have would delay the investigation," 
ALG Six added, "Another factor could be due to late notification, meaning that, if 
the damage is proven and the meter is changed and they had failed to inform us on 
time, misreading would occur. This is because the new meter number is not shown 
on the Reading Schedule." 

Notification of Change of Consumers Account ( as shown in Appendix I.): The 
procedure to lodge report on this particular incident and the implication are similar to 
Meter Faulty Report is made. If there are reading errors, or wrong addresses and 
names printed in the Reading Schedule and adjustment is to be made, Notification of 
Change of Consumers Account Form is used. This form is therefore prepared to 
inform of the discrepancies and errors to Billing Section so that correction could be 
made before the Reading Schedule for the following month is printed. 

List of illegally reconnected Accounts Form (as shown in Appendix J). The 
procedure to lodge report and the implication is similar to reports prepared for Meter 
Faulty and Notification of Change of Consumers Accounts. This form is used to 
lodge reports on illegal connection or reconnection made by the consumers. In 
certain areas there are houses built without the supply of electricity. The owner of 
these houses normally get the supply from their neighbors through illegal extensions 
of cables or ordinary wires. This action is wrong under Electricity Supply Ordinance 
and liable to be charged as electricity theft and danger to public. 

Similarly, as in the case of lodging reports for faulty meters and notification of 
change of consumers' names and addresses, the meter readers have to write some 
notes against the existing consumers' names on the Reading Schedule. Before the 
List of Illegally Reconnected Account Form is prepared normally the Meter 
Examiner reconfirm the report by visiting the site and when done this form is 
submitted to Accounting Oficer in the Billing Section to take appropriate action. 

In other cases, when a consumer does not settle his bills after due dates his supply is 
liable to be disconnected. When this happens the consumer has to pay a certain 
amount of reconnection fee on top of all the outstanding amount overdue if he wants 
the supply reconnected. In order to avoid extra charge and since electricity is the 
basic need of every one he reconnects the supply through illegal means. The illegal 
activities mentioned above are very common in our community e\;ery where. They 
do not only create a loss of revenue to our government but create a type of 
irresponsible culture among our people. The action is also risky because it deals with 
life cables and can cause death and big damages to properties. 

ARG Seven, " Other that what had been discussed, what else could'contribute to the 
delay of your job?" 
ALG Two, " There are a lot of fierce dogs around and the consumers sometimes 
purposely let them free. Few of us have been bitten by these dogs." 



ALG Six, " When our friends are on leave we have to take over their jobs and 
therefore we have extra job to do." 
ARG Three, " What have been done on your part once you discover or come across 
any of those problems?" 
ALG One, " We inform our supervisors, verbally." 
ARG Two, " What did they say?" 
ALG Five, " They said we will look into it. We wait and wait, nothing come out. 
Still the same. Ha ha ha ha." 
ALG One, " Not all the problems we brought up cannot be settled. We receive the 
feedback fast enough for those problems that can be decided solely by our 
supervisors." 
ARG One, " Have you ever been consulted by your supervisors or peers in order to 
get your suggestions how to solve the problems that you brought up to them?" 
ALG Five, " Yes, but it is done here not that serious. What I mean is that, there are 
no proper meetings or serious discussions initiated to look at our problems." 
ALG Six, " We have 'I Suggest' method practiced here to bring up our suggestions 
or opinions on matters pertaining to our work environment. First it receives good 
response but now the response is declining" 
ARG One, " Why?" 
ALG Six, " I am not quite sure. Perhaps because the action taken to suggestions we 
made are slow or no action at all. Therefore people stop contributing ideas or 
suggestions." 
ARG Six, " Do you involve in QCC?" 
ALG Three, " We heard about QCC but we do not involve in it. There are no QCC 
activities in the Meter Room Section right now. Perhaps people here are not 
interested". 
ARG Six, "Why do you say so?" 
ALG Three, " I don't know'. 

Problem Three: Insufficient   rain in^ Provided for Meter Readers 
ALG Two said that he could perform much better if he was given proper training on 
his job and therefore he could contribute more to the organization where he works. 
All ALG members agreed that there were no proper training provided for them 
except a two-day Customer Service Course which some did not have the opportunity 
to attend yet. In his attempt to get more information the researcher asked, " Can you 
give us examples, what type of training you really require, and how does it help 
you? 'When this question was asked it like a piece of bomb exploded on an open 
ground! We would like to be trained on technical knowledge! We want more 
customer service course! We want to be trained on how to handle problems and to 
handle angry consumers. 

SESCO is practicing its own Training Programs for various levels of staff. It aims to 
train and develop existing staff in order to equip them with relevant skills and 
knowledge. The Corporation also provides scholarships for selected students in 
higher learning institutions in engineering courses. The training management can be 
categorized into three Divisions under Corporate Services Department: 
Training and Development Division: This Division is responsible to conduct in- 
house training; recommend and select staff to attend external training within 
Malaysia; to arrange and send staff appointed by the management to undergo training 



or courses overseas; and to arrange industrial training program for students from 
various higher institutions; 

SESCO Training School: This Division is mainly responsible to train Form Five 
potential school leavers for a period of two years in technical fields before engaging 
them as technicians. It also provides training for existing technicians and other staff 
in information technology; 

Quality Management Division and Corporation Safety Division. The main functions 
of the former Division are to take responsible to maintain and improve the 
Corporation's quality services, products and management of assets while the later is 
responsible to enhance safety on injuries to staff and the society, and damages to 
properties. Though training is not the reason why these Divisions exist but their 
individual objectives may not be achieved if training is ignored (neglected). As such 
these Divisions have their own training programs for such purposes. 

The Training and Development Division conducts Training Needs Analysis in 
August and September every year for the following purposes: 
To identify SESCO's training needs; 
To develop an efficient and effective training plan for SESCO; 
To assist the Chief Minister Department to make a comprehensive training plan for 
the State by providing them information regarding our training needs. 

Besides conducting Training Needs Analysis the Training and Development Division 
also distributes Training Directory to all staff Training Directory contains a list of in- 
house courses titles, dates and places those courses are going to be conducted, and 
application forms. It was observed that out of 27 courses offered only one - 
Customer Service Course - is related to part of the meter readers' jobs. Unlike 
Storekeepers, the Meter Readers have no spec'ific training program designed for 
them. SESCO Training Program is illustrate in Appendix K. 

ARG Seven, " Can you tell us, how did they train you before you were assigned to do 
the job as a meter reader?" 
ALG Four, " I was asked to follow a senior colleague to observe how he did his 
work". 
ARG Seven, " How long you did that?' 
ALG Four, " About one month." 
ARG Seven, " How much did you learn? What I mean is can you do the job if you 
are directed to go on your own?" 
ALG Four, " I can do this routine jobs such as taking readings, distributing bills and 
serve notices but I cannot do much when come to handling consumers' inquiries on 
technical matters and on processing of bills". 
ARG One, " Have you ever bring up y o ~ x  problems to your supervisor?" 
ALG Four, " Yes, I d id .  
ARG One, " What did he say?" 
ALG Four, " Same thing. I will look at it he said". 
ARG Four:," Can you explain what does that mean?" 



ALG Four, " Our supervisors listen to what we tell them but whether they have taken 
any action to help us solve our problems we do not know. Because we did not receive 
much feedback and seldom have formal meeting to discuss our problems seriously". 
ARG Four, " Do you have any suggestion?" 
ALG Four, " We would like to have proper and regular meetings to discuss and find 
ways to solve our problems together. It must be documented and submit to the 
management for discussion. All this while we feel that we were neglected. When the 
consumers' complains on high bills, non receipt of bills, estimated reading charge is 
too high and so on, and the blame is put on us. We were accused of taking wrong 
readings, careless, doing kedaj b p i  reading and many more". 
ALG One, " If other staff in SESCO can do their jobs better because there is specific 
training provided for them, we also feel the same if we have such opportunity". 

Observation 
In the first and second mini cycle meetings the researcher has observed two 
important behaviors of the ALG members; first, in the early part of the meeting they 
were not quite keen to talk and felt shy or scared to do so for whatever purpose. 
Second, at the later part of the meeting when two or three persons in the group started 
to speak and raised common problems of their interests the other members followed 
and joined the conversation actively and seriously. 

The meeting conducted during the third mini cycle went smoothly. Most participants 
were more willing to discuss their problems openly of which they rarely did before 
They were willing to share their problems with others as well as giving opinions. 
Some felt that this projectJexercise was one of the best opportunity they ever have to 
express their unsettled problems they have had. The researcher observed that there 
were signs of cooperation and feam works in the group. They were trying to help 
each other - when a colleague could not explain what exactly he wanted to say or 
used the correct words -they smile$, laughed, joked and made funs. However, there 
were few who said that this action learning method is good but doubtful on the 
response of the management. One member said, " Afier spending so much time 
discussing about our problems and giving out our opinions I am worried when the 
project is completed the management does not agree to consider on it". Based on the 
way some of the ALG members expressed their feelings the researcher could sense 
that some of them were not quite confident on management's decision. 

Reflection 
The process of handling the meeting in the third mini cycle was much easier than the 
earlier cycles. Most of the members by then began to understand what action research 
and action learning process were all about and could imagine how it worked. One of 
the participants said he could feel action learning approach might be appropriate in 
their work environment. It could be an effective problem-solving tool provided that 
its implementation has the full support of the management. This is so because 
members of the ALG are given opportunity to speak freely and contribute their ideas 
to help solve their own problems. " It's our participation.is important," said one of 
them. It is different from talking direct to the superior officers individually. Being in 
a group they feel their contributions are welcome, firm, real and genuine. 



Evaluation 
Most of the time people feel scared to criticize the weaknesses of their working 
procedures or organizational culture individually. Therefore, it is hard to change the 
attitude of the people in it who are used to such culture. Among the uses of action 
learning is to bring in changes by creating new ideas. Groups of people within that 
organization who have similar interests and objectives can initiate for a better 
situation and improvement through this tool. 

Mini Cycle Five 
Re-planning 
This meeting held on 18 April, 1998 was to discuss Problems Five: Location of 
Meters - Problem of Taking the Readings, and Problem Twelve: Names and 
Addresses of Consumers in Reading Schedule are not Sequence. The researcher 
intended to collect more information as he considered these two problems were 
significant by allowing members to probe and to contribute ideas, opinions or 
suggestions as much as possible. 

Action 
Problem Five: Location of Meters - Problem of Taking the Reading 
This problem was brought up by ALG Three in second meeting and it was one of the 
most common problem that meter readers have. Initially all meters were installed at 
proper places and standardized in accordance to SESCO's specification. However, 
after few years when the consumers' standard of living became higher most likely 
they repaired or renovated their houses. When this happened the locations of meters 
would changed its positions. It was common to find several meters were located in 
the kitchens, store rooms and even bedrooms. It also, changed the height of the meters 
From six to seven or eight feet high. In places like coffee shops and highly polluted 
areas, meter glasses were covered with thick, black ,and oily dusts. All these had 
caused the figures inside the meters could not be seen clearly and as a result reading 
errors were most likely to occur. Another factors which contribute to reading errors 
when meters were blocked by objects either purposely or unpurposely placed by the 
consumers and when told they refbsed to remove them. 

ARG Seven, " If the meters are off position, is it not the responsibility of the 
consumers to move it so that it can be seen and undisturbed?" 
ALG Six, " In actual fact it is but they do not want to do it. Because it is troublesome 
for them to report it SESCO and to pay for the service". 
ARG Seven, " What have been done to solve this problem?" 
ALG Three, " We have reported this type of problem to our supervisors and they 
know it well. But the consumers do not want to pay for the costs. They said, if you 
want to remove the meters go ahead but I not going to pay you. So the problem is left 
just like that. There are some responsible consumers who are willing to move their 
meters." 
ARG Seven, " Do you have any suggestions?" 
ALG Three, " We would like these meters to be repositioned so that we can save 
much of our time. It is not convenient to enter so many houses, ask permission, put 
off our shoes and enter the room where meters are located. It could be possible if the 
removal fees be paid by installments in small amount and include in their monthly 
bills." 



Problem Twelve: Names and Addresses of Consumers in Reading Schedule Are Not 
Sequence. 

Meter Reading Schedules are prepared by Billing Section and when completed meter 
examiners distribute them to meter readers. Meter Reading Schedule is a printed 
document which shows the names of consumers, addresses, meters' and consumers' 
numbers, tariff previously recorded, and other relevant details about relevant 
consumers. Each meter reader is given a set of this schedule which contains few 
hundred names of consumers in a particular zones and sections. Their task is to go to 
the areas as shown in the schedule to read meters and enter the reading figures that 
indicate the unit of electricity consumed for the month. Early in the morning they 
come to their office to submit the schedules issued the day before (also known as 
meter readers' daily report) to their respective meter examiners who supervise their 
work together with other reports recorded for the day. The meter examiners' duty is 
to check the readings and to reconfirm of its accuracy, and if necessary the they go to 
the spot for spot checking or meet the consumers affected. When completed the 
schedules are returned to the Billing Section so that bills could be printed. The 
problems arise when the meter readers realize that the new consumers names do not 
appear in the Meter Reading Schedule, or if they do they are normally mixed up with 
other consumers' names in other sheets of the Reading Schedule. How does this 
happen? Take Zone 10 as an example and this zone has 12 sections in it with 17,800 
consumers. The development in every zone is very fast with many new housing 
estates and commercial buildings around. In Kuching we have two authorities that 
allocate the prernises numbers for the purpose of preparing legal documents and as 
well as for the premises' permanent addresses. Those authorities are the Land and 
Survey Department and the Dewan Bandaraya Kuching Utara or Selatan. The first 
authority provides the register& lot or residential number for certain piece of land to 
build houses and this lot number is used in all legal documents. The developer or 
land ownel uses this lot number'for the premises' addresses when they submit their 
application for electricity supply. Upon receiving the application on white forms the 
Consumer Service Engineer passes them to the Meter Room Section in order to 
obtain which Zone and Section does this application belong to. When completed the 
Meter Room Section return the forms to the Consumer Service Section where it is 
keyed into the computer. The computer will automatically create Consumers' 
Number which is to be used by SESCO as reference to this particular consumer and 
appears in monthly bills. The number created by the computer is sequential following 
the dates and time when it is registered. The meter readers take the reading based on 
this number to locate the meters and the premises. The problem they face is, though 
the numbers are sequence in the Reading Schedule but it is not so when they amve at 
the exact location. As the area of each zone and 'the number of consumers are large 
it is not possible to find the premises in a short time. Situations becoming more 
complex when few months later the Dewan Bandaraya creates another number for 
the same premise and the procedure requires this number to be displayed at the 
premises and used as official postal addresses. Both the consumers and the meter 
readers become conhsed. 



The meter readers however, suggested that all managers of relevant sections must sit 
together to discuss how to solve these problems. As it involves various sections the 
solutions to these problems cannot be decided alone. 

Observation 
Like meeting held in Mini Cycle Four the members were more open and willing to 
express their feelings towards their jobs, problems, supervisors and management. 
They hardly wait for the facilitators and members to ask questions if they wished to 
say something. The researcher found that the process of getting information was 
much easier than before. They seemed more sincere this time in giving reliable facts 
on what have been happening in the past. For example, telling the researcher that 
their supervisors are slow in making decision. or act when a problem is brought up to 
them. 

Reflection 
Through action learning approaches participants tend to learn procedures how to 
describe problems faster and systematic so that listeners would understand what 
actually were on their minds. Colleagues would be able to share those problems when 
they realize that they also experience the same. Then they relate those problems with 
the achievement and how would it affect the organization's performance. Finally they 
recalled what had been done in the past on their attempts to solve those problems - 
submit report or bring up to the attention of their immediate supervisors. 

The first and second meetings (Mini Cycle One and Two) were considered as 
successful and h i t h l .  There were a lot of experience gained and changes recorded 
which indicate how people learn through Action Learning and Action Research 
process. As an example, one of the participants quoted that, " I hardly realize that we 
can learn more and faster by asking questions." And his colleague said, " All these 
days we were scared to ask questions especialli to our boss because we were afraid 
he might have wrong perception on us? 

Evaluation 
In this meeting the researcher had learned that the ALG members began put their 
trusts to their facilitators and the researcher. They were more open and not scared to 
disclosed some important and including sensitive issues about people behaviors at 
work. The researcher could feel that this is the unique of action research because 
problems at work could begin with some undesired behavior, culture or norms which 
influence how people behave, think and individual style of managing people. In our 
society normally people try to avoid talking about the weakness of their bosses in 
meetings, instead they talk more about their boss's strengths becahse they are scared 
such action might create unhealthy atmosphere at work places. Therefore, the best 
thing to do is to keep quiet even if the subordinates' intentions are sincere and 
constructive. 

Triangulation 
Triangulation is a technique that involve comparing the views of different people or 
group of people who experience the same situations. It can be used in the data 
collection and data analysis to check the validity and reliability. This is done through 
cross-examination the consistency of the information derived at different times and 



different means within qualitative methods to ensure accuracy or validity. In this 
study the triangulation process involved the views of the ALG, the ARG and the 
management (representing by the RM) pertaining to the outcome of the study. The 
triangulation process is shown in Figure 6 

Figure 6: Shows a Triangulation Process Used in Action Research 

MANAGEMENT 0 

Data triangulation is achieved by using multiple sources data collected at different 
settings, different times, and from different individuals. Here the data were sourced 
from: 
The meetings held whereby the Action Learning Group (ALG) and the Action 
Research Group (ARG) members were present. The ALG members discrlssed about 
their problem-solving while the ARG acted as facilitators and observers. 

The individual interviews of peers who were neither the ALG nor the ARG members. 

The record kept in files obtained from the Customer Service Division. 



The observations of the ARG and the researcher as recorded in their notes made 
during the meetings. 

The meeting was held on 24 June, 1998 between the Regional Manager and 
Consumer Service Engineer (representing the management), the Supervisor and 
meter readers (representing the ALG), and the researcher representing the ARG) at 
Regional Office, Bintawa. The researcher told the Regional Manager (RM) and the 
Consumer Service Engineer (CSE) the purpose of the meeting which is aimed to 
inform them of the findings. First of all the researcher explained the concepts of 
action research and action learning, and also the roles of those who were involved in 
the process. This is shown in Appendix M. He focussed his findings based on the 
following questions. 
What were the symptoms of the problems? 
How did it happen? 
What were the implications? 
What has been done to overcome the problems? 
What were the results or outcome? 
What were suggestions of staff affected? 
Then the researcher touched on the main purpose of the meeting which was to 
explain his findings based on four selected problems brought up by the ALG 
members during the earlier meeting. The overall concept is shown in Appendix M. 

Problem One: Difficulty to meet work targets 
Work target refers to the meter readers' daily tasks that indicate the numbers of 
meters to be read depending on certain areas as listed out in the reading schedule plus 
some other related works that need to be accomplished. There were four reasons 
recorded which contribute to the delay in achieving their daily work targets: 
It takes sometimes for them to travel such a distance from the office to the sites 
(zones) where they perform their jobs; 

The delay is affected by the weather and roads conditions (where they have to travel 
on foot); 

Travelling on motorcycles is always at risk, therefore they take extra precaution and 
drive slowly to avoid accidents; 

When there are misprinted meter numbers or the numbers are not sequence it would 
take so such time to search and locate them. 

Referring to problem one the CSE said that the management is aware of those 
problems. The management has been planning and taking various steps to overcome 
the problems such as providing meter readers with safety shoes, quality rain coats 
and provide motorcycle loans (for permanent staff only). However, he admitted that 
some problems are complex and need time to solve. The complain on poor design of 
SESCO Meter Reading Response Card or lock-gate card will be looked after in order 
to suit the requirements. A new system of delivering bills in Zones'One to Zone Five 
using the service of Pos Malaysia Berhad is in progress and if found feasible it would 
be extended to other zones in densely populated areas. 



On problem three, the RM and CSE still believe that on-the-job (OTJ) training is 
most appropriate and effective for meter readers. They should be able to perform 
satisfactorily after the OTJ training is completed. However, they agreed that the 
system need to be improved and restructured so that the OTJ training program and 
process would be more effective. Other :ype of training as suggested by the ALG is 
not so urgent but necessary to meet the organization's quality customer service 
policy. 

Both the RM and CSE agreed that Problem Five which is to reallocate the existing 
meters so that it is easy to reach is considered as quite difficult to overcome and 
necessary. This management's traditional problem which is very difftcult to 
overcome because it involves some amount of money to be charged to the consumers 
in order to remove the meters to suitable positions. The consumers refbsed to pay 
because they said this is SESCO's problem and not theirs'. SESCO cannot do the job 
because it involves a big sum of money. In order to minimize the problem SESCO 
had drawn up policy so that meters for new premises should be installed near the 
gates or outside the compound so that the meter readers need not have to enter the 
house or compound to read meters. 

Problem Twelve is also considered as serious and the CSE explained that the 
management is aware of difficulties to meter readers. As this problem involves 
people from other sections such as Billing Section it would take sometime to solve. 
Furthermore when the system is computerized and it involves consultants to do. 
However, both managers of affected Sections are working closely to ensure that this 
problem is minimized or solved. 

Researcher, " Not long ago some local newspapers published some incidents where 
few consumers were shocked when they received high electricity bills. Can you 
explain what were the causes?'(shocked electricity bills are shown in Appendices 
M- 1 to M-3) 

RM, " Those incidents occurred when we changed our manual billing system into a 
new CIS system. Normally, whenever a new system is introduced to replace the old 
one this type of errors always occur, and after a while it would be OK soon after 
errors were detected and adjusted or corrected. As you can see now such incident is 
no longer existed. It has no connection to errors in reading of meters". 

In few years to come the CSE said about fifty percent of meter readers work can be 
reduced if the proposal to use and purchase hand-held devices (HHD) is approved. 
This device which have been used by the Tenaga Nasi~nal is very powerful. It is 
twice as big as an ordinary calculator and weights about 500 grams only. The size 
and the weight of its printer is almost the same and it is very convenient to carry and 
specially designed to resist shocks or damage if it falls on the floor at certain height. 
The meter roaders only need to enter the consumers' account or meter numbers and 
the figures of electricity units consumed into the HHD by pressing appropriate 
buttons and it will automatically calculate the amount charged. The printer will 
immediately print the bills right on the spot for the consumer concern. If either 
numbers were wrongly keyed in the HHD will tell and rejects totally after errors is 
repeated three times. The device has to be handed over to Meter Room Off~ce daily 



in order to up date the record in the main files. At the moment the CSE is arranging a 
training program for meter readers to learn how to operate the HHD. 
There will be a lot of problems as discussed earlier in this research can be solved or 
reduced with the aid of the HHD. If implemented it would help the meter readers to: 
Read meters faster and easier; 
Issue bills faster and more accurate; 
Get rid of sequence problem as the HHD can search the records within seconds; 
Get rid of carrying much paper documents; 
Avoid writing some reports; 

Though these problems can possibly be reduced in the near future with the aid of 
HHD, the management always feel that it is still necessary to find ways to solve and 
reduce existing problems and the problem of the HHD might create. The Regional 
Manager had been working hard to look for alternatives in order to minimize not only 
problems face by meter readers but in all areas under his jurisdiction. As in this case, 
for example, he had submitted one proposal to the Managing Director in order to 
recruit about ten new meter readers. 
RM, " After triangulation process what are you going to do?" 
Researcher, " If RM agrees this project to proceed, first I would design a task for the 
case study and monitor the progress. It may take three or four months to complete 
and I think the outcome or changes can be seen soon after." 

Finally the RM had expressed his appreciation on the researcher's effort to conduct 
this study in the Regional Ofice at the right time in order to help identify problems 
his employees are facing and at the same time find out ways to solve them. He 
would like to see this research be completed as soon as possible for his information. 
He also would like to see if this project is done continuously and cover other areas 
where this method is relevant and applicable. ' 



CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATION 

Introduction 
This chapter summarizes the entire study. It would also include the conclusion and 
the recommendations that might be usefil for managers, employees of SESCO and 
for fiture Action Research researchers. 

Summary, Conclusion and Recommendation 
This action research was conducted with the general objective to explore the 
effectiveness of performance of meter readers in SESCO Regional Office, Bintawa: 
A case study based on Action Learning. To be more specific it was aimed to answer 
three following objective questions: 

To what extent is the existing performance of meter readers effective in SESCO? 
Could action learning be used to improve the performance of meter readers in 
SESCO? and 

To what extent did action learning contribute to improvement of the performance of 
meter readers in SESCO? , 

An action research and action le?rning methods were used in this study. During the 
process qualitative data were collected through meetings, observations and 
interviews. Triangulation process was also used to validate data with the presence of 
the RM (representing the management), ARG (representing the facilitators, observers 
and the researcher), and the ALG (representing the meter readers or case study). 

The findings of this research are summarized according to the three specific objective 
questions of this study. 

The first objective question was to what extent is the existing performance of 
meter readers effective in SESCO? 
Problem number one which an ALG member brought up was about his difficulty in 
accomplishing his daily work targets set for him.' Other members of his colleagues 
were experiencing similar problem. The environment factors were considered as the 
main causes of this problem, such as bad weather and distances from oflice to sites 
and from house to house in remote areas. Other reasons were due to time taken when 
doing odd jobs other than reading meters and delivering bills. Meter readers daily 
work targets were prepared and decided by the meter examiners and a supervisor. 
The system of allocating the zones and the number of consumers for each meter 
reader was developed based on past experiences of the meter examiners and the 
supervisor. These experiences were documented as a guide and procedure for the 
existing meter readers. This is illustrated in Appendix D and Appendix E. Appendix 



D contains the particulars about the consumers and the number of consumers reside 
in a particular zone, while Appendix E shows the estimated number of meters to be 
read in a specific area per day - such as kampongs, shophouses, housing estates and 
SO on. 

Take a kampong area as an example, and based on schedule of Appendix E a meter 
reader has to read the average of 128 meters per day (ie 7.5 hours), or 17 meters per 
hour. In actual fact a meter reader only able to work a maximum of six hours per day 
excluding overtime. This is so because he normally leaves his off~ce at 8.30 in the 
morning and probably reaches his destination half an hour later. It must be 
considered also time taken to do other jobs besides reading and delivering of bills. 
Based on the interviews conducted by the researcher most of the time the meter 
readers cannot accomplish the work targets as stated in the Reading Schedules. All 
these factors determine the performance effectiveness of meter readers leading to 
their dificulties in achieving their daily work targets. If a person unsuccessfUlly 
meets the needs or achieve a specified target or score on standardized procedures, he 
is said to be ineffective (Robins 1991). Therefore as in this case the researcher found 
that the extent of the effectiveness on existing performance is not satisfactory or 
ineffective because of factors that are beyond their control, and these factors are 
identified as follows: 

The impact of the environmental factors such as rains and distances; 

Targets were set by the meter examiners and supervisor based on their experiences 
over ten years ago; 

The absence of coordination between Sections to up date records and identie 
problems.; 

The researcher suggests that the existing system of distributing and setting work 
targets be reviewed and up dated. Simultaneously, the existing job descriptions of 
meter readers (which are rarely reviewed) also need reviewing exercises as they are 
closely related to the Meter Reading Schedule. It is advisable that meter examiners 
and the supervisor meet regularly and formally in order to obtain views and 
suggestions from everyone pertaining to their jobs. When problems arise that 
involve other Sections these views could be helpful. To make meetings erective it is 
suggested that a procedure or methods be used such as team building, collaboration 
and so on. 

The second objective question was could action learning be used to improve 
performance of meter readers in SESCO? 
The researcher used a case study in his research to explore if action learning could 
be used to improve performance of meter readers. His case study consisted of six 
meter readers also known as the ALG, and six officers called the ARG to assist him 
to facilitate, observe and to collect data on the group's behavior. The former were 
asked to list out common problems they have at their work places as their project, 
discuss them in meetings which was held twice a month and on Saturdays. 

In the past staff of this Section was not keen to involve themselves in problem 
solving activities introduced by the Quality Management Division in SESCO. 



Problem solving tools such as QCC, 5s-Good House Keeping, I Suggest-Staff 
Suggestion Scheme and many others have been practiced in SESCO for many years. 
There were many prestigious awards won by the staff who involved actively in QCC. 
Initially staff in the Meter Room Section have also been involved in QCC but they 
never complete any cycle. The researcher's interview with some former cycle 
members revealed that the reasons were because the QCC process normally took too 
long to complete and involved too much time spent on meetings. This Section 
practiced tight work schedules that must be completed on specific period of time and 
therefore restricted the interest and commitment of staff to involve in QCC activities. 

On the contrary, the researcher believes that action learning can be accepted by meter 
readers and used to improve their performance. It is because the concept of action 
learning itself would possibly made it applicable to their situations. Action learning is 
a process where people learn continuously by doing something and testing it out. 
Thus it requires everyone to work on a real project (Reg Revans 1994). In this sense, 
the meter readers' task is to accomplish daily work targets indicated in the Reading 
Schedule which is assumed as the project. The project is the real or actual things they 
do everyday or continuously. Testing them out means to explore if there are any 
other methods or systems to do it better, faster, easier, with quality or added values, 
and without errors. 

Action learning process requires a small group of people (six or seven) who are doing 
similar jobs in a Section or Division and have similar problems. A minimum of two 
short meetings a month between two and three hours are sufficient for the group 
members to discuss on issues, asking questions, challenging of ideas, giving or 
asking feedback, reflecting and so on. 

The researcher observed that this is the unique part of action learning as it encourages 
the group members to communicate freely and discuss about their actual experiences 
they have had. For example, 'in this case study everyone was given chances to bring 
up any work related problems and tell members what might have caused the 
problems, what were the impact on his job, what has been done to solve them and to 
seek the opinions or suggestions from others. This activities enable everyone to iearn, 
share opinions and get feedback from each other thus lead to problem solving process 
and simultaneously improve their performance. Based on these factors and from the 
researcher's observation of the case study he is confident that action learning can be 
used to improve the performance of meter readers in SESCO. 

The last and third objective question is to what extent did action learning 
contribute to improvement of the performance of meter readers in SESCO? 
As at today, the data or information gathered to determine the degree of contribution 
of action learning to improve the performance of meter readers in SESCO is still 
insufficient. Due to time constrain this project cannot be completed in time for 
assessment and it has to be extended for another at least four months. The outcome of 
the tasks given to the ALG or the case study would be known by then. 

However, the existing data revealed that there were some development and the 
researcher has full confidence action learning method can be used to improve meter 
readers' performance. In his attempt to discover the effectiveness of the method he 
has recorded the following : 



During the triangulation process the RM has commented that the action learning 
method could be applicable. He agreed this project to continue and to give support; 

The ALG and the ARG have also agreed to fbrther involve as they are confident that 
action learning method is applicable to their situations and can help solve their 
problems; 

Absenteeism was recorded as low as 5% throughout the process. Both the ALG and 
the ARG members were committed and active in discussing all issues; 

The researcher observed that members were already familiar with the action learning 
techniques and approaches; 

The researcher also would like to suggest that a specific training program must be 
designed for meter readers. This is because meter readers' job is unique and unlike 
that of Clerical Group. Clerks are placed in one group of scheme of service and 
considered as common users, meaning that they are liable to be transferred and 
attached to any section and assigned clerical jobs in a particular section. Thus the 
jobs they do would be different from one another and as well as the formats and 
equipment they use. Unlike the meter readers who are doing similar jobs and 
applying similar procedures in almost every aspect of the job by using the same 
documents and tools. In such aspect the current training program or modules may be 
applicable to Clerical group in order to provide them with multi skills and approaches 
on doing jobs in various Departments, Divisions and Sections. As in the case of 
meter readers there should be a specific training program or modules designed which 
must include the reviewed of 'Good Meter Reading Practices' (as shown in Appendix 
N) for them in view of the nature of their jobs and daily tasks. In addition to that the 
number of meter reader staff is big enough to make this specific training program or 
modules more effective and relevant. Other training,may be considered to provide 
them with broader knowledge as far as motivation and quality of work life is 
concerned. As can be pointed out the researcher found only a small part of existing 
training program is applicable to meter reader, which is Customer Service Course. 

The researcher also have the opinion that all the four Divisions (Training and 
Development, Training School, Quality Management and Corporate Safety) should 
coordinate and use one TNA instead of conducting training individually. This might 
be more systematic, save costs and would produce better results. 
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- - -  

liil. SII~:II TII;I~ (Your Ref.): ' Ril. - h o t  Kami (Our Ref.): R S ~ X / ~ ~  

Encik Abang Yusuf bin Abang Spawi. 
No. 165. Taman Tupong Jaya 11. 
Jalan Astana. 
93050 Kuching. 

Dear Encik Abang Yusuf. 

RE: ACmN RESEARCH PROPOSAL 

\ 
Wrth reference tothe abpve-captioned, the Corporation has no objection 

to yaw doing the research on Performance Appraisal subject 

We hope you will be successful in your effort. 

Yours faithfully. 
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I'EHBADANAX PE:hII?EI;AI~:iN 1-ETHIK SAK.4\\':iK 
SARA\Vt\K ELEC'rHlCI'I'l' S1;l'I'l.Y COKYOR~TIOS 

AIan~ar. Pcti Sum1 149. 91700 Kuch~ng. Sxnvnk. hlalaysn 

Tclcion: 042-4 4 l l XS Tclcks. hl.A 70100 Fax: OS?-l:44?: 

Bil Surat T u n  (Your Rci.): 8,1 Surar Kanli (Our , PLS4/ 13C/A\'AS/NMS 
24 Fe!)~.uaty, 159s 

"DUPLICATE COP1"' 

d 

Encik Wilfred Raga~n 

Through: Mamger ( @ p i a t e  Admin.) 
Wisnla SESCo. 

Dear Encik Wilfred, 

RE: ACTION RESEARCH GROUP 

This is to inform you that Encik Abg. Yusuf Bin Abg. Spawi isgoing to ~~idertake a wvork- 
based research project in SESCo from January to June 1998. This b h  ic slightly different 
from traditional research methodology and has been widely accepted as a11 appropriate and 
effective managenlent tool in most organisatiorti 

We feel that the outcome of this project will benefit the Corporation and their staff 
involved, we therefore, would like to nominate and appoint you as one of the group nienikrs. 
Encik Abg. Yusuf wilt brief you on the concept of Action Learning and Action Research 
Methodologies soon. 

For reference and record purposes, please sign the duplicate copy of this letter and 
return then1 to Encik Abg. Yusuf of 4th Flocr, Wisnia SESCo, Kuching, if you accept this 
voluntary appointnient. 

Your cooperatioti is highly appreciated to make this projcct a si~cc&s. 

12urs faithfully, 
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1. Etlcik Fliilip C1ien, Rqiotlai Office. Kochitly 
5. kkta~l Evely~i Yea, Regional Office, Kucliing 
3. Cik Futei~~Bol,~~rta'blgr (CS), Kqional Office. E~cchit~s 

4 

Dear Eucik /Cik 

: AmION RESEARCH CROUP 

This is to i~tfortn yoit that Encik Abg. Y~rsuf bin A h .  Spawi is going to undertake 
a work-based m a r c h  project in SESCO from Jat~uary to June 1998. This 
research is slightly different from traditional research ~nethodology and has 
k e n  widely accepted as a11 appropriate and effective management tool in most 
organisatioiis. 

' 
\Ve feel that the outcome of this proiect will benefit the Corporation and their 
staff in\~ol\.ed, we tkereforet would like to nomit~ate and appoint p i 1  as one of 
the group members. Encik Abg. Yusuf will brief you 011 the concept of Action 
Learning and Action Research Methaiologies so011 (please refer to Appendix 'A' 
enclosed). 

For refe:ence aud record porl::lses, ~~iease s i g ~  the duplicate copy of this letter . . 
n:lA rctlirn tlie~i~ :o Encik .&g. Yculci of 4th Floor. \\'islul SESCO. Kuc!ii~ig. i f  
you accept this \~oiuntary ayyoiat~ueut. 

\'our cooperation is highly appreciated to l~iake this project a success. 
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Flcrsr. referlist athcllc~i. 

RE: ACTION LEARNING GROUP 

This is to infonn you that E~lcik AL3. Yusuf Bin A h .  Spawi isgoing to conduct a 
caSe study 011 the effectiveness ot .-\ction Learning Methablqgy in SESCO w-ef. 
Jiuiuary toJune 199s. This tliana$ement tool Iias 1x11 wdddy accepted in 111ost 
organizatiotu due to its effectiveness in cialing with problem rolbiiing 
techniques. 

We feel that the outcottie of this prograt~i \\rill lmefit the corporation and the 
staff i t~volvai~ \re therefore, \\vould like to nonunate you as one of the group 
nietntwfs in this prsrani.  Eacik . A h .  Yusdf will brief you on the concept of 
Action Lwnitlg M e t h d o l q  so011 (please refer to Appendix 'A'adosa1)- 

For referewe and record purposes. please sigtl the duplicate cop- of this letter 
and return then1 to Encik A&. Ylrruf, 4th Floor. \Visma SEX@: Kuching, if yoti 
accept this voluntan; appointlnz~~t. 

Your cooperati011 is highb appreciated to tuake this project a success. 

1:tlcI: 

C.C. At&!. Yusuf B i n  25s s;a;. 
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rERBAD.-\Z"AN PEMBEKAL ... N LETRJK SA RAWA K 
Job Docriptioe 

! i Job Title: i Job Co<k Metcr Examiner 

I Date: I :\uthor: 

Job Location: Western Rccion 
i 
I Job Gnde: 

Su n·j'sor: I 
i Status: 

Job SUlUma~·: 

Job Duties: 
1. To supervise metc:r readers ...der your direct charge by cbocking on their daily 

perfonnancc. DIllcage claUiis. ~me claims before submission to Sf A. making site 
cbcc\cs on lDder readers doiDg meter readingi bill deliw:ry and locked houses IS 

reported by them; 
2. To c:hec:k reading for high c:onsumption complaints for aras located to you and to 

submit NIF~ through ST A (MIRoom) for adjustmc:al; 
3. To coutiaually updafe roosumen;' addresses and inform CE and Billing Section 

through NlForms; 
4. To submit reading sc:hed~ list/suspense list to Billing Section right after 

c:hccking according to schedule (if ~"ble); 
S. To investigate and submit illegal rc:coouections report r.:portod by meIer readers to Sr. 

Clerk (DT) Ihrough" A.O.(B); 
6. To investigaJe and submit faaIty meter report reported by meter readers (report must 

be accompanied by sketch); 
7. Any other duties as and when instructed by your supervisurs. 

Working Conditions: 

The above information is correct as acceptc;j and approved by: 

,-~=....,d:;;.;:;....;;..M~et~er;...E",u=m::.:i.:.:.ne::;r,--_____ Sgd: Region21 Man.gcr (Western Region) 

69 
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PERBAD.-\SAN PELIBEKAIAN LETRIK S.-\RAi\.'..\K 
Job Dacription 

I 
I Job Location: Watsm Rqion  I Jab C n d e :  . 

j Supervisor: Status: 

I 

j Job Title: hletcr R& 
! 
1 Date: 

- j lo* I u m m l ~ :  

1 

Job Code: I 
Author: 

. . 
-. Job Dutia: - .  

1. To & meter d i n g  a d  &livery of bills; 
7- TO wrve lwkd p i c  ~ G C C S  u p ~ n ! ~ d  h o w .  cntcr reading in the hc cads. TO 

replace homc ncw cads ofcards arc missing, fully f i l l 4  & f a d  a c ;  
3. To take note on all c o a s a z d s  complaints (vabal) Md report to your examiner, 
4. Report all rboormalkia of metas, sudr as m q a  jammad. meter glass brckcnfloose. 

meter temptring by f i e  in faulty mda repon forms. Ensure that sketches must be 
drawn to show the of thc comumas. 

5. Continually update amamas' rddrracs in the meter reading schedule. such as 
house numbers and l o w  numbers (if possible tekphonc numkn). 

Working Conditions: 

*fie above information is c m m  as acccptcd and approved by. i i i / k d :  M c a r  Hcadcr Szd: Kcgional Slanagcr (\+'atern R q i o n )  
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S M D U L E .  G4 nETER aEAoi&G SCHEDSLE FOL 2 0 7 0 3 5  n03l 
SCiCO (Kuchi8; CIS) USER: M E H  FOO-JIH 1: 
W u l c d  On : 10/07/IPP8 P r i n t d a t e  : ! Z / O d / l W 8  
______-________-_I_-------------------------------- 

SEOyEWCE OESC - : Stn 291 Z o h t  007 Sect  0 2 5  

RE:>IHG OATE --- 



SCHEOULE.. CiA HOff( kE"OIHG SCHEOULE fOre 20703S 11001 
SESCO CKuchiQ9 CIS) USEr<: OEM fOD_,UN 
Sch~dulr<l On : 10/07/1998 f"ritotd.t.~: 121C6/1na 

•• HO C(.IMS"tINtr< .. () 
nATAHARl BUHGALOU nAXUEll fcOAO 9~600 ~UCHIHG 
nete,.. Loc .. tior, LOCATIO!'< ("0[.( HOT ON fILE 
Seq~\("\1 ko. ;:(l7(':i$ 
nlF< Hot .. s 
uthe,.. Hot .. Ho .~te'rs 

l~st~llition ~isco~~ected - 31/1~/!989 

Ho cvrre~t co~su_~r 

TAN SkI DATU\( LEE lruil HOE (10) I . 
NO.3 L77 S~S fclCY.ETTS ESTATE TEL: :?~1Y8~:;OOCI y'UCH!ilG 
het~,.. loc .. tion lOCATI(.;4 CO!)E HCoT ON fH.E 
Seq iK~1J Ho. 20703S 
M/F< Hot.es 

Lpt..,j/f-g: 2 
15:37:51 03 ~1 19?6 

H~t~rno 

2Sf'lB06:1 
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10/,,611998 

T~:- .. if>,..ev. "".d n'~lt f>r~ .... t.<Jpe 
a 047317 .. n" 1_1_1_1_1_' 
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------~-----------~.---------------------------------------------------------- .. _-----
MOHO Att!k B HJ SATEr! (tOl 
NO.I0 Ri)DUAY RO 93000 KUCNING 
Heter Loc .. tioft lOCAr.rCi+; COOE NOT ON FILE 
Seq1Kell Ho. : 2(17035 . 
n/" tlot~'i 
n~terno 

2SF'2e71:1 
c.t., 
lC'/C,6.1'lYge 

PASCALI SDH.~o. (Ill 

Tjrrif"re ..... Re.d 
V ~~S.2a 

fLAT 1 RICKf.'fTS COURT 93000 I<UOHNG 

r,:.Jl t; rr ~·.,typ~ 
"Ii_ 1_1_1_'_:_: 

tlt!ter loc .. t.ion LOCATI~ COOE HOT 011 f~LE 
S"q~\("1J H<). : :!()703~ 

n/F< Hot.,... 
Het~rno 

10S:!93~S:1 

CI.t., T .... if',.."". r<~.d 
10/06/1193. 0 301~2 

PASCALI SUN. eND. (11) 
fLAT HO.:r RICKETTS COURT 93000 I(UCHWG 

n<Jl t f-r~','l",p" 
.11.. 1_'_1_1_1_: 

net"r Loc4tion lOCATIOh COOE HOT ON rILE 
S~q:K~'" "':0. 
n/" tl()t~ .. 
Met~r"o 

T264:1 

. 207<)35 

Pt.SCAl I SOH. !<HU. (II) 

T ~:-r ii'r~·.'. ke4d 

o 7eC21 

FLAT S P.ICVEllS t;OUf<T 9j'J'.>'J I(L'CHIH~ 

f\utt frevtt,Jp,! 
ei!_ '_1_'_1_'_1 

Meler Loe.lior. l';JCllrIOIo< (OOf NOT OW fILE 
SeQtI< .. ." H<). : ~070j:; 

N/f< Hot .... 

neteorflO 
IO:;:?~361:1 

T.t"~j~f"~v.1<f:'~d nvl t f-r~vt"l'r 
o 4-/4!17 -II- 1_1_1_1_'_' 





Appendix F 

SARAWAK ELECTRICITY SUPPLY CORPORATION 

ZONE NO: ........ TEL: 082-482020 EX1 113 .nd 140 

SECT NO: CONNECTION NO: 

.......................................... METER NO. CONSUMER NO: ................................................ 
................ NAME OF CONSUMER 

! PLEASE DO NOT REMOVE 
! 



Appendix G 

SEsCo @ SESCO METER READING RESPONSE CARD 

To be completed by Consumer ' 

Meter Readina ' 1 1 : .  i I  Oate / / 1 - J 

Oate Reading ' / / 1 Name p 
I 

Telephone Contact '7 Consumer No: 
Meter No. ---j 

We were unable to take your meter reading today due to your gate being closednoeked and there was 

nobody i n  your hotise l o  respond to our call. As such, m appreciate il i3 you u n  pro* us either one 
of the totlowings:- 

, 1. ' To read and provide your reading and post back this card. 

2. To read and call us with your meter rc;ding at Tel. No. 482020 Exr 113 or 140 within 2 days o r  fu 
the card to us; Fax No. 082-330355 

3.  To call us at the abpue-ph'hom No. for an appointment to read your meter. 
Failing to provide anyone of the above. your bill will be estimated. 

AKAN DlBAYAR 
OLEH PEMEGANG 

S E E M  POS l7OAK 
PERLU AKA 

OIPOSKAN 01 OALAM 
UnlAYSIA 

ATAU SINGAPURA i 
The Oflicei !A charge 

Billing Section. Regional Office 

Sarawat Eledricity Supply Coqmratioo 

Jabn &tian. Sg. BLwaL 
93450 Kuching. 



Appendix H 

Cor.t:ccrim So. : .........--................ Scctictn No.: --.- ....-..-....... 
Zont So .  ......... - -. ................... -. 
0.d AIC So. : . ....................... 
Mcltr So .  : .-....-.....-...--.-.-. 

I1l:a.t~ tick aaital the ayp;*blC hcx!=) 
and H ~ I C  ec\vn the mcin d ? g :  Pm41ri Prcvious Prcscnl . 

I Month Month Mcttr - 
Codc Ruding Rcadka 

..................... 1. M::cr Ctu Brokn--sc . ......- - ..................... 

....................... 2. X::rcr J m c d  -" ..------- ....................... 
3. &::I:: Tunpcring 

1) mclcr taring r.<tlt IIII!:. ................ --- ........................ ........................ 
........................ I,) Shunting .............. - .......................... 

C) Ohjcctin~ n%--~clin2 c b :  
........................ .......................... rcgi!is!cr fnrn -mine ................ .- 

: X4::c: bnpcring u ~ = l c t l  
......................... a )  mclcr casin5 s 2 I  bmltn --. . -. .- ............................ 

b j  mctcr covc sd brokcn .. ....._. ___ ...... - ..........._.... . ................._. -... 







Appendix K 
1N-f i W S E  PR- - 1997 

CDURSE TlTLE CUSlO!CR SERVICE 

At t h e  end  of this c o u r s e  t h e  participants w i l l  b e  able to  

1) Recognize t h e  importance of customer satisfaction to t h e  company 
t&y and i n  the  f u t u r e  

2) Know customers' expectations 

3) Able to  cammuni>&te effectively with cus tomers  

4) Chaage  their a t t i t u d e  towards customers  

1) Your role in t h e  company 

- 2 )  Understanding t h e  importance of customer seryice  f o r  the  
. organisat ion . 

3) Effect;-:e c o m m u i i c a t i ~ 3  skills. 
-Telephone ' . 
-Counter Servicc  
-Dealing wi th  enqui r ies  

4 )  Case Study - Dealing with problems 

F r o n t  Line staff. k.druinis[rative clcrks.  bieter Rwdcr.  Connection k 
IXsconnection T a m .  

I)CTRATIC.Y: 3 days  



Appendix L 

Action Research Process 

- 
I Action Rtscarch 

1 

+nncnulicn 
doburn 
Lzuh 

Triaogutaion 
Ram4 
seeking 

I ~ f ~ a u o n  of 
Tasks 

Mini CycleOnc . Mini Cycle Two Three . %Cycle 

IkuSatian o f  
RoMcmr 

Mini Cycle 

F m  Researchand 
.M&iCydc Impkmaudion 
five 

fEI>HACK 

-4 +\a1 lo 
~mtinuc 





Appendix M-2 

X ~ J L  RM16,OOO shock for power consumer 
inon ~PXE mmr-la- 
r h .  r h r t  - -;ti zrt ir F 
,.&r..ro**7ba 
1- the 5.c.r.k Elrn.*i<?, 
Spdr C r p n j o n  (SffiL C 
rrr RU I6.W. 
Th.' -u b.- . c.n.ulu. Ids 

.u.).. 
~ ~ 

Wuhiry ub.-.nl~uU. 
h. th. rmrplri".", '.id Ui. -.. II.. r.... .in. 'hr h.4 ... rived . bi l l  -hi.h gre.dr 
.~..~d. hrr arm.1 R'.ltO u 
RM60 o.nshlr p r e r  bill. I- 
  it. she cmnu-.r --. 
chm& RU52.65 f r  I65 rn iu  
d ~ . . . . U u m d .  
a h d  c* d ~ i ~ ~ b a  
j, h" -. I, k r  ,..id-. 
kT.->I.bl, 
k .dl.i..rd I*.,< r r r  nr-rr 

-m. b .sd a an u t i r a x e d  
w r  n+ .nly? *T - 
6-4 
S h  ..cud th-* u pri-... 
d-11;"~ -u c--. ".. 
I W l * . O a ) n h . r c x m  in. 

bm.*.f ."~DM". 
Ijst.k. caJd h.rr h n  r;.d< 
b U r . r r u n & r .  
'Our r - a r  r. .Crcs rr.6 
b.-,-.m. judd r. ,-o Lun- 
d n d  -- i. day . o i l  i. m- 

-bct.dur 
.H* .d.% r)ron.l.ir.., u 
.ilh*r ..It the StSCo bi l l .  
..quiq 0.p-I., .r 3.1 i= 
uuh -+A r'mth.-,l.. 
u'hk~.r.Urhllr.*kllin 
Ur 4- I. . r u e  L b l  t k  
rm.u-. rl."r... ah. =.,,.. 
4a sffi:- cm 
H. &d Da L+ 6% - b o a , $  
th., ,h. <.n..m.: r.. n... 
rharcd k a u u  .! en r n r  in 
.k --;i.a .'.mpuwr .>,- 
-nL 
O u m  u i d  i# -.uK k -7u lor 

.f <l.cc"ci'y r.o.um.<. <en- 

.-or u. .h.-d I4 x n  p r  
rn ic  T k  I., *h. . m n C  
.n; third h*..d,d unit, i. Z? 
u n  pcr -nit -h.k .r.q ."be. 
CY."' "nil < - c u d  .h.r Ih, 
3D3.h --auld b. A.rcrd .t 33 
L n  mr ""i, 





GOOD METER READING SCGEDULE 

FOR ' 

METER READERS 

SESCO REGIONAL OFFICE 

BMTAWA 



Z553 tiE7ER READING Pi?ACTI_C_LS 

1- Courtesv t o  t h e  P u b l i c  

The Ccrocrat ion has.more t r z n  93.300 conjumers zccounts an< t h i s  i i  ;:re i s  i n -  
c r e a s i z g  by abouc 550 p e r  0 ~ 2 t h .  Dur ing the pe?iormence of your d u r i e s  you w i l l  

be n;e:ino more consumers :r.en probably ocher e=sloyees. C 5  such yo - -  6tti:uaz. 
behaciour.  d i sc ip l i ne .  s e l f  - c o n t r o l  and pe rson r i -  aopearrace w i l l  no; =:ly r f  f e c t  
the  ~er formance of your  u z r k  but w i l l  a l s o  ke!p t o  fo re  an opirS>n of th?  
Corsc-;:ion and i t s  employ+?s i n  the minds o f  t > e  conszccrs. 

You z - s r  always .resember C ? E Z  the e n t i r e  busi:rsr c: t:;: Ccr?orati.:- : t ~ e n i r  on 
the ;.ieJs o f  the corisunc-rg. i t  is the Coro.=rzi ion's .ranszmt ti- :5  p : t v i ~ f  
consxcers w i t h  ;a economic. r e l i z b l e  and e f f i c i e n t  serv ic? .  Thereis-5 Z c  us tne 
cons- rer  is:- 

<a! :he most i c c ~ o r t a n t  ;.*?son i n  our bus in t ss .  
( b j  dependent on us  and -+  are  dependent or. r:s. 
(c) no t  an i n t e r r u p t i o n  r f  our work - he is ;he puipose c i  it. 

(C) z. f l e s h  and b l o o d  hc?zra beinq w i t h  f e e i f n o s  and res r i ons  l i ? .e  zur  ova. 
(e! as t  soaeone t o  a r g u t  o r  match w i t s  u i t c  

' f <=serving of t h ~  mcsr courteous and a t : rz t ive  s r r v i c t .  

COUi?;ESY COSTS NOTHING - iZlT I T  I S  fi VERY VfiLUfiBLE COKt!ODITY 

2.  Dress and Personal  e ~ p e a r a n c e  

i t  i s  des i rab le  t h a t  you Z;_ neat  and proper i c  y c u r - d r e s s  a d  h a i r  c_r:rle &uric$ 
work ing  hours as t h i s  may i--tl:, create  b e t t e r  u c r k i n g  ccnd i t ions .  Ci -=znsus~r  nay 
dis: ,,Ice z o r  show o u t r i g h t  r; i t iosity towards c s l o p p y  z:.d c i r t y  1c.z-ir;g Rcrle.;. 
So ycti  should: . - 

(a) be i n  your un i f o rm  . - - i le  on duty. 

[b) keep yoclr un i f o rm  c i e m  a?d ue!l-pr.essf= end sh;es =o! ishrr .  
(c)  be well-groomed. 
( d )  wear uni form i n  p r c z ~ r  manner eg. s h i r r s  bu::oned. 
( e )  avoid smoking i n  cc:suner's premises. 
( have on your perso.7 Zhe SESCo Au tho r i szz ion  Card. 

3 .  Reportino S ick  

You s;e advised t h a t  when you f e e l  unue l l  r : ; e r  hcvin: t r t t a  YOL'T zt:er reacin? 
scncfu les  an< on the ucy z z  uork  you f 6 e l  rhc; y3u zhw:!d sss Our dcz:?r. Or S!S:I 

t o  see our doctor i n  t h e  n ~ r n i n g  before  c o a i n s  t o  o f i i c e .  you sac.;:=. uherever 
poss ib le .  phone the e x a n i c e r .  so t h a t  your c o r i n a  l a t e  r o  o f i i c e  czr, r e  accounted 
f s r .  aad also mate it ~ o c s i b l e  f o r  the o f f i c e  r o  ar ranor  aad t c  r t - z l l o t  ycur 
u= r?  t o  soae other Readers. I n  case of an e tergency.  in form the 2-Zy E~aminer 
y0c :~e l f  or through' a rec>ons ib l c  person o f  . t h i s  so 'ha: arranqrc5-:s could be 
nac? t o  c o l l e c t  the sche:z!es from you. I n  z l l  cases scheiules a-5: 3% returned 
a n t  on the saae day. I n  t h i s  way estirca:ed h i l l i n g  and inccz-.tnience :o 
cocs;.ners can be avoide:. This i s  e s p e c i a l l y  so  i! the schrdc les  had been 
es:i=a:ed i n  thc p r e v i o u s  month. 



4 .  HONOLING ttETER R E G Z I N G  SCHEDULES 

I. General 

(1) You r - 5  completely responsi::e f o r  the sc'::sler. 
(1) Care = - s t  t e  taken t o  p;f - 5 - 1 ;  105s o i  0--7 CZ-ill ic. :rat 

schee- zs  . - 
(3) Scht l -15s  should be kep t  c : : z >  ;nJ dry. 
( 4 )  WO z ~ z s r a t i o n s  o r  o b l i r t - z t i o n s  are 5?:nirr?: i n  :ne 

sche5:lts. A l l  repo;ts r - r  i o  be uric:=: on r - $  sid: or 
b o t t s r  space o f  the  s c h e d ~ i r s  b u t  n o t  i n  I?% nezer readins 
ent ry  = > ~ x e s  o r  use a  sepr-r:? r e p o r t  sheet. Cc--eccior, o i  
meter y rad ing  i s  ellowed buz r . 2 4  t o  be subs1znti~1f5 h si+eC 
by r h z  e t t e r  reader concer-57. 

11. 8efore l eav i -a  t he  o f f i c e  

4 1 )  Ensu;~ =hat you have rece i%cz  the co r r cc r  .scheCuLi. 
(21 Count zne number o f  meter s.-st ts i n  the  sc>e5ule. l i  any is 

o i s s i r .  r e p o r t  t o  issue ex rs ioe r .  

(3) E n r c r t  .=hat i f  maps are g i v n  they  are  the c o r r e r z  ones eno 
t h a t - r j n e  i s  missing. 

( 2 )  Write p e t e r  reader number z-z  meter reading ca:e c-  :he is;  C 
l a s t  p t p e  o f  t he  schedule. 72% o e t e r  reader *ill tf o i l o t a t r t i  
w i t h  tich Sect ion o f  the rzAr?dule. I n  :his uzy e r r o r s  O i  

other  = x p l a i n t s  concerning c z y  meier c rn  be r e a d i l y  t raced co 
the c;-rect Reader. 

(5)  For s z . r c i f i c  meter reaGin5. ;Re meter rea<:r assi<ner: s h a l l  
observe i n s t r u c t i o n s  givcc eg. read ing meters Se fo re /a i i e r  
cercai.; t ime, making clrc;'intaent r i c h  c o i i s u ~ i r s  before  
readicg.  g e t t i n g  keys f o r  c e r t a i n  premises from czner piaees 
etc. 

1 )  Ae pc -Z iua l  i f  previous zc>:intnent had bcra azcc. 
. . 

( 2 )  Checr. f s r  any informat ion ir. r?e read ing s.zhc:cles +;- p i . s ~  Z L O ~ ,  

3 f  0-z%rs, dogs, etc.  
( 3 1  00 n=Z knock the l o o r  to?  !r.-d o r  f c r  tsc ! roc an: -hrn vs ing 

the c l t c t r i c  b e l l .  60 so s = r r i n g l y .  
( 4 )  C a l l  a x t  -Meter Reader' an= i d e n t i f y  your s e l f  u:+- consumer 

i s  c 5 ~ z k i n o  on the c a l l e r .  



8 )  p-sduce Corporation i d r c z i z y  Card. 
b) ,-.r;duce Personal Identi-:. ca rd  i f  consumers' sr:.:r i t y  

cc-sonnel e t c  i s  d issr= is : ied  arid reouests ':rcher 
<:~nti:icz:ion. =; :: . ZOC.C,IIPZ~ r t au i res  fu-:-i: ass~ rance .  suqges-. :-1: :I.- 

- - -. .ne <BiO?O - 113 or 1:: + te r  Wecding 0iv is i : -  io;:- 

j i )  :.rrder's nave 
( i i )  F t f  ding dzy ver i : icar icr  

d)  c :  no t  hes i ta te  or a:<:= w i t h  consuaer c - 2 -  c he 
i z o n t i f  icc:ion. 

(6) nsk cr,cs.:mer i f  i t  i s  save t o  t - z e r  i f  there  i s  dog z - t r t n t .  

(7)  Res~ec r  'or . th t  consu~er 's  t rc=+rtv:-  
, - -, 

(a) u:tn i n v i t e d  t o  enter. ::=re gate/door b e h i n l  j : : .  

(b) C 2 1  desionated paths c-en approaching p r e a i s i s  o r  
=L-=ers:- 

i )  e: n o t  j u ~ o  fencs .  
i i )  c: no; croSs new Iauns c r  fardens. 
iii] d= no t  d i s t u r b  f loner br=E. 
i v )  c: on ly  t o  the places c a r e  t he  ae te rs  c r e  l o c r r z  - do . . 

s=z l o i t e r  in other p i t = a s  and arouse suspi=:"n o r  
2 - t . oymc~  o f  the consuae;, 
c: n o t  smoke ins ide the  r e a i s e s .  :i j rr n o t  annor pets - 1 1 a e  them a lone 

v i i )  GZ n o t  reaove anything c f -hout  permission ep. r r t i r s .  

(3) Resoecz f o r  ? c s  - 
RemovrI 3: shoes. . 
C o m ? u I ~ z ~ y  reaoval of shoes is -ecesst ry  b e f o r t  enre- i -2 :  - 
C) I s ~ s l i a  consun~r 's  ho'.=t 
5 )  ;:rccs o f  worship - noscle. Hindu and auddhist  15-51'5. 

I: other ctses. i t . i s  g r?* 'c l l y  considered c o u r t r z c s  CG 
r t r o v e  one's shoes:- 

a )  i f  shoes are  uet and/or rcddy.  
b )  i f  consuaer had recen t l y  drshed o r  po l ished t'? f l o o r s  

a- d staircases. 
c )  i! f l o o r  i s  carpeted or  e==rensive i t e n s  c re  lyin.: 9n t h e  

a - . - 30:. 
a ]  i* hal luay i s  used fo r  s l eep ing  o r  prayers. 



el L Z : ~  requested t ( ~  d~ SG z:- :be consumer, 3 u c  r doia t h i s  
e;zzrrassing s i t u a t i o n  zf renoving your s.'.:es b-.fore 
b r l r . g  asked t o  do so es>c= ia l  l y  i f  the reques :ing car t y  
h ~ = > e n s  t o  be a ch i l d .  %-re i n  meter sbeez f o r  o ther  
- .  c c z z t r s  t o  conform. 

( , 3 )  On rz i c :  days remove your ;i-.z@:'.t/crbrell& z2.1 lei;? i r  
outs id? r-e door before entz- i - :  :3e house. T h i s  ii re  zdoi: 
being. ;==used o f  d i r ty ing/az:z icg the  consuarr 's -?us:. 

I V -  Readinq o f  H e t t r s -  

Read ai ;  =he meters i n  the SC~LI :~ !~  

I f  you cz n o t  know the l oca t i c=  of  :he meters ses i f  ycu can 
obta in  c r zsuae r ' s  co-operatic.:- 
Check t s ~  meter nuaber and ho*~s f  number before  re r= In< .  
Read t k c  meters  f r c a  a su i t c> l=  d is tance-  
If the e l e c t r i c  aeter  i s  toa tfct, request r chzi;/lac?er. 
Re acu. r&re  i n  reading the c%:f-s- 
If cete- g l a s s  i s  d i r t y .  u i s ~  i f  before  rezdir;- Where 
poss-:bit znd where appropr icte r s v i s e  consumer t z c = ? u l l ~  t h a t  
i t  w i l l  --5 o f  g reat  assistance if  h i s  meters a re  s;-rr. clean. 
Read t h e  ; re ters  even though (5c;?iy disconnec:ed b c s  r t f tr n o t  
removed) i s  show on meter shcez- 
Record p u r  reading. cead t r ' i  rrbaoer and date  o f  - ra<ino ii. 
the meter card. Replate  it^ E new ae te r  card  i-; there i s  
ncne o r  I o s t -  
Repear rll door locked caqes s.: es t o  r v o i d  e s t i s a z f <  b i l l i n s  
of. coascsr rs .  
Where cesessary  use r :orch!f:kt t a  read meters. Using o f  
matches f s forbidden. 
I f  conscaer wishes-to know the reading, o b l i a e  h i a -  S v t  rGvise 
him thz: t h e  readinas are  p r i ~ = f C  on the b i l l s  e x - .  aonch and 
he c6;1< use t h i s  f c r  > i s  refereace. 
Close s5r meter box &or a f t c r  readin:. 

V -  Obstruct ion t o  Xe tc rs  

;!I obst ruc t ion  t o  nc:ers u i c h i n  ccd O U ~ S ~ C ~  t he  premises and L - i c n  can be 
r e c t i f i e d  by the cczsuner ,  i r r espec t i ve  cf whether the  obs:rc=tion 'hes 
been caused by t he  rons l la r r .  should be >rOught t o  h is /her  z s t i c c  and 
ne/she be reaueste: r o  remove the 0bs:ruc:ion t o  f a c i l i t a t -  r e r d ~ n g .  
Tact. to lerance anC C i s c r e t i o n  i s  rcqu i r rC c: you here as the cc-.suncr nay 
re fuse  or  ionore you r  request but  a t  the s r w  t ime b e t t e r  cons-scr/reader 
arnderstanding may a l s o  dcvelod if request ';inple ass is tance t o  remove 
:he obs t ruc t i on  i s  a r t  by you. 

Uhen you come across Zn Obstructed meter YCII. should:- - 



(1) in fo rm consuarr  o f  d i f f i c u l t y  i n  readin.: and request :hat t h e  
obs t ruc t i on  be :emoved. 

2 render ass i s t rn=e  i f  t i s k  i s  no t  tic: consuming or  r i s k y .  

( 3 )  use judgement - i f  obstruct ion i s  of a sms l l  no: f r c g i i e  c r  valuable 
nature, ob ta i -  permission and remove i t  yoorse l f .  5 s :  i f  thc  
obst ruc t ion  i a  i a rpe ,  f r a g i l e  o r  e>:>ansiur. reoues: c r?suner  t c  
reoovc it. 

- ( r j  i f  the obs:r~;=zion i s  of r heavy c- permnent nc:urc-. drau tt,c 
consuser's ac-err t ion co i t  m d  reausst  t h l i  ha move i:. !i h? 
refuses t o  cos= f  y. i n fo ro  h ia  t h a t  ur. i i !  the o ~ s t r u c i i o n  i s  removed. 
h i s  consumpti,?- nay be estimated. 5dggrs t  p s s s i b i l i i y  sf nck ing 
arrangements =z have re:er pos i t i on  caangaa. 

( 5 )  i f  an e l e c t r i c  e e t e r  boxdoor i ss tucZ : -  

(a) i n f o r r  5 n s u m e r  i i r s t  - reques;: consumer t o  open z f f .  door o r  
ob ta in  ~ x o v a l  t o  do i t  y o u r s t i f .  

(b) suggest =hat consumer t r i m  doer edg* or  equip w i t h  handle. 
This uj. i?  bene f i t  the consuE+r by e l im ina t i ng  e i t i na to -4  
readfncc-  Explain also the o the r  dissCvantages cz :~sed by the 
obstruczion:: 

( i )  Caeage t o  meters. 
(ii) eFf:iculty i n  changing ce=crs. 
( i i i )  9 i s C  o f  f i r e .  
( i v )  ~ & l a c e a t n t  Co i t  o f  dzmtscd mecers borne b y  cc?r.sucler. 
(v) E r z i a a t e d  consunpiions 'czy r e s u l t  i n  h i c h  b i l l  f o r  th: 

pe- igd.  

VS Consumer Reauests Assistance 

(1) Use your judgement - help i n  s b e r t .  s i ap le  tasks e s p c c i c l l y  i i  
' t h i s  rfil rake your work eas ie r  2nd consuaer s a t i s f i e d  ec.  

reaov inc  minor obstructions. 
( 2 )  Unders=?d what i s  required b e f o r e  ass is t ing .  
( 3 )  Polite!:; dec l i ne  any tasks where accidents nzy occcr  :hat na:d 

r e s ~ l t  fs having blaat a t t ach rd  t o  you eg. where consumer 
reques ls  YCU t o  remov: expensive o r  f r a r i i e  i t e o  f r o a  shouc.zsr 
o r  she l f  be fore  reading meter. Exp la in  t o  consuntr  t h a t  you 
cannot z s k e  tk responsibility f o r  any accidcn: t h r r  nay occur 
and r e c z r s t  consumer t o  do i t  b ic lse l f .  

( 4 )  P o l i t e i y  dec l ine  any dangerous. improper or t i n t  consuainc . 
tasks. 

( 5 )  I n  o t h e r  cases. express regre::- 
(a )  :*sf you are no: ' qua l i f  i t d '  tc dc svch a task .  
(b )  t ? . i Z  unfortunately. .you c3 nQt .have thc t ime - t h a t  you 

tcve an appointment t o  reed other c o n s u ~ e r ' s  meters a; 
c?.~: time. ' 



v I I  Leavinq the Fremises 

1 I f  con%-cer happens to  he prec5n:. in iorm befor? Ieav in? the 
premises. 

( 2 )  Close ~ a i e i d o o r  behind you - r s  not slam. 

v!il. Refore 1eavir.c the readina area . 

( 1 )  Check y;ur r e a l i n q  once agzi:.. 
(2) Ensure z h r t  z l l  the meters ha..: been road and nr_ ;e:ei sheets 

have b%n missed. 
(3)  I f  meter has no t  been read e z e  sure tha t  you azve i n s e r t e d  

t h a t  cs:ropria:e rcaarks:- 

- O ia l  O i r i v .  Glass broren. nc=*: daacsed 
- door lcsked 
- meter 12structed 
- P a n e l ~ i n . d o r b i u r  
- Canno:S= traced. 

The presence o f  d q s  i n  the piemises c r e  r a t e d  i n  the n=:e? szhedulr  eg. 
( i i e r ce )  dog, etc. You r r e  sdvised to ,excrc iss  c r v r i o n  snS c i a z r e t i o n  when 
working i n  such presises:- 

( 2 )  Eefore e n t e ~ i r i g  the  oreaises. chec.? meter sheet f o r  i c f o r a a i i o n  on 
presence. o f  c o ~ .  

jb) Check gate/dssr f o r  '8euare o f  Oo j r '  sign. 

A. Consumer is Present 

(1) Male ycu rse l f  known - se t  tn= consuaers' a i iencrsn.  
( 2 )  Before enter ing.  zsk consumer i f  he has r dog ( i f  Zhert  i s  no 

nent icr i  o f  i t  i n  the meter sheet]. I f  the csnsucer had 
acquire5 a dog make a note i n  :he meter sheet. 

( '5 )  nsk cccsuaer i f  i t  i s  safe ;z t n t e r  - poinc ou: =sit ycu a rc  
a stranger t o  the dog and your u n i f o r n  may zxc i t e  Zht  do^. 1: 
there i s  a 'dog uarning' i n  rae meter sheet. ~ c =  the dog i s  
not ic s i g h t  ask the consumer where i t  i s  2nd if cecessary t o  
chain it. 

1 )  I f  consuaer aaintains tha: h i s  d5g w i l l  no: b i t e ,  use 
judgeatnt  AS t o  entering .the premises. I !  s i i l !  i n  doubt. 
requesr consumer t o  k ind ly  ccn f ro l  the dog whi le  you read th?  
meter. 

( 5 )  I f  the dog i s  exci ted and consuoer maintains ChaC i ;  would no: 
be necessary t o  chain i t ,  uhere appropria:e ex>:<in with:- 



'I era read the f i t t e r s ,  z z t  I r a  a f r a i d  thb: ry e i n d  r i l l  b r  
on tne ceters  as re11 ri on ;he dog. I ox:?, hope you can 
c h r i n  :he dog'. 

( 6 )  1: zysune r  f a i l s  :P co-=?erz:r. o r  i.- unab l t  ?o contro!  t h e  
 do^:- 

( a )  Sugacst t h s i  you - i i l .  <? tu rn  !r:cr..f'zir :he dog :.zs 
been chained. 

(:bi Suogest thac consu=a: cry be t i l i d  on t r z i a a t e d  rezd ing 
and no te  i n  Repor i  Zhze: and i l s ?  i n f z - r  ycur e x a ~ i n e r  
of t h i s .  

( 7 )  Oc :.c: command the  dog --.en ;?t consu=zi  i s  =resent.  

e. Consuaer is not  Present 

(1) USE c l sc re t i on  when e n t a r i n q  c ren iscs  r h z r a  =cinsumer i s  nor  
present. 

(2)  I: z:&e neter  is c t  rz-z- o f  p r c a l s r r  znc .52g f r e e  i n  i h e  
br::..ysrd. 90 t o  t h e  f r o n z  csor and k i n c i y  re=-%sf t h t t  th+ cop 
b~ cont ro l led .  

(3)  I i  dcg d e f i n i t e l y  hinde-s z-=era t c  bctkyi-c. i n fo rm yscr  
Exzziner wto w i l l  l ook  9 ~ x 0  tz% az t te r .  

C. Ap~roachina the Ooq 

(1) I n  gmerc l .  when cpproac-ing r d o j .  i p o i c  -fc. 
(2)  Hzver shsw fear .  
(3) Ar.y zpproich should be . r sG t  i i t h  the  z ras  z-.d hands a t  t he  

side. palms in.  Ra is ing  =he zr4s i n  a t r e c z  -z. s t r i k e  i s  poor 
pc i i cy .  

( 4 )  A!:% the Jog t? s n i f f  tecK o i  hand. Hzver zdrn  ;he pa in  o f  

... the hand towards the dog. 
f 5 )  i f  r 60s charqes w i t h  nead down rr.r t a i :  :or. he i s  no: 

fc::ing. he i s  i danperc-s ac iaa l .  
{i.) To s':ni. charging do<, i r y  an order 5~ 5 c l e ~ r  acd 

cozeanding vo ice ,  such r s  'dzun' o r  ';s bz=+ ' .  
( 7 )  I :  r dog i s  bent on b i z i n g .  n ~ l d  ou: the z - . e d v l e  o r  orhcr  

irr: f o r  him t o  b i t e  anc concinue t o  ~ i v e  --..+ f i r m  counand. 
( 6 )  va:% slowly backrards. 

D. -to do when b i t t e n  by a ccx;lsuner's doq 

(1) 1n:ora consumer t h a t  you have been b i r r e n  L: - i s  dog and show 
h i c  your round. 

(2)  Do not  argue o r  th reate? consumer. 
(3 )  Telephone and in form Ouzy exaainer t h r :  yo: -.Eve been bi t t e r1  

by a dog. 



( 4 )  C a l l  a t  t b c  S t a f f  C l i n i c .  (HC'). 
(5) C a l l  a t  t k e  neares t  Po l ice  St?:ion and repo r t  the i nc iden t .  
(6) Co l l ec t  z copy of the coaole=ed f o r a  from th+  =:=tor and 

submit tc your Outy Examictr  together w i t h  :;r)ur sic;: 
c e r t i f i c z z f  and schedule w i t h  ;::e apprcp r i r t e  res2 r+c  w r i t t e n  
i n  the R e z i ~ r t  Sheet. 

(7 )  I n  case c =  a ser ious  zt taci !  =? doos cnd you are 2nable to  
move. r e c c r s t  consumer t o  n z i e  r z  cn=rg=ncy c a l l  c i ~ l l i n ~  997 
f o r  an anz.vlance. 

(6) I)J no t  srk  f o r  sny ccJmpenrrzioo. Lerve chi :  t o  yc~ur 
Examinerc - 

DIFFICULT CONSUtfERS 
. . 

TacK, d i sc r r t i on .  t o l e r a n c e  and pat ience is requ i red  when ha:=lins such 
consumers. Consumers' complaints mzy be cf va r i ous  types and czae nay be 

- u t t e r e d  j us t  f o r  the s.-.rpose o f  annoying c-s i ieader. R d i f f e r € - =  approzch 
i s  requ i red i n  e t ch  c s s t  and soae o f  t he  =omta&i types o f  cm; Ia in ts  znd 
the approach which. c=.;lld be used i n  ezc: s l c u a t i o n  i s  p iven b5loc.:- 

Take a l l  >recaut ions  an6 fo!!c- r l l  t h e  r u l e s  o f  s c i  csar.ncr 
cour tesy-  Do no: annoy t h z  csasuor r  by doing or say ing any 
rash t t F . ~ a s .  
F3110w i ? s t r t c t i o n s  i n  mete; sbeet i f  m y  r r e  pis.-=:- 
K n 0 c k . t : ~  door; i d z n t i t y  ycurso- l f ;  w r i t  f o r  p c . - ~ i s s i o : ~  t o  
enter. 
Close c?.e ;rate and/or door 5 e h i n l  you r n d  use <rsignrte.: 
paths. 
Remove SZIOCS i f  instruct . ions Ere q iven i n  meter c z r e i  c r  i f  
t o l d  by consumer. 
00 n o t  smoke i n  the premises. 
Request ~ r r m i s s i o n  t o  read :no ne ie rs .  
Carry or; i n  a ' qu i ck  e f f i c i e n r  manner. 
I f  quezz i tned.  answer s imple  s e r v i c e  oueries; ;?ie; w r e  
complex e a t t c r s  t o  a p ? r o p r i ~ r r  departments. 
Remcin ~ 2 1 9  dnd pl'asant - c 3  raoi LC+?. . 
Go d i r e c z  t o  the place where c - t c r s  z re  located c= n o t  l o i t e r  
i n  . o t k -  p laces and arouse susp ic ion  or anno:;E-tce o i  cne 
consume; - 
Fts s t a t e s  e a r l i e r .  when leav i -9 .  c!ost  q:r and/o- l ~ o r  b-h ind 
yo11 - c z  n o t  slam. 

11. Complaint o f  c n t e r i n q  premises uithout-permission 

( 1 )  Apologise!  
(2) Check i r . s ~ r u c t i o n  i n  ne tc r  sheet. i f  none i s  giv+-.. record i t  

i n  t he  sheet .  



- - -  - :. Co.plaint o f  bo the ra t i on  

Rut i f  consumer cseolains about .:+Snq bothered !or 5 % - c i s s i o n ,  
explain t ha t  yoc are  not p e r a i t t e c  :o enter any oremiszz w i thou t  
g t t t i n g  consuaer's approval. 

Z;. %pla in t  of r eed ins  too f a s t  o r  f r cm too area: 2 d i s t . $ s  

c?ologise i z ? c b i c i e l y  
Szep up c;ascr and read mere; r g ~ i c .  
I f  there is 2 r t r son  f o r  nor  =.+ins .able rc Sec c i z n '  +n t 3 ?  
cerer eg. so;? obst ruc t ion ,  c . = i r i n  co coasua?r. 
I f  meter i s  obstructed prcve?=:ng you f ro0 ge:ti-.I clos.er. 
request co3sracr  t o  remove i t -  
Check. ther, i f  necessrry. v e r f f ,  =he rerd ing t o  t he  zxsumcr .  
Reassure ccnruver as t o  accurezy  o f  readincs. 
Coaecnt t:i i r z i n i n g  and experitr,;t which er.cb!es y : -  ro read 
quickly m s  :roo a reasonable =is:ance. 
&kc a n-.:c:ion i n  the Rt r -= . r i  Sbte: r h l t  cc.-%;mar i s  
p c r t i c 2 l z r  c>sut the reading c is=cnce 2nd spe?C; c f  -asdinc .  

* - 
Consumer abuses vou o r  the SESCo 

(1) L is ten  c e ~ e f u l l y  - decide i f  a n s u n e r  i s  jok ing o; i z r i o u s .  
(2) T i  c o a p l z i z i  i s  genuine eg-a  -3it meter re rd incs  =: SES2o 

b i l l s .  pro*.ide exp lcnat io r  s; r e f e r  t o  r=s-2,sris:e 
deprrtmenrs. , 

(3)  d:teept t c  cscnge too i c  o f  cocu,trsztion. 
( < I  I: consuc i r  i s  ruee o r  remarks a re  intended t o  ariz;:. yo.?:-  

(r) ignore reea r l s  
( 5 )  do no: argue o r  r e t a l i a r z  -, be oat ienr  an< 9;trs;nt. 
(c) re€G oc te rs  i n  quick. e f f i c i e n t  mariner and :etvc t h e  

p r e r i s e s  before any i n c i s ~ n t s  occur. 
( 6 )  i f  cozsuner obst ruc ts  aczc r .  ieav t  rne p r + z t 5 t s  ail< 

repc rz  io your Examiner- 

7 .  C.5.?PLbINT Or' ' H I G H  8&' . . .  

2 )  L i s r e -  ;o coapl2int .  
( b j  fist cvest ions  fo r  your c--  r i c r i i i c r t i o ~ :  25 - 5 . :  2 5  rn$ 

consu=ers - ask. i f  conscac: knouj o i  say rear:' :or th? 
h i g h  coasua~t ions .  

(c )  E x p i c i n  obvious causes:- 

t i )  fircounts 'cdjuste: Gz:  t o  u n c e r - e s t i n t z i o n  i n  
orevious month(c!. 'rerOinos a r t  estiae::d due 
23:- 



>remises being inaccess in le .  
5i-monthly reading. 
obstruct ion o f  meters. 
r e t e r  d i a l  sweating. 
d i f f i c u l t y  i n  1oca:inc =eccrs. 
:he account being a  n r -  one f o r  which t i G +  
i s  required t o  process :he mefer shects  
i n 4  c r r rng ing thee i n  t he  schedule i n  u z l -  f a ;  
srder before actua: r5aoinos a r s  +ak.c;. a::?; 
:e.zsons. 
The ostioa:es are 3ZSCZ (by coa>uter.i :; ; h 2  

nverraeof che consccrrs '  previous consuapr :r.q zrc 
cn the standard r v s r z g t  :or :he t ype  o i  ;--ais:e 
i n  the case o f  nev serv ices .  

[ i i j  Extra days i n  read ins  =3ntb. 
(iii: .  Lonaer b i l l i n g  p e r i c , ~  b t z u s c  o f  ho l i day r .  
( i v i  E l e c t r i c  leakage. 

( d l  Otkz- rases-for increases iz I z s t  b i l l : -  
( i ;  h e  t o  f r u i t y  meters r,r rpp l i zn tea .  
(if; add i t i ona l  cpp l i rnccz .  

* .  (;:it Ext ra  people i n  :h+ k s : ~ i e  - v i s l t o r r .  
j ix.: Fes t ive  occasions 

(v)  Chznge i n  ra tes  - doa5szic :c c o ~ a r r c i a i  
(vij Hot uezther. 

( P )  i f  ---.asuaer i s  d i s s z t i s i i e c  , w i t h  y02r e x ~ . i z - ~ ; i r n ,  
su~;zs i  t h a t  ks contacts. Ke te r  R ~ a d e r  supe rv i s3 r  or  
Hsr- (2s) Telephone no. cS2023 extension 113 c-  112 or 
c a l l  p t r sona l l y  a t  se rv i ce  counters  o i  Kuchinc E f s i & i z l  
O i f f = r  o r  Cus:oser Service CP-ntre. Kucninp P!-azf. 

( f ]  Exc l+ in  t ha t  there a re  e s ~ l o y e e s  i n  t i e t r r  Z+aCins 
D i v f s i o n  uho may be ab le  t o  o f f e r  b e t t e r  expiz.-zzicn. 

(g) Hzbc z note i n  the t ieter Sast:. 

a )  A CISUP! c ~ n v e r s a t i o n  u i c h  a  co.:curtei (no: a  z:z;ii:~: 
s i t u a t i c r  j: 

( i )  5:s- i n te res t  i n  subjecr.  =roblcns or  requei: - b? z 
p ~ f  l i s t ene r .  

( i i )  U c r  soo l  judgeaent i n  l i r 2 c i i n g  the c o n v e r s z ~ i = n  :c e 
czer ieous close. Wait f o r  an opr i l ing o r  ;ne ti< G: e 
t h c ~ c h t .  thcn excuse yourse l f  i n  a  ccur teous 4 s n n c r : -  - - 

r should be ~ r t t i n g  aloas cox ......' 
- 1  r u s t  be on ay way ......-- 



'Ue l l .  I =as: be going. 1 ' 1  l i k e  t o  coaplete my b : r k  
before  I ' r  crvcht i n  the  r a i n  (ii cloudy Cay:'. 

' I  almcs= forgot. I have r n  appointment i n  :'re 
ne ighbourhcod' . 

(b) An i n v i t a t i o n  i' fo r  c ~ i f e c .  tc2 erz.  
( i j  ' I ' ve  j u s z  had brcakfas: ( Iu-c - .  tea e x )  :hank..' 
( i i )  ' I  oi.ly i-5: sr+?cd ten fiic.:=er IQC) f o r  c o i f e ~ .  :-ST). 

yo'>. 
( i i i )  'Thanks, 5-1 ! r l  running E 2 ; :  l s t e  ss I sh?u:d . t a r ,  

~ o i n g . '  

(c j  00 not  !oi:er 1: i he  ccnsumer's p r t t f s t s  a f t e r  hcving reac zne 
eaters. UnJesS-zb!e ruaours and =ir=uastances mcy res.: 1:. 
Rea2abtr:- 

( i )  Consider ;>c: t a t  other pzCs=n cay th ink  ie.  r.cl?y 
neiohSoc.7 ~ i o  cac' t  u z i t  t u  r s ; l  the  consuatr's hus:nnc 
cb?ut t k *  -,x:rp :is= the e k t e r  reader spant i n  the :z :s:  
- a f t e r  hzuZnj  r e r l  the aeters. 

( i i )  Alsg cocsreer tke nt ighbour b?o migh: ins i s t  :hsc 13s 

aerer recc t r  i s  uss t ing  h i s  zias and a l l ege  t h c i   it 
zccounts f a r  shy they rezc! fisr and also the rersor: f o r  
t h e  h i g h  = i l l s .  

(iii) Also th; ps rea r i z l  c k r o e s  ts  r e t g r  readers i f  conszs i r  
blame thex  f o r  zny missing vaiuzblcs or  Gzaage t o  O Z % ? i  

persona! ?rcgcr:y. 

1 Common Cueries 

( 6 )  Vhy z d i f  fe renz can r a c n  month? 
(6)  Vvy .? d i f f e r s :  c?? ezrh mon:h? 

(6) C i f f e r e n t  tlzn 
I ? )  To knov z:! szsedules and ss;Cinq rrezs.  
( 2 j  Equal izaz ion o i  vork load cde Zo varying len$Lhz o f  

r ou tes  a<< 'hervy' and 'ligh:' reading areas. 
( 5 )  To a v o i t  continuation of rez:ing er rc rs  uh ich  c c z ! l  

p o s s i b l y  sccur i f  meters a r e  read  by same man. Er r !y  
d e t e c t i c n  of errors b e n e f i t s  b o t h  the consumer and :he 
Corporacicz. 

( 4 )  Rotat ion  works as a check on the e f i i c i ency  of :hc 
Readers - keeDs errors and o t h e r  reasms fo r  non-reacinc. 
o i  meter5 to a minimum. . 



( 5 )  =revents consumers f r o=  becoming host i !?  touards z 
=-ar t icu lar  Reader ea. i f  consuoers b e l i t c e  t h a t  the 
increase i n  t h e i r  hi1:s i s  due t o  the r cace r ' s  e r ro r .  

( 6 )  3 i f f i c u l t i e s  nay b2 mCTe read i l y  not iced b? a d i f f e r e a t  
scader n o t  used t o  i !orz:ion. 

(7.l Increase i n  th? nember tf accoufits and so i a  :be number 
=i schedules. i C  ta;c:s 2 Reader a lonaer c t r i o d  nou ra 
;?ad i n  thz-sac: r r e r  ?;sin. 

(E)  . D i f f e r e n t  Oav 

Explafri the 30-dmy rezdinf  z f c i e  ubich can be r?fec:e.j by:- 

ji] nrekends and t i ! iC lys  
(2) Oi f ference i n  lengths of aontkr. 
(3) Increase i n  scheeules lze t o  n*u ;=counts- 
!$j Fsnpuar  z f f e t t c d  Sy v rc r t i on  l e ru t ,  sic:< ;cave, e : c .  

. . 
*, 

5,-sts: consumzr contrc? ccz t r  Readir.9 Givisi=.: Telepkcar 
cS2ST: ex:- 115 o r  120 i c r  sxac: rer:ing arce erz: amth .  

11. Se rv i ce  Our r i es  and hou t o  d i r e c t  them 

Can 1 e v e  my meter r u e d  c u t i i ~ z j i h i i C e ?  . 
Why is my ezte; so n t i s y ?  * 
f.y meter must be runsing too f r s t .  
There r u s t  Sz sonethi?; urons wi rn  ey aazer.  
1 a r  v a e t i a g  soon azc i en :  as strp>l i e s  cur o i i  an.: cy 
b i l l  s e t t l e d -  
When are  you r e s d i i . ~  t5e mate;; ncxi? 
Uhy i s  my b i l i  so h i s i l  
I want seprracr artericg zna S i l l i n s  f o r  ry :enan: an; 
m t -  

L i s r r n  c z r e i u l l y  r o  ?ci !  d i t r i l s  of querg - 
o r t  the f a c t s  srr.?i$: b:iort o f f e r i n g  ex=lanr:ions. 
nss i s t  f o r  zn5.u-r c !? r r i y  - t.5 b r i t i  and 19 the po in t .  
I f  i n  & ~ b t .  r e f e r  ctnsus-r :c ?.??ropriarr d e p a r t ~ e n : ~  
i n  the Corporcticn. 
6e zccur r tc  i n  5 i v i r . j  iniorna:ion rn.5 a 3 k i i l ~  

r e f e r r a l s -  



10. KETER REAOER ' S  R E p o R i  

Ycu are r e q u i r t 6  t o  r?>o;t z : !  inci.:I:s and C i f i i c u l ~ i s l  ;au encounter i n  
your work i n  the fir:?,- Rr;ee;'s sc>:du:~ or  i n  r se:zia:e ir:r:t Shec: t o  b: 
ar t sch rd  t o  schedtr!: (01: i.2: repor:  37 '.-'. reverse s i d e  o f  E l ?  i :?cdu le  5Seet 2 :  - .  
i t  i s  no[ .prac:icz>:r :or :r.: c.i:i;-.: s:a-- t o  93 i i l r ocph  e::y..~.2:e; shect  io :  
:o!lou-up ac t ion) .  ;>is is t o  e .?s i i e  E ; - 5 :  t o  t? 'del!t i n  ti:: oefore  the  nexh 
Rezder eacwnters  :?+:.. 5tz.3r:j 5h.~2!C: :.I b r i e f  znd t o  th; c::?:. Repor ts  cz;. 
be of  two types - t k o z c  c.:.?cerni,-; oecc-a cnd t X s t  conce;.-I-: o the r  c+t:ers 
reiate.3 t o  t h r i r  ucrt. 

Your duty excminer -il! :h:> cc&;li:t y 3 ~ :  i e p o r t s  i n i o  n o t i i i : i z i o n  f o i a s  :o 5 2  

submit ted t o  the  rc ievrn:  S?::ioni :or CSS upda t i cg  o r  : i = l =  r z t i o n 5 .  

, Concerning t ie tersr -  

d i a l s  ccvsrcc  sics .<ire. 
meter pz??l-  0; to* Ccar;tc. 
d i r l s  s i i z r i n :  c; drra;?d 
aeter f ~ ; i n g  ~ 2 1 : .  
meter cover e jss inc ,  sczl  c i s i i n g  o r  f l a s s  b i ~ k e ? .  
as te r  dzscgo.3 0.- airsin;. 
oc ter  icc.avet. chtasrd cr iir2d v i e &  v? isa .  
new mczcrs icsrzllri S.2; no r r t e r  shse: i n  f o l t i - .  
meter sheet , indicr:ei CizzonnsctcC (Fuse re:=vtd) bv; ~ j h t e ~  
r e g i s t e r i o p .  
reading cbnor r l !  i e .  hich. 5 = a t i c  or reve rs ing .  
meters insta!!eS hiah e;. e l e c t r i c  er l oce ted  i.: sc lep s!op e;. 
uc tc r .  
meter c r s n o t  be trccec. i f  srev ious '  n e t e r  R c r c * ~  nad recarte.: sg 
b u t  yov ere  r b ! e  t o  crc:~. Z-tn make E n l t e  cf t?.c l o = c t i o c  so ihn:  
the in:c;nsiic.> cou!C b: ~ r c s c r l y  t rznscr ibeC irar  the 3 c ~ r o p r i a : e  
aeter  sheet io: 0th.: i22zC%rs' i n f o i ~ c t i o n .  
meter errmplerrc one r~vc1u:ir.r: o r  i s  r e t u r n i n g  :c : ~ i o  o r  'rcrrni.1.: 
over '  each or every so-rn t-;. meter :rippec. 
discre?.zncy i: xeier nuax: or  r c c l i n ~ .  
mete; !ezt.ing icreroins! .  . . meter ~bs:rl;.t izd - ty:.t C ;  ~ b s c r ~ ~ ~ i c n  a n i  :: z ~ c s c s e i  523 be?: 
appro:cht-d f o r  :he recgvr! c: the  o > i i r u c t i o ~ .  
I r r e g v i a r i ~ i - s  stlpc?rtio< i:!cgei ccanect ion  c :  i : : r , s ! i e ~ .  DO rZi 
O i S C l J S %  TRiS + I ; j J i C T F O  C G t i S : i I O H  V i i i :  i : i E  COtij'J.>E;. 
Unsafe house wi r ing  
Unau:hsrisr< supply t r t e n s i c n  from one house t c  ~ : .~ :h t c .  
mete; j a n z e i  (sax: reidir.; as p r e v i o t ~ s  non:~) r n J  y?: r o m t m t  
s tay ing  i n .  

no c r r d  bir . .  



( 2 )  Other matters c o n c e r n i n a ~ k  

Eocsc door or  s::e l a i k e d  - ' ? r c r r  n : :  r e r <  
tiouie vacan: - z e t e r j  n.?: r e ? < ,  r e l s i n g s  r i i f i ; .  t~,?:c;x rea3vec. 
e t c .  
Oc?; i n  3 r e : z : ~ 1 9  - c~tls1(.k?r ncc s-asen:. ;onsuso- . -2ri . t  c.r 
uc;i!!ing t o  z:-.;rc! chr  cn;:, ec:. 
rier?r sheets c s :  i n  b l i k i n q  c;&?r. 
h?;e;s no: re:: due t o  heavy r a i n  - 3:;;. c-: c-;;:ion o i  - < i n  2:;: 
b? sca:eil. T z i s  helos no: oa!y t o  z:z:gnc is; am-reeoi::; 22; ;Is.> 
t s  e x p l a i n  t o  c ~ n s u o e r s  co rp l r i n i n ;  cf estics;ion o r  d i s : - = i n j  tn? 
r e s o n  g iven fr: es i ina tes .  
S t rcc t  names c: hous? nuabers cnan:+:. 
P r t r i s e s  usec f s r  trade but r a t e  chzr;cd i s  donest ic .  
Ccs?!ain:s f r c s  consumers - h igh cczr-ao:ion, e:c. 

Wri::ng of  repsr ts  i n  t h z  szhedcie c r  repcr: sherz  dur in;  u ~ r k i n p  I-.::-5 s%c ic  
ne: 5s done i n  p u b l i c  p l c = s s  eg. coiiceshapr. rti:a-'rants. e1c as :hi% = z y  +ivo  . .- - 
an ?-:on+ous is:ressior! tc :kc pua l i c  t h a t  ysu r-1 insc;c~r..: i l c i ? a Z S  -er.;ir.gs. 
e:c. 

li. ACCEPTgXCE OF GIFTS REYfi20S . , 

ye.; = = y ,  dur ing :he cours* :f your'ucrk, ccce sz::ss s I t : j? : i i ;n~  u k e r t  L :cniiir.r 
p , ~ y  ~ i s h  t o  revhrd ycu i c r  y2ur  he lp  or  o f f e r  yo:: ;z i ts  I c r i f i p  a f e s t i v e  cer jon.  
He say a lso  a t tecot  b r i be -?  t o  prevenr you from r r ~ o r t i f i s  s f  i l l r s e i  SI:S~G? c.! 
s ~ r p p i l e s  o r  csing h i s  p r e s i s e s  f o r  t r r d r  Lhilt sr'sinp Cascs:ic r a t e .  

i f  1% g i f t  i s  a i f e r e d  zs s r e w r C  fc; he lp  c r  carin.: 2 f e s t i v e  s e r r - c .  she  
Eeajrr shou!~? p o l i t e l y  . r e f r a i n  f r on  accept icg i c  r i rw,.uc e n b c r r t r s i n ~  t h e  
ccascaei .  T h i i  should C ~ S C  De thc case i f  b r i b e r y  i s  inseadcd. S u t  as = iur:hc; 
p : ? r ~ c t i o s  c repor t  S ~ I J U ~ C  be made t o  cna cxac icar  t o t  z.:y oecassr ry  h-=ian :j 

bt : : ; < e n .  -. 


