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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.
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ABSTRAK

Kajisilidik ini dibuat di Pejabat Wilayah, Perbadanan Pembekalan Letrik Sarawak
(PPLS), Bintawa dalam usaha mendapat kefahaman yang mendalam: atau
pembelajaran lapangan.

Khusustiya, kajisilidik ini bertujuan untuk mengenalpasti; keberkesanan prestasi
pembaca meter dalam menyempurnakan sasaran kerja harian mereka;
kemungkinan sebab-sebab dan kesan-kesan yang melambat keberkesanan prestasi
pembaca meter; dan sama ada ‘action learning' dapat dipergunakan untuk
menyelesaikan masalah dan seterusnya memperbaiki prestasi pembaca meter.

Kesimpulan kajiselidik ini memdedahkan bahawa keberkesanan prestasi pembaca
meter tidak begitu memuaskan atas sebab-sebab utamanya ialah faktor-faktor yang
terdapat di luar kawalan mereka seperti, kaedah-kaedah dan procedur-prosedur
kerja yang digunakan, kelambatan mengambil tindakan serta kurangnya kordinasi
di antara pihak-pihak dan bahagian-bahagian tertentu dalam pejabat.

Kajiselidik ini mendedahkan juga bahawa kaedah ' action learning' adalah sesuai
dipakaiguna dalan Bahagian Bilik Meter, Pejabat Wilayah, Perbadanan
Pembekalan Letrik Sarawak, Bintawa.

Adalah dicadangkan mesyuarat bulanan patut diadakan secara berterusan di
antara pembaca meter, pemeriksa meter, penyelia, dan jurutera yang berkenaan
untuk membincangkan perkembangan bulanan seksyen ini. Kaedah ‘action
learning’ didapati sesuai untuk tujuan ini. Latihan atau kursus-kursus jangka
pendek berhubung dengan kaedah ini perlulah disediakan untuk melengkapkan
pembaca meter dengan kemahiran dan pengatahuan serta berkongsi pengelaman
demi memupuk keberkesanan prestasi.

Sayugia dicadangkan juga agar diadakan banyak lagi kajiselidik untuk
mengenalpasti keberkesanan prestasi organisasi ini umumnya.
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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), ISO 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 ISO 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 carly 1980s Sarawak Electricity Supply Corporation (SESCQ) 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, materiais 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 Cycle (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 (55)

5S 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, Seiton, Seiso,
Seiketsu, and Shitsuke. Seiri is focusing on taking out the unnecessary items and
putting them away. Seifon 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. Seiketsu 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 58
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 inculcating 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 from 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.

ISO 9000

1SO 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 fully met and it also
demands the organization to identify the needs of its customers, to plan and to control
the process of fulfilling 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 Awards 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 SESCQ?

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
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Significance 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
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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 Office, 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 Office, 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 first, 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.

Second, 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 (1996:5) 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 functions — objectives which come from a centrally agreed business plan
are more likely to give support functions an alternative raison d’etre rather than
the pursuit of their own specialized agenda. Most line/staff 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.
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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
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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 (1993:100) 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.
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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
skills, develop confidence, and to find effective 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 attracted 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 fulfilling 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 influence 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 furnish 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 could 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 office. 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 helpful 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),
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Targets are often known by other names such as objectives and goals but
reaily 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, often 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 future 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:1): 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:

‘To 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?

Site/Background

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 mect 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 fundamental 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.
v
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 learning 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 it. He further
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 (1991:84) 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



18

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 carrying out their routine jobs and discover the solutions.

Characteristics

Abraham and Burns 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 (1988:11). 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 office 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
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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 AL.G 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 inefficiency 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
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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 plannmg, acting; observing and reﬂectmg The flow of
action research circle in this project is shown in Figure 3:
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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.
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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 from 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 from its need to
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solve a problem or plan an overall direction. The goals provide a helpful
orientation for the research effort, effectively focusing and coordinating the
many aspects of the research. Inapproprately 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 Positions Referred to as
Haji Sulaiman Manager Finance ARG One
Philip Chen Manager Customer Service ARG Two
Abang Yusuf Admin. Officer (Researcher) ARG Three
Wilfred Ragam Executive Officer ARG Four
Puteh Bol Supervisor ARG Five
Evelyn Yeo Supervisor ARG Six
Latifah Hj. Mohd. Salleh Supervisor ARG Seven
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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 helpful behavior:
to listen
to ask helpful 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.
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Table 2 : Members of Action Learning Group (ALG)

Names Referred to as
Albert C. Dunstan ALG One
Dotlhadi bin Edi ALG Two
Mazlan Hj. Tambek ALG Three
Sulaiman bin Daud ALG Four
Alladen bin Muhidden ALG Five
Allan Chong ALG Six

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;

willing to participate voluntarily and contribute ideas through experience;

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 Office, Bintawa and about one hundred more are
posted elsewhere throughout the State of Sarawak.
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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 helpful 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 ALG 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).
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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 knewledge 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
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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 future in order to put themselves on
the right tracks or decisions.

Elements of Action Learning

In order for the action learning process to perform 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 intervals — 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, 58, I Suggest, and ISO 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
project) 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 researcher 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;

LYl

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;
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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
1ssue; 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 most 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;
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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 from the study constitutes an
improvement to the situations;

Re-educative: Learning is expected to take place among the participants through
group processes and teamwork occurring 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 evaluation 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.
Chapter Summary v

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 performance of meter readers in
SESCQG?

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 (Appendix 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 Office, Bintawa: A case study on Action Learning.
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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
Office, 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 triangulation method be carried 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 full support from 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 from Customer Services Division of SESCO
Regional Office, 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:
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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 doubtful 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 languages ( 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, ISO 9000 and many others.
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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 from the
management. With such letters they were being honored and would feel free 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 further 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 discussed.

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 from 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
office to report for duty, collect materials, receive instructions 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



40

delivering bills or notices. Obviously it takes them quite sometimes to travel and thus
delay their jobs especially during rainy seasons or transport breakdowns. 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 his job. He tben ask to do similar job alone. The
problem arised when he complained that reading meters and delivering bilis 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 impolite 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 illegal 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. ‘
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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 Officers 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.
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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 even 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 readers 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.
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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.
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Table 3: Ranking Method: Scale 1 — 10 where highest point is the most significant.

Problems Urgency | Importance | Scores Remarks
1. Difficulty to meet work-targets; 9 9 18 Chosen
2. Problem to get permission to 6 4 10
leave office for sports activities;
3. Insufficient training provided for 9 10 19 Chosen
meter readers;
4. Having problem to communicate 5 5 10
with rural consumers;
5. Location of meters — problem of 9 9 18 Chosen
taking the reading;
6. Risks while performing duties on 6 8 14
roads;
7. Updating addresses of consumers; 8 8 16
8. Reports on illegal reconnection of 7 8 15
supply
9. Handling lock-gate notices; 7 7 14
10. Reading meters in HV areas or 6 8 14
Industrial Zones;
11. Low quality materials and 8 8 16
equipment provided;
12. Names and addresses of 10 10 20 chosen
consumers in Reading Schedule not
sequence;

This meeting also warranted the researcher to arrange for triangulation and to brief
the RM on what had been discussed. Simultantously, 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 Learming methods of solving
problems with that of existing methods practiced by SESCO such as Quality Control
Cycle, I Suggest and many more. “ Action Learning [ 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 afier the old one has been documented. 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. “ Oo, 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 discussed.

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?
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Action

The researcher again used fishbowl method in this meeting. The memters 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 facilitators 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 and 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
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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 answered by ALG Five, Two and One. They said, when a
gate is locked they do not have, proper place to write on and fill 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 take 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
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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 1.): 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 Officer 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 every 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.”
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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 probiems 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, “Iam 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, “Idon’t know’. '

Problem Three: Insufficient Traininé 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
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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 specific 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 your problems to your supervisor?”

ALG Four, “ Yes, I did”.

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?”
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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 kedai kopi 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 project/exercise 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 team 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 smiled, 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, “ After 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.
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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 cuiture. 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 refused 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 reposmoned 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.”



53

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 moming 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 premises 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 registeréed 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 owner 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 arrive 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 confused.
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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 fruittul. There were a lot of experience gained and changes recorded
which indicate how people learn through Action Learmning 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 especially 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 because 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
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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.
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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 discussed 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.
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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.
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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 type 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 difficult 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 refused 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 Nasional 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 readers 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 Office daily
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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 Office 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 useful for managers, employees of SESCO and
for future 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 learning 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 office 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
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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
O 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 office 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 difficulties 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 identify
problems.;

The researcher suggests that the existing syster'n 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 effective 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.
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Problem solving tools such as QCC, 55-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 learn,
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 :
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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 further 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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Appendix A

PERBADANAN PEMBEKALAN LETRIK SARAWAK
SARAWAK ELECTRICITY sureLy corroraTiON. SESC QO

Alamat @ Peti Surist 149, 93700 Kuchng, Satawik s Malavsia,
Telefon OX2-44 1 I8X Teled: MA 70100 Telefehs: 982-444434
Bil. Surat Tuan (Your Ref.): * Bil. Surat Kami (Qur Ref.): PLS4/13ON‘*ADAQ

1.11.97

Encik Abang Yusuf bin Abang Spawi,
No. 165, Taman Tupong Jaya i,
Jalan Astana,

93050 Kuching.

Dear Encik Abang Yusuf,

RE: ACTION RESEARCH PROPOSAL

With reference to the above-captioned, the Corporation has no objection
to your doing the research on Performance Appraisal subject.

We hope you will be successful in your effort.

Yours faithfully,

RATE SERVICES)
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Appendix B-1

PERBADANAN PEMBEKALAN LETRIK SARAWAK

SARAWAK ELECTRICITY SUPPLY CORPORATION £ ..
SESCO &4

Alamat:  Peti Surat 149, 93700 Kuching, Sarawak, Malaysia

Telefon:  082-441188 Teleks:  MA 70100 Fax: 08243144314

PLS4/13C/AYAS/NMS

Bil. Surat Tuan (Your Ref.): Bil Surat Kami (Our Ref ):
(©u 24 February, 1998

“DUFLICATE COFY”

<
Encik Wilfred Ragam

Through: Manager (Corporate Admin.) M
Wisma SESCo. 20

<

Dear Encik Wilfred,

RE: ACTION RESEARCH GROUP

This is to inform you that Encik Abg. Yusuf Bin Abg. Spawi is going to w.adertake a work-
based research project in SESCo from January to June 1998. This research is slightly different
from traditional research methodology and has been widely accepted as an appropriate and
effective management tool in most organisations.

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 members.
Encik Abg. Yusuf will 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 them to Encik Abg. Yusuf of 4th Floor, Wisma SESCo, Kuching, if you accept this
voluntary appointment.

Your cooperation is highly appreciated to make this project 2 success.

Yours faithfully,
\l .—“ ’w\/"\&&)'&,’\

(Hjh. Maznah"Dasmi)
HEAD (CORPORATE SERVICES)
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SESCo Regronal Otpice, Sy, Flawak, ln. Belian, 93450 Auching

082 - 482020 Fax No: 082 - 330355

KUC 4/13C7 &Y /IG
February 91998
Encik Philip Chen, Regionai Qffice. Kuching

Fuan Evelyn Yeo. Regional Office, Kuching
Cik FutelBol, Thri’ Mgr (CS), Regional Office, Kuching

23 1D w=

Dear Encik /Cik

RE: ACTION RESEARCH GROUP

This is to inforw you that Encik Abg. Yusuf bin Abg. Spawi is going to undertake
a work-based research project in SESCO from January to June 1398. This
research is slightly different from traditional research methodology and has
been widely accepted as an appropriate and effective management tool in most
organisations.

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 members. Encik Abg. Yusuf will brief vou on the concept of Action
Learning and Action Research Methodologies soon (please refer to Appendix ‘A’
enclosed).

_ For reference and record purposes, please sign the duplicate copy of this letter
- and return them (o Encik Abg. Yusuf of 4th Floor, Wisma SESCO. Kuching. if
you accept this voluntary appointwent.

Your cooperation is hughly appreciated to make this project a success.

“BERSATU MENUJU WAWASAN”

Yours faithfjiily

(Chua Say Kiat)
REGIONAL MANAGER
WESTERN REGION

Encl:
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SESCo Regionz] Ottice, 83. Brawdak, [in. Belian, 9345C Kuching

082 - 482020 fax No: 082 - 330355

KUC 4/13C/ & /IG
February 9 1998

Flease refer'list attached.

Dear Encik

RE: ACTION LEARNING GROUP

This is to inform vou that Encik Abg. Yusuf Bin Abg. Spawi is going to conduct a
case study on the effectiveness of Action Learning Methodology in SESCO wee.f.
January to June 1998. This management tool has been widely accepted in most
organizations due to its effectiveness in dealing with problem solving
techniques.

We feel that the outcome of this program will benefit the Corporation and the
staff involved, we therefore, would like to nominate you as one of the group
members in this program. Encik Abg. Yusdf will brief you on the concept of
Action Learning Methodology soon (please refer to Appendix ‘A’ enclosed).

For reference and record purposes. please sign the duplicate copy of this letter
and return them to Encik Abg. Yusuf, 4th Floor. Wisma SESCO, Kuching. if you
accept this voluntary appointent.

Your cooberation is highly appreciated to make this project a success.
“BERSATU MENUJU WAWASAN~

Yours faithfiyly

(Chua S.é Kiat)

REGIONAL MANAGER

WESTERN REGION

Encl:

c.c. Abg. Yusuf Bin 2bg spaw:
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PERBADANAN PEMBEKALAN LETRIK SARAWAK

Job Description
Job Title: Meter Examiner - Job Code:
Date: Author:
Job Location: Western Region Job Grade:
J\'
Supervisor: Status:

Job Summary:

Job Duties:

1.

7.

To supervise meter readers wnder your direct chasge by checking on their dasly
performance. mileage claims, overtime claims before submission to STA, making site
checks on meter readers doing meter readings, bill delivery and locked houses as
reported by them;

To check reading for high consumption complaints for srcas located 10 you and to
submit N/Form, through STA (M/Room) for adjustment;

To continually update consumers® addresses and inform CE and Billing Section
through N/Fomns;

To submit reading schedulefadvance list/suspense list to Billing Section right after
checking according to schedule (if possidic);

To investigate and submit illegal reconnections report reported by meter readers to Sr.
Clerk (DT) trough A O.(B);

To investigate and submit fantty meter report reporied by meter readers (report must
be accompanied by sketch);

Any other duties as and when instructed by yowr supervisurs.

Working Conditions:

The above information is correct as accepted and 2pproved by:

Sgd: Meter Examiner Sgd: Regiona! Manzger (Western Region)
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PERBADANAN PEMBEKALAN LETRIK SARAWAK

Job Description

! .

i Job Title: Meter Reader Job Code:
Date: Author:
Job Location: Western Remon Job Grade:

:LSupirvisor: Status:
Job Summary:

Job Duties: L

1. To do meter reading and delivery of bills;

replace home new cards of cards are missing, fully fitled defaced ac;
To take note on all consmmer’s complaints (verbal) and report to your examiner;

e

_ drawn to show the location of the consumers.
S. Continually update coostmers® addresses in the meter reading schedule, such as
house numbers and loroag numbers (if possible telephone numbers).

2. To serve locked gaic notices upon locked houses, enter reading in the home cards. To

Report all aboormalities of meters, such 2s meter jammed, meter glass breken/loose,
meter tempering by filling in faulty meter repont forms. Ensure that sketches must be

Working Conditions:

The above information is correct as accepted and approved by:

Sgd: Mecter Reader Sad: Regional Maaager (Western Region)
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SCHEDULE. GA HETER READING STHEDULE FO% 207035 noo1
SESCO {Kuching CIS) USER: CHEN FOO_JIN 1T
Scheduled On ; 10/07/71998 FPristdate @ 12/06/1998

SIQUENCE DESC - © 5tn 101 Zowe 007 Sect CXE

FRISTED ON T 03/07/19%E

TOTAL INSTALLATION : 43

RE2DING DATE

* INFUT RY :

Appendix D
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SCHEDULE. GA RETER KEADING SCHEDULE FOR 207033 004 LeptysFg: 2
SESCO (Kuching CIS) USER: CHEN FOO_JIN  15:37:51 03 Jul 1998
Scheduled On : 10/072/1998 Friwtdate : 12/04/1998
«« HO COMSUNEK e« () 201-02775¢ 13
NATAHART EUNGALOU DAYUELL &OAD $3000 KUCHING
heter Location : LOCATION CODE NOT ON FILE
SeqdKey Ko. o 207035
H/K Rotes
Gther Mote : Ro eeters

Installetion Tisconnected - 31/12/1987%

No current consuser
TAN SKI DATUK LEE HUN KHOE (10) 4 S0I-~0E573 z5
NO.3 L77 S§35 KICKETTS ESTATE TZL: ‘44988’94000 MUCHING
heter Location : LOCATICH CODE NOT ON FILE
SeqéKey No. : 207035
ti/K Notes :
Heterno Oate Terrifrev. kead  fult Freviype
2SP180G: 3 1075471998 0 47317 eile bt t_t_t

¢ e ———— o . - 4 1 B T A o -——————

HOHD ANIN B HJ SATEA (10) 2G1~027760 <«
N, 10 RODUAY RO §3000 KUCHING
fleter Location : LOCATIGH COGE KOT ON FILE
SeqiKey Ho. : 207025
/R Hotes :
fiaterno Cate Tarrifrev Read Nult Fravtype
25728711 1C/0571998 © 44523 wils LI S R D
PASCALI SON. EHD. (11) ! 291-0%378 (£
FLAT 1 RICKETTS COURT 93000 KUCHING
tieter Location : LOCATION COOE NOT OGN FILE
SeqsKey No. 1 207033 )
fi/k Hotes :
Heterno Date Tarrifrev kead fcelt Prevtype
10529345:1 10/06/71798. © 30142 “ile P_t_ it
FASCALT SON. BHO. (112 201-227782 <50
FLAT NHO.3 RICKETTS COURT 93000 KUCHING
fleter Locetion : LOCATION CO0E NOT ON FILE
S2qiKey Ho. 207935 e
n/R Hotes :
fleternc Gaite Tareifrev, Reud fuit Frevtiype
T1264:1 10704671995 O 7ee21 “ile Lttt it
FASCALT SOK. kKO, (11} 2010277463 43
FLAT S RICVETTS COURT 93099 KUCKING
Heter Locatiow ¢ LUCATION CODE NOT OH FILE
SeqiKey Mo 207033
/K Hotes :
fleterno Oate TarciFrev keed  flult Freviype

10324361 :3

10/06719v8 ©

47497

“ll=  H_t_1_ 1 vt



READIMG PLUS DEUVERY SCHEDRSIE™F
KUCHING st ovsliconss  |saremoats JOfT |
ZONES 7 Shes. 3 65-25¥rs. 435252 Hes.
i | sHoes 5 | 92 |co
> | KAMRONGS | 105 90 70 |30
3 150 {125 35 |40
.- | HOUSING 1o |20 90 |40
" [efoweune| 95 80 .60 |30
. |eLars 170 {0 | no |4
o IefowElLing! 1S | 95 75 |30}
5 | P/OWELING | | 15 95 75 |30
- _|HOUSING o . lno | 90 &
., |HOUSING o, 110 | 90 {40
" |o/pweiLinG] 105 30 70 {30
g | HOUSING 149 120 96 |40
O/DWELLING | 65 80 €60 |30
o fHOUSING | 40 [ 120 | 38 |40
P/DWELLING | 105 90 70:7] 30
1o LHOUSING 150 | 120 90 | 40
O/DWELLING | &3 75 ~55 | 25
L. 1POWELING | 95 | 80 60 |45
.~ _|HOUSING iL0 iz0 | 90 4@
5.2- P/DWELLING| 5 | 89, o0 | 25!
HOUSING 120 9z | 75 |25
N |p/oweliing| a0 | 70 55 |25
HOUSING 120 s | 75 |25
_.‘%‘_..__P./‘DNELLINC? 85 ;021 70 55 251
JHOUSING . | 148 120 96 |0 |
1e L HOUSING W0~ 6 1 90 o
~ Iplowewins (1o PFroo 1 70 |30
15 | /cf)m e | % J § ] 4
20 lgortris] o | | ~
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ZONE NO: ..

SARAWAK ELECTRICITY SUPPLY CORPORATION

TEL: 082-482020 EXT 113 and 140
SECTNO: ............ CONNECTION NO:
METERNO: ..o CONSUMER NO:
NAME OF CONSUMER"
i ol T I tun | gy

PLEASE DO NOT REMOVE
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Appendix G

SESCO @ SESCO METER READING RESPONSE CARD

To be completed by Consumer

]15:?|Joa(e / /]

Meter Reading *

Date Reading * / / | Name 1
Telephone Contact * ] Consumer No_;
Meter No. :

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

nobody in your house to respond to our call. As such, we appraciate it if you can provide us either one

of the followings:-

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

2. To read and call us with your meter reiding at Tel. No, 482020 Ext. 113 or 140 withia 2 days or fax
the card to us; Fax No. 082-330355

3. Tocaliusatthe lbeve‘;";'h'one No. for an appointment to read your meter.
Failing to provide anyone of the above, your bill will be estimated.

BAYARAN POS
AKAN DIBAYAR SETEM POS TIDAK
OLEH PEMEGANG ' PERLU JIKA
LESEN DIPOSKAN DI DALAMK
MALAYSIA
ATAU SINGAPURA

SAMPUL JAWAPAN PERNIAGAN
NOMBOR LESEN 234

The Officer {3 charge
Bilting Section, Regional Otfice
Sarawak Electricity Supply Corpoaration
Jalan Belian, Sg. Biawak
93450 Kuching.
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Appendix H

SESCO METER FAULTY REPORT FORM

Cornecticn NO. I ceccecem e meemeeesanennes Section NO.2 coecceecee e SKETCH (MAP) FOR THE FAULTY
Zonz No. : METER'SLOCATION _
Old A/CNo. :

Metzr No. : -

A

Nan:ic and Address ¢

Pleasc Gck agaitnt the approxiate box(les)

and writc ¢cwn the meter r=aings: Previoes Previous Present - R
[] Month Month Meter  °
Code Reading Reading

1. Mzicr Class Broken_cose
2 Meter Jzmmed
3. Mzter Tampering

a) meter casing with hols, :

b)  Shunting

) Objecting obs=micting dise .

register fraen murming

s Mzics ampering suspested
) mcter casing s22l broken

bj mcter cover sz brokea

<) Cutout scal huken p :

d) Scal imitat=d

’

s. Ciers. Please apeciy

~ Date:

Meter Rezdar™s SIRRRie o ceee e Meter Reader Na.:

-~
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IN-HHOUSE TRAINING PROGRAMME - 1997

79

COURSE OODE Q101 OOURSE DATE COURSE
VENUE
COURSE NO 9701 24-26 JUN HQ
9702 13-15 OCT
9703 1- 3 DEC
CEU 3 NO. REPEAT 3

COURSE TITLE: CUSTOMER SERVICE

COURSE OBIECTIVES:

At the end of this course the participants will be able to

1) Recogaize the importance of customer satisfaction to the company
today and in the future

2) Know customers’ expectations

3) Able to communicate effectively with customers

4) Change their attitude towards customers

COURSE CONTENTS:

1) Your role in the company

2)  Uoderstanding the importance of customer service for the

. organisation

3) Effective commuuication skills.

-Telephone
—Counter Service

-Dealing with enquiries

~

4) Case Study - Dealing with problems

TARGET GROUP:

Froat line staff, Admiaistratve clerks,

Disconnection Team.

DURATICN: 3 days

Mecter Reader, Conanection &
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Appendix L

Action Research Process

Action Research

Action Research Action Leaming
Group Group
Action Research Method
—> = <+
‘
Identification of Identification of Triangulation - mplementation
Tasks Problems Process and aad Obtain
e Mini Cycle One e  MmiCycle Secking Result
Three Approval to

«  Mini Cycle Two :

FEEDBACK
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Appendix M-2

mm»mkmgmwwmwnmm LWWMMM

RM16,000 shock for p

By Cecil Ha

aayene uval‘unp‘ the day to
‘ﬂw meter 'adcn A-(o tk

;1(-

-MM&,@HM-&
Distake.” he explained.

HIGH PRICE TO PAY _Imagis

the sheck yor wili get if you -
electricity bl

receive &
(rem the Sarawrsk Electricity
for

That was bew 2 consumer felt
when sbe discovered yesterday
that she was billed RM16,657.
foc approxicr-ly 50,500 un’ts
o caergy allegedly consumed i
May.

Wishing te be known ealy as Ms
Loo. the complainant said this
was Che (irst time she had
ceceived o bill which greatly
exceeds her nermsl R740 to
RM60 menthly pewer bill. In
April, the censumer was

zhug-é RMS2.65 for 165 units
enerpy consuoved.

sm found the mind-boggling bitl
i hee betterbox at her residence
in Teman Mable.

Loo admitted there was never

n-‘ﬂn-a‘

“Hew caa they make s-ch an
ebvieus miscake evec if the Ll
«was based ea ea estimated
©eter readSag enly? she gues-
Goned.

Sbe argued that co private
dwelling weuld consume over
RM16.000 ~erth of eergy ia &

DouwL
She pointed ont the &1l was evi-
‘M.d as i was

ager of the Customer Service
Departmeot at SESCe, Philip
Chen, reascoed that e dicrep-
ascy could have come sbout
from cither & Gulty eneter e a
anistake cocld have Seen made
by the metes reader.

“Our meier realers read
between 8 Dundced o two Sun-
dred meters in a day so it it os-

Tvawch Famaml cio

the

led that Wmeters are
read ea akernste moaths enly.
“If we do mat have access te read
cerzain meters, we will make an
estinaate of the actual resding.”
e said.
Chea clarified that it is met
unasusl that consumers are
evercharged in their elecuricity
bill. Hewever, he caid these con-
samers would &

He said sach @ case docs not
occur frequeatly, adding that
other cases of mistaken

He seminded the public of dheir
duty 0 allow the meter readers
o casTy eut their obligatiens as
stated in the terms and condi-
Uoas of supply.

He added » meter reading
should be supplied by con.
sumers of the meter readers

ower consumer

were locked eut.

.He advised the cocplaicaat to

either <o}l the SESCo bill
idquiry department or et iz
teuch with b'm directiv.

the cocpuration s computer
tem.

Chen said it would be wise for
Cisgruntled consumers to res-

pond 50 that SESCe could inves-
Ugate their claims.

For the first one bundred units
of electricity consumel, con-
sumers are charged 34 sen per
unit. The tani(T for the second
anl third hundred units is 22
sea per unit while every subte-
Quent unit consuced aiter the
302th would be charged at 33
e per unit.
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Appendix N

GOOD METER READING SCGEDULE

FOR

METER READERS
SESCO REGIONAL OFFICE

BINTAWA
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S500 METER READING PRACTICES

1. Courtesv to the Public

The Ccrocration has more trzn 93,300 consumers accounts aac this fiz-re is in-
creasing by about 350 per aznth. Ouring the perfiormance of vour du: you will
be mz2iing more consumers ti.zn probably other exployees. A< such yo_- attitude,
behaviour, discipline, seli-control and personzi appearaace will not c=ly affect
the --rformance of your w:zrk but will also relp to fere an opi-Ion of th2
Corcc-ztion and its emplov=2s in the minds oif the consuezrs.

You =.31 always.remember T-zT thz entire busizzs
thz nz2ds oi the coAsumsrs. [t i the Corosrz
consusers with za economic. reliadle and eitic:
consuzer is:-

{a} the most ieportant s=rson in our business.
(b) Gependent on us and -2 are dependent on niwm.

(c) not an ‘interruption <=7 our work - he is the purpose of it.
(¢) 2 flesh and blood huz2n being with feeiings and =astions lizsz ur owa.

(e} not someone to argus or match wits wita
(f) cgaserving of the mcsc courteous and attentive sa2rvics.

COURTESY COSTS NOTHIHG - EUT IT IS A& VERY VﬁLUﬁBLE COHHODITY

2. Oress and Personal E&opearance

it is desu‘able that you t= neat and proper in vour.-dress zad hair sxzvle curing
worxing hours as this may r=21p create better wcorking ceaditions. 4 cznsumer mzy
disiike or show outrlqh.. z=imosity towards 2z sioppy and c.r..y lcc
So you shoulo.

(a) be in your uniform =xile on duty. .
(b} keep your uniform cizz2n apd well-presssc and shsz2s polishac,
(c) e well-groomed.
(a) wear unifora in pre-er manner eg. shirts buttoned.
(e) avoid smoking in cc-sumer’s preaises.
(&S] have on your person the SESCo Authorisztion Card.

3. Reportina Sick

You zre advised that when you feal unwell afTer having taven your =:=zer reading
schazules a2nd on the way == work vou feel that vou should s22 our dc
to s=e our doctor in the morning before coming to office. you sa wherever
possible, phone the examiner, so that your cocing late o oiiice ce accounzed
for. and also make it possible for the office to arrange and tc rz-allot ycur
wers 10 soae other Readers. In case of an eze2rgency, infora the T_zIy Examine:
yourself or throuqh'a resoonsidle persoa of “this so that arrangen=-:Is could be
mac2 to collect the schecd:les from you. In 21l cases schecules musT D= returned
an<d on the saac day. In this wdy esticated billiag 2ad incczvenience 9o
corsuners can be avoidec. This is especially so 1¢ the sched:ules hac been
esticated in the previous wmonth.

., Oor wish

..2/-



4.

HANOLING HETER REATING SCHEOQULES

1.

IT.

General

1) You 2-= completely responsiz:z for the schezules.

(2) Care =_=t be taken to pr=z.znt loss of our ¢z-:z:2 o hs
schec- s .

(3) Schec..=s should be kapt a aad dry.

(<) Mo rations or obl -ztions  are sermitcs in  tne

schag_=s. All repoits z-
bottsz space of the sched:

o be writts: on I-:= sids orf

s but not in Iae m=Izr rezding
entry =Dxes or use a separ:=ze report sheel. Cc--2ctlion OF
meter ~=ading is allowed but -22d to be subsztzntizz=3 & signed

by thz wmeter reader concernzs.

Before leavira the office

1)
(2

3)
(«)

(s)

Ensurs That you have receiv=z the correct-.schaduis
Count =—ne nuaber of meter s-zets in the schedule. ii anyv is
missirz report to issue exzziner.

Ensere tThat if maps are givzn they are th: correz: ones znc
that-rone is aissing.

Write s=ter reader nuaber z=< meter reading cate
last cz2e2 of the schedule. 72 ameter reader will
with szch Section of the s:rmadule. In tais w
other —oaplaints concerning zny meter can bz read
the cc-rect Reader.

.
For sz=cific ameter readinc, tThe ameter real:r assignad shall
observe instructions givex 2a. reading meters tefore/afzter
certainn time, wmaking zoci'intment with coasuazrs before
readirc, getting keys for c=rtain preaises {rom cZaer places
etc. ’

Approach to Freamises

(1)

t2)”

(3)

(<)

82 punztual if previous zonzintment had de22a amac
Check “or any information ir Tne reading schezeles

w o
ot

. posizion

of e@azers, doas, etc.

0o ncT knock the coor ton l=:¢ or cr too lsng an= <hen using
the 2i2ctric bell, ¢o so sczringly.

Call out "Heter Reader ™ anz ideatify your self w=zx consuaer
is checkina on the caller.



(s)

{3)

Consupe- requests identificati-- before permitting e~z-v:-~

Iy carg.
card if consuamers’
~isfied and requests

&) -aduce Corporation iden

b) froduce Personal Identi
c<~sonnel etc is dissz
i{zsatification.

(3] 1% consumer reouires furI-sT assyrance. sugQes: T
z+:ne 487020 - 113 or 12 -iater fzading Divisiz-
(i) =
(1i) =
<) < Wwith consumer <.z~ The

ask consomer if it is save te =-zer If thers is dog z-z2zant.

Respect “or the consuszer’s precarty:-

(a) ®-=n invited to enter, clzce gate/door behind v:Io.

(b) Uus= designated paths w-=n approaching preziszs or
sazers:-

i) ¢z not jump fences.

ii) ¢z not cross new lawns o~ gardeas.

fii} ez not disturd flower bazs.

iv) ¢: only to the places whs-2 the geters zre loc: - do
nzc loiter in other pizces and arouse susp 6 OF
z-~noyance of the consuas;:.

v) ¢z not smoke inside the premises.

vi) ¢t not aanov pets - leave thea alone

vii} ¢t not reaove anything wichout permicsion eq. crzirs.

Raspect for the consuser’s sez fz] and celiqious trazizions -

Removai »f shoes.

CompoulszTy removal of shoes Isz -=ecessary before entz-ing:-

2) & wnuslie consuser’s houes

5) slzces of worship - Mosco=, Hindu and Buddhist z2nolas.
i~ other ca2ses, it is ge2=2-ally considered coursscus to

r=nove one's shoes:-

a) if shoss are wel and/or moddy.

b) :f coasuaer had recently «2ashed or polished the floors
2~3 staircases.

c) if floor is carpeled or esdensive items are lying on the
floor,

d) i hallway is us=d for siseping or prayers.

Y



zhe coasumer, dul zwvoic¢ this
reaoving your shz:zs bafore
cially if the requeszing party
iS>te in meter shezT Jor other

ezz:zrrassing situvation
baiIng asked to do so es>
z=>ens to Le a child,

o

RezZers to confora. -
(3) On rair: days remove vour rzi-zecat/umbrells enz 1 T
outsidz T=e door before ente toe house. This Iz 3

ng the consueer’s -ouws:z.

baing, z-cused of dirtying/dz

ive Reading of Heters._

(1) Read aii the meters in the schz

(2) If you c= not know the leccatic:
obtain cznsumer’s co-operation.

(3) Check tr= meter number and hous:s aumber before rezzing.

(4¢) Read the meters frca 2 svitablz distance.

(s) If the =lectric meter is too request a chair/s

(6) Be accurzte in reading the sstzrs

of the meters sez I{ you can

:adser,

(7) If wster glass is dirty, wizz if before reazg Where
possible zad where appropriate zZvise consueer tac 11y that
it will == of areat assistance I{ his meters are xz25 cleaa.

{8) Read ths 2eters even though (Sc-piy disconnected buz &=iar not
removed}! is shoun on ester shast. )

(9) Recoré your reading, reader’s nuaoecr and Gate oif -=acin
the met=- card. Replakte wits z new meter card iF thsr
acne or lost. -

(10) Repeat z:i door locked cases s= &s to avoid estimzz=d billing
of coasumers. ; )

(11) Where necessary use 2 torchlight to read aeters. Using of
ratches Is forbidden.

(12) If consumar wishes.to know the reading, oblige hia. Sut 2dvise
him th2T the readings a2re prinz=c on the bills eac wonth and
he ccelc use this fcr bis reference.

= ameter box door afte- readina.

V. Obstruction to Meters

A1)l obstruction to meters within znd outsice the premises and -=~Ich can be
rectified by the consumer, irrespective cf whether the obstrucztion has
been caused by the <consumer, should be Srought to his/her =otice and
ne/she be requested 10 remove the obstruction to facilitate reading.
Jact, tolerance anc ciscretion is required cf you here as the cc=sumer may
refuse or ignore your request but at the szme time better consuser/reader
understanding may 2iso develop if request for simple assistancs to remove
the obstruction is &=t by you.

When you come across an obstructed meter ycu, should:- -



(5}

-5 -

jnforem consua=- of difficulty in r2ading and requesi that the
obstruction be Temoved.

rendec assistz=ze if task is aot ties consuvaing or risky.

use judgement - if obstruction is of 2 small not fragite or valuable
nature, obtai~ permission and remove it yourself. zut if the
obstruction is large, {ragile or ewxzensive, request cohsumer to
reaove it.

it the obstruzzion is of a heavy - peraanent nature. draw the
consuaer’s atz=ation to it and request that h2 move iz, 17 he
refuses to coszly, infore hie that usil the odstruction is removed,
his consumptio~ may be estimated. Suggest gossibility of smaking
arrangements T= have aeter position cnangea.

if an electric meter box door is stucx:-

{a) infora consumer first - requesz consuaer to open The door or
obtain z=oroval to do it yourseif,

(b) suggest That consumer trim docr edgs or equip with handle.
This wii) benefit the consueer by elisinating estimatez
readincs. Explain 2lso the othar diszdvantages caused by the
obstrucTion:-

(i) OCzmage to meters.

{(1i) ©CiFficulty in changing szzars.

(ii1} Qisk of fire.

(iv) FReblaceaent cost of daszgad macers borne by conSumer.
(v) Estimated consumptions "Ezy result in high biil for the

pe~10d.

Consumer Reguests Assistance

-,
[
—r

Use youir judgement ~ help in shert, siaple tasks esgecially if

“this wiil make your work easier 2nd consumer sat is ied ec.

resoving minor obstructions.

Understznd what is required before assistinag.

(3) Politelw decline any tasks where accidents m2y occur That may
rescelt I= having blams attached to you e€3. where consumer
requests you to remove expensive or fraciie itea froa showcase
or shel® before reading meter, Explain to consumar that you
cannot —zke tha responsibility for aany accident thaz amay occur
2nd rec:-est consumer to do it kiaself.

(4) Politely decline any dangerous, improper or tia2 consuaing
tasks.

{s) In other cases, express regret:-

(a) Trzt you are not "qualified® te do such a task.

(b) T=zt unfortunately, 'you €O not have the time - that you
kzve an appointment to read other consuser's meters at
Tzl tise.

L6/-
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Vil Leaving the Fremises

(1) If consueer happens to be preseni, inform befor
premises.
(2} Close czte/door behind you - =5 not slaa.

th
1
I
[
<
.
Ed
w0
Iad
-
[

VIIl' Before leavine the reading area .

(1) Check wvsur reading once agzi-

{(z) Ensure zhat all the seters
have besn aissed.

(3) If metar has not been read €z«e sure that vou x:zva inserted
that 2-sropriate remarks:-

been read and nc zzter sheets

- 0ial 0irty, Glass broken, mezsr damaged
- door lccked e

- meter costrycted

- Panel window blur

- Cannot “5e traced.

FACED WITH A _"BAD DIJE~

The presence of dogs in the preaises are noted in the aster schadule @
(fierce) dog, etc. You are advxsed to exe'::5° caution znd ciszretion when
working in such prezises:

(2) Before entering the prezises, check meter sheet for icforeztion on
presence of <og. . .
(p) Check gate/csor for ‘Bewars of Dogs” sign.

A Consuaer js Present
(1) Hake vourself kaown - get tas consumers’ atteatisn.
(2) Before entering, 2sk consumer if he has 2 dog (if there is no

mentica of it in the meter sheet). If the coansumer had
acquired a dog make 2 note in The meter sheot.

(3) Ask ccrsumer if it is safe I< enter - point ouT =hat you are
a stranger to the dog and your unifora may =xcite zhe dog. 1t
there is a ‘dog warning’ ia The meter sheet, bu= the dog is
not ir sight ask the consumes vhere it is and if cecessary to
chain it.

(<) {f coasumer aaintains that his dog will not bite, use
judges=2nt as to entering .the premises. 1If stiil in doubt,
request consumer to kindly ccntrol the dog while vou read the
meter.

(s) If the dog is excited and consucer naintains thet it would not
be necessary to chain it, where appropriate exglzin with:-

e



-7 -

“1 czn read the meters, zut | 2@ afraicd ther my aind will be
on the teters as well z2s on The dog. 1 only hope you can
chzin the dog™.

(6) 1f zonsuaser fails to co-operzie or is unablz o control the
dog:-
(a; Suggest thit wvou -I1l azturn =r the dog h:is
been chained.
(b) Suogest that consussr cax be bilisd on zzzimated reading
and note in Reporl Zhe2e: and z-% vour exaeiner

of this.
(7) Oc¢ =ct command the dog «-2n a2 consuz2r is cTesent.

-
.

B. Consuaer is not Present

(1) Usz ciscretion when entzring premises whzrs consumer is noct
pressat. :

(2) Ii zthe meter is at ra2z- of preaises anc <czg free in the
bacryard, go to the fronT door end Kincly rec_=st that the ceg
bs controlled.

(3) if dcq definiteiy hindars
Exzziner who will look

C.  fpproaching the Oog
‘

(1) In geaeral, whea azpproaccning z dog, ignore ris.

(2) Haver show fear.

(3) A~y zpprozch should be.zzde =ith the aras z-d hands at the
sids, pales in. Raising —he zras in 2 treat == strike is poor
poiicy.

{4) Aliow the Jog to sniff tzck of hand. Nzver Tura the palem of
tha hand towards the dog.

(5) Tii 2 dog chargas with nead down an: tail low, he is aot
fosling, he is & dangerces arimal.

) To stop @ charging dog, ry zn order jnp
cozaanding voice, such zs ‘down’ or

(7) 1f = dog ic bent on bizing, asld out the
itez for his to bite anz continue to give

(8) waik slowly backwards.

“irm, clear and

sedule or other
-z fire coammand.

5. What to do when bitten by 2 consumer’s dog

(1) lanfora consumar that you have been bitzen t: =-is Jog and show
hic your wound.

(2) Do not arque or threate= consumer.

(3) Teiephone and infora Outy exasiner thzl you ~zave been bitten
by a dog. ’

...8/~



(4)
(s)
(O]

(7)

(e)

Call at the Staff Clinic, (HC).

Call at tz= nearest Police St2tion and report the Incident.
Collect z copy of the completisd fora from the <>ctor and
submit tc your Outy Examiner together with w~our sick
certifica== and schedule with aporcpriate remar>c writtea
in the Re=ort Sheet.

In case c¢c© a serious zttack cv cdogs and you ars caadble to
move, reciest consumer to makhe 2% emargeacy call ¢iziling 999
for an amc-ulance. .
00 not ==k for any compa:
Examiners.

DIFFICULT CONSUHERS

Tack, discretion, toi=iance and patiencz Is required when har zling such
consumers.
- uttered just for the s-erpose of aanoying To2 Reader. A differe=t approzch
is required in each c=ss and soaz of ths zoemcn types of cosclaints and
the approach which.cZuld be used in each situation is given tzliow:-

1.

(1
(2)
3N
(4)
(s)
(6
(7N
(8)
«9)
(20)
(1)

(12)

Consumers” complaints may be ¢f various typss and ssae m2y de

Xnown® Complziner:-

Take all precautions aad follox 21l the ruies of gz coaseas
courtesy. Do not annoy th2 csasuasr by doing o cz2ying an
rash thimgs. . .
Follow irstructions in eeter sheet 17 any are qgi-
Knock thz door; idantity ycurs t

enter. . .

Close ti= gate anc/or door S2hind you znd use dJdesignated
paths. i

Remove smoes if instructions zre givea in meter sheet cor if
told by consuamer.

0o not swoke in the premises.

Request oarmission to read Tnz meters.

Carry ox in a quick efficiea:z manner.

If quesc-loned, answer simpic service aqueries; rafer wmore
complex wmatters to approprizte departaznis.

Remain czla and pleasant - &2 not arcgie.

Go direc=T to the place where c=ters are located ¢z not loiter
in -otha- places and arous= suspicion or annovzace of tins
consumer _

As stat=2 earlier, when leaving, closs gate 2nd/or c¢oor behind
you - c= not slam.

“ A

{or pa-amissioa to

(1]
-
oh
o
<
v
1=

Complaint of entering presmises without permission

(1)
(2)

Apologise!
Check imstruction in eeter sheet. if none is giva~, record it
in the =heet.

.../



Complaint of botheration

Rut if consumer complains about czing botheres for

-eission,

cz
explain that you zre not permittec <o enter 2ay premiszs «ithout

gatting consumer’s zpproval.

Coaplaint of reazding too fast or from too oreat 2 Sistances

{1} &pologise :i=mnsdjately

(2) Step up c.oser &nd read meter ..

(2) if there it 2 rezson for ao: ng able o ger ¢izze to
ceter eg. ssas odstruction, e.zizin to coasuazr.

(<) 1f meter ic ohstructed preverziag you froe getticg
request coasuaar to remove {t.

(5) Chack, than if necessary, veri®. the reading to thz :IZasuase.
(6) Reassure consumac 2s to accurecy of readings.
(7) Coaaent o Treining and experiznis which enedles yi. tTo read
. auickly aaz ¥roa @ reasonable cistance.
(8) Hake a nzczetion in the Resz.ori Shzet that co-zoezr s
particular zbout the reading cistence and spes2d cof -s:=ding.

Consuser abuses vou or the SESCo -

(1) tisten carefully - decide if consueer is joking orF

(2) 1f complaint is genuine eg. zoout meter readings
bills, osrovids explanatior cr refer to 2
dapartments. |

(3) tteapt te change tonic of cormwersation.

(<} 17 consuamzr is rude or remarks zre intend2d to anal:

(a) ignore remarks

(b) do not argue or retalizza - be patient 2nd giszsan

(¢) reac veters in quick, =7 cient mannsr and Lazve
precises before any incizeats occur,

{<) if consumer obstructs azzer, jeave tnz praznises
repcrt to your Examiner._

i
N

COHPLAINT OF ‘HIGH 8ILL’ C e

2} Listen to complaint,

i{d) Ask cuestions for your c.~ cizrificationr: a3 2.0 as
consuzars - ask if consca=r knows of aay reasz- Tor
high ceasumptions.

(c) Expliain obvious causes:-

(i) aacounts “adjustec due to uncer-estis
orevious month(c). Readings are estiazzed
o:-

...10/-
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sremises being inaccessionle,

Si-monthly reading

odstruction of ameters,

ceter dial sweating,

difficulty in locating ==ters,

the account being 2 ne= one Tor which timz
is required to process The amerter sheats

zad arranging thee in the schedule in wel-Ing
arder before actuz! -rzzgings ars takes. oinar
reasons.

The esticates are »dzs2Z {by coa

zverage of the consuxzrs” previous ¢ r
ca the standard avarege or the tyvpe oi [-=aisa:
in the casz of nev services.

{i Zxtra days in readinz zoath.
(i Longar billing pericc ba2causs of holicavz.
(ivi Electric leakage.
(d) Othz- cases-for increases i
(i3 Due to faulty smeters
(ii: additional appliancas
(iiZ! Extra people ia th2 hrous2
{iv} Festive occasions
(vi Change in rates - c¢oaestic o commarciai.
(vi} Hot weathar. - !
(e) i cosasumer is dissatisfiac ,with your ex
sugz2st that ke contacts, tieter Rz2adar sugervisor
Her. (CS) Telephone no. <82020 extension 112 c- 2
cail personally at service counters of Kuchingc
Office or Custoamer Service Centre, Kucning Plazz=.
(f) Excizin that there are eaoloyees in Heter ==sad
Division who may be able to o"fer batter expiz-=tica.
(q) Here ¢ note in the MHeter Snzel.

HAKING £ ‘GRACEFUL’ EXIT

(a) A casuz! conversation with a cossumer (not a

interest in subjec:z, oroblems or requesz - bs
listener.

™

cood judgement in dirsciing the conversea: a
Teous cloce. Mait for 2a opening or tne -15 2
thoucht, then excuse yours=1lf in a courteous I=aner:-

I should be getting aloag fou..... .
"1 Tust be on My way.......



iike to coeplete my wark
rain (ii cloudy d¢ev}~
e an appointeent in The

“Well, ! zust bs going, I1°¢
before I'm czucht in the
I almcsz forgort, I hav
neighbournhood™.

(b) An invitation

(i) “1ve tea ei¢) thank.”

(iiy 1 oal zgo for coiffes, t-z-v
vou.”

(1ii) “Thaaks, late <3 [ should -:z:3p

Do not loiter in the censumer’s prasises after having reac :Ine
@aters. Undesi-adle ruaours ané ciccumstances may result.
Reazaber:-

.
(3]
~

(i) Consider =hat the cther person &2y think ie.

naighbour =50 cae't u’it to : tha consymer’s hus
about the =xtrz ties
t

‘after having read he neters.

(ii) Also comszicer the nsighdour w»2o might insist that
meter rezcer is wasting his tTime and allege that this
accounts for why thay read 23T and also the reason Tor
the high wills.

(iii) also tha poteatizi chargas tc & t-r readars if consus
blame thaz for any e eissing veiuzables or damage to o
personal sropsariy. .
9. CONZIHER QUERIES

1 Coamon Cyecies

(a) why a2 d
(8 dhy a ¢

- «2n 22zn eonth? .
T c2v eazh month?

(%) Cifferent Han

(1) Jo know =51 gcnadules and working arsas.

(2)° Eaqualizazion o:’ work load cue To varyiag length: of
routes a=< ‘h:;vy' and 'light” reading areas.

{3) 7o avoi¢ continvation of rezcing ecrrors which cou

possibly octcur i:’ neters are read by same man. €2
datecticn of errors benefits both the consumer and
Corporatica.

() Rotation works as a check oa tha efficiency of Th
Readers - keeps errors and other reasons for non~reacin
of meters to 2 siniaua.




(s) Srevents consumers fros becoming hostils towards &
sarticular Reader eg. if consumers belisve that the
increase in their bills is due to the reacer’s error.

(¢) Sifficulties may be mcre readily noticed by a different
Seader not usad to & location.

(73 Increase in th2 nuaber of accounts and so in thz numbzr
of schedules. it takes a Read2r a2 loager z:riod now tJ
72ad in th2- same arez :zzain.

(E) -Different Dav

gxoizia the so-a_v rezding zycie which can de zifecte

{
(
(
(

d by:-

1) usekends and holidavs
2) Cifference in lenaths of eonths.
3) Iincrease in schadules cue to n2w account
<) sanpower 2ifected by vication lezve, sick i2ave, etc.
o i )
< consuesr contact r2tzr Readin
I3 ext. 113 or 140 {for 2xact readin

ag
II. Service Quaries and how to direct thea

(&) Service Queries .

{1) Can | have @y aster e2vad cutsicefiasice? ..

(2) ¥hy is ay a=zter so acisy? !

(3} tiv aeter aust de runaing too fast.

(¢} Thare sust b2 something wrong with ey eegsr.

(s) 1 ae vacatiag socn anc i waat ey supplies cut oif and &y
bill settled.

(¢) when are you readin

{(1n Why is ey bili so

(8) 1 waant separates we

me

Listen carefully to °

o2t the facts straigt efore oifering ex=lanations.
Assist for answer c! y = &2 trie{ and zo the point.
1f in doudt, refer ccasuasr tc appropriaze departm2ails
in the Corporatica.

6e 2accurate iIn  <civisg iaformation 2nd aakiag
referrals.

cdetzils of gquery -

YA
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10. HETER READER'S REPORT

<ou encounter ia
zxrt Sheet to be
1hzdule cheet a:
.2ter sheat for
eiore the nex:t

keports can
other aattlers

Ycu are requi
your work in the FHzlar Rz
attached to schedule (D2 o
it is net -practicad
follow-up action).
Rezdar encounters
be of twd types -~ &
related to their work.

Led

Your duty examiner wii
submitted to the raizs

i 29
;ant Sactions

<

(&) Concerning Haters:-

1} dials =1

2} sster ¢ 7o

33 dials z &

¢) seter vzit. )

s) ester issing,

&) seter dasaged or eis

7) gater ra2maved, chiag

3} naw malters installed

%} aeter shzet , indica byt &ztar
registaring.

18) reading abnor=zl iz. high, szatic or reversing.

11) aeters installed Hiaoh ez. zlectric or located I= sisep slop e:.

water.
12) aster carnot b2 tracec. i

i pravious Moter Reacar nad reported so
but vou are able to trace, toza make & note of Tnz location so that
the infcrmatica coulsd b prezerly transcribes i tha zocronriate
seter she2t for othsr R2aders” information.

13) arter complezsc one revelutiza of is returning 2z Is=ie o ‘furaiag
over’ each or every eaazn e.g. aester Trippac.

12} discrenzncy in soter auvaser or readiang.
nater le 2

15) nater ob rnad besn
approzch

i7) Irregula . 00 Mo

0ISCUss
18) Unsafe & wiri
19) Unauthorised supp
20) veter Jamaxed (sea
staying in.
21) no card bin.

extensizn from one house tec zoot
reading as pravious moatn) ea

... le/-
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(8} Other matters concerning work
(1) Kousz door o g:ite Jocked - s2tars att read
(2) Hous: wvacant - meters nat read, reztings €12TiC, m2Ter: removac,
etc.
{3) Ocas §22 - COoAsum? or
uns trcl thz dogs
(4)y d in vxiking o
{ [ Zue T2 heavy ~zin pus:
[ helps nol oaly to cut glsa
3 nsuasrs coasizinin _ziag thz
r estimates.
(8 s housz nuabers changzs.
(n. for trade but rate chazr-ged is domestic.
(3) Cosplaints frcs coasumars - high cens_mptios, etc.
g of resarts in the schadule or report sheec during working niu=3 sdsuic
z2 done in public places eg. coffesshops, rzsctaurants, e2ic as this zay give
an a~ronzous ispression ¢o <ha pudlic that you ars iaserting fictionm: -eadings,
etc.
ii. ACCEPTENCE QF GIFTS AND RZWARDS ;
You cav, during the courss ©f vour wsrk, cce2 &5~Css si where
mav wish to reward you for your help or offer you $ifis fes
He may zlso atteeol bribary to prevent vou from cznort ega
sugpiies or vsing his prezises for tradz While czving rat
if tTna gift {s offered a3 & reward fcr help or <
Rezdar should golitely refrain froa accepting i arrz >
consumar. This should alsc n2 thz case if dribary is latended. 8ut as 2 furcher
szet zr {or &ay npecassacy zotian 1o
“e




