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STOMER IS OUR HERO - Introducing SATC
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According To Cambridge Dictinary

> Customer is a person who buys goods or service -

- In PTG there are two types of customer ;
1. Public 2. Representatives from Legal Firm

> Hero - a person who is admired for having done
something very brave or having achieved

something




- All'customers queue upin one
counterto get the queue ticket.

- No separation of .counters

- Iless chairs in'waiting area as there /

were more space for table and w 4 |
chair for writing and filling up

forms.




Io° Lesswaiting time

II. " Lessresponse/senvice time

[IIl Productive/efficient:counters
Vi Feed back corner.

V. Amore reliable gueue system § || i
VI Longer service hours | |

VI Drinking water station and place
1OWorkK

Vill:More assistance regarding | = e . |
procedures |




Intfroduction” ofif GQMS' and

Qo5 system (2014)

Infroduction of SATE (2016) i
More chairs and ;i i
enhancement: of: counter,
outiook l”
Audio; Visual and' LED! info urusan i
display. el i+3.00 petang (|
Free watersiation y J Jw
Economical wiitingispace B - @
Rermanents  Counter:  for; <




Self Access

licketing I

Counter -

The Remed)y/ jor . .
Custeinmers -
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WHAT IS SATC

 This system is solely initiated and
innovated from PTG with the
coordination of existing Queue
management System (QMS). The
system uses ‘FingerTec’ application
for door access incorporated into
QMS
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SUPPORT

* Bar counclil through engagement

* Upper Management — through
preparation of budget

» Vendor seeking for permission to
supply system

* MAMPU - study on impact



ACHIEVEMENT

Recognized as the only counter integrating QMS, QoS
and SATC in counters.

JKPTG appreciation to Express Service(Transaction on Title
Transfer within two hours) - achieving 100% for more than
3 years

MAMPU recognized SATC by allowing the counter to keep
on using the existing system without changing to e-rating
system ( The only Department given exemption in Perak)

2015 - Feasibility study done to accommodate the system
in all government counters in Malaysia.
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BEFORE
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2. RELEVANCE OF SATC
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3.STRATEGIC PROCESS

The main objective of revenue Section of PTG is to collect revenue while
improving its service to increase the efficiency of its staff. We believe a
strategic process is the answer as strategy formulation becomes elitist
activity separated from implimentation. (Hamel,G and Prehald, C.K) /

Submission of form
Verification from
Legal Firm

Monitoring and
Follow Up Process

Evaluation Process

Signing of Agreement

and Code of Conduct

Preparation and
Distribution of
Authorisation Card

System Enhancement
( Face Scanning) and
Firm Code in Tickets




4. EFFECTIVENESS J\

1. Reduction in number of complaints

The number of complaints were able to be reduced from 5

complaints (2014) to 2 complaints in 2015 and zero
complaints in 2016

2. Increse in Quality of Service Rating

From 93% in 2013 before the usage of QMS to 4.78/5.00
(95.6 %) in 2014. It kept on increasing to 4.79 (95.8%) in
the year 2015 and to 4.81 / 5.00 (96.2%) in 2016

3. Increse in Response Time

The waiting time to receive service managed to be
reduced from 4 minutes 6 seconds (2014) to 4 minutes 1
second (2015) and 3 minutes 22 seconds in 2016




ALITY OF SERVICE
RATING
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WAITING TIME

“QMS Rating”-RESPONSE TIME AND
TRANSACTION DURATION 2014

- RESPONSE TIME,  Mts

" TRANSACTION

DURATION

Average Service
Time per
Transaction

STOMER AVERAGE

“Qms Rating” — RESPONSE TIME AND
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Time per
Transaction

)




STOMER AVERAGE
WAITING TIME

“QMS RATING” - RESPONSE TIME AND

- TRANSACTION DURATION 2016
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Number of customer served

2014 2015 2016

4. Increse in number of customers served

Total of customers served increased from 117,987 (2014) to
128,015 (2015) and steadily increased to 135,765 in



Revenue (RM)

93
92
91
90
89
88
87
86
85
84

2014 2015 2016

5. Increase in Revenue Collection

* Total Revenue collection amounted RM87.1 million in 2014
and increased to RM?1.3 million in 2015 before creating @
record breaking collection of RM108.4million in 2016.
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5. RECOGNITION

1. SATC is the first ever system integrating QMS with
door access system to enhance customer service.
PTG have played its role by designing the system

that is in need to serve its customers effectively

2. The system appreciated by the gadget supplier

thus seeking approval to be used in other

counters .
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T
34 (Ground Floor), Medan Istana 1, Bandar Ipoh Raya, S
30000 tnah, Perak Darul Ridruan Bkl LR, ool LN g
[
EatdAmtect mace 1 . ; . e-mail: sales@datatrend.com.my N
Ea s« Tel No: 05-2550222 (2 lines) Fax No: 05-2538387 pelooie: wavms datalrrsd coun vy ;
DCSB/3776/GCTC/2015
12 January 2015
PEJABAT TANAH DAN GALIAN

Bangunan Sri Perak Darul Ridzuan
Jalan Panglima Bukit Gantang Wahab
Perak Darul Ridzuan P
Tel : 05-209 5800  Fax: 05-255 4134

Email: sivanesan@perak.gov.my g

0

ATTENTION: EN G. SIVANESAN (H/P: 016-531 4139) 2

g

Dear Sirs, .

»

RE: INTEGRATION OF QUEUE MANAGEMENT SYSTEM (QMS) WITH DOOR ACCES 2

CONTROL SYSTEM FOR RUNNERS Z

Thank you for your recent order which have been awarded to us for the above subject, ks

L B B &R B N B B N §B N B N8 N B N § N B B N N | LR N ] ;

I we indeed feel proud for the idea initiated by you on the above subject which we have an || e

J| opportunity to work closely with your office and implemented the above system successfully at 1 r

end of December 2014, 3

We further wish to inform that this is the first such project which we have carried out for r%

integration of QMS with Door Access Control System. 5

Should we have any potential customers in the above similar system, we will consider to g

propose this to them and we hope to have your kind consent to visit your site for the said »

system. 5

m

Thank you, ;
Yours faithfully

DATATREND COMPUTER SDN BHD

af Te
Fax: 05-2538287 =~

HUDSON HAH )
Managing Director

(

« WILSASD . SWILEAS 88300V HOOO
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ATT : NESAN (H/P: 016-531 41 2

g
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Dear Sirs, 0

»

RE: INTEGRATION OF QUEUE MANAGEMENT SYSTEM (QMS) WITH DOOR ACCESS E

CONTROL SYSTEM FOR RUNNERS Z

Thank you for your recent order which have been awarded to us for the above subject. ks

<

We indeed feel proud for the idea initiated by you on the above subject which we haye an §

opportunity to work closely with your office and implemented the above system successfilly at r

end of December 2014, 3

-

We further wish to inform that this is the first such project which we have carriegf out for r%

integration of QMS with Door Access Control System. »

r----------------------- N . a

Should we have any potential customers in the above similar system, we will consider to | z

| propose this to them and we hope to have your kind consent to visit your site for the said | 3

system.

Thank you, :

Yours faithfully

DATATREND COMPUTER SDN BHD

af Te
Fax: 05-2538287 f~

HUDSON HAH )
Managing Director
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6. OUTCOME j

SATC succeeded in sustaining the role as the main
contributor of revenue collection in the state. PTG
have achieved best ever collection in the year
2016 and receive a couple of recognition. The
system is now being recognised in most of the
District Land Office and our achievement is set to

be bench mark for other states in Malaysia.



CONCLUSION

SATC is system derived from the intention to enhance the delivery system

and uplift the needs of customers by improving customer service. The
service oriented office will never be free from receiving complaints and
comments but the positive approach will turn complaints as opportunity to
improve service. PTG accepted all the comments and taken a big role by
transforming the complaints and challenge to eradicate negative thoughts on
complaints by thanking our customers who complain and comment.
Complaints have given us opportunity to improve our delivery system and
that is why we name our success by noting “Customer is Our Hero’. This is
merely because they are the ones who urge us to improve and keep us

moving to achieve so much success.






