CHAPTER 4 T
CASE STUDY 3 q
OPERATIONS MANAGEMENT MODULE A
INNOVATION IN ADMINISTRATIVE PROCEDURES: REGI TION
PROCESS FOR NEW STUDENT INTAKE\,
L g
4.1 Preamble .'\d

"AY
The third applied research case will be dealin the gperati ni s&é@. For

of Q% acti@g that can

: X
ng the over rformance of

USIM, and being a service-oriented provider, t

be investigated that provide the original intent of i

the universities are many. But the re\&ahst be se (\@ﬁn the constraints
experienced), and yet contribute s@Bcantly \he\ ri a:é’ntention. Operational
N

activities in USIM ranges withi ree rﬂajor eas of@caiemic activities namely,

ive

teaching, research and advi mddii 0 neeﬁ‘efficiency in managing all of

them. A very critical ent is the Handli f the students and the 10,000
s $ &
\so on

p f a university population. The intake

of about 2,400-2,600 hew s '
doneinaw &@ efficientl aéig@ lenge and need to be addressed. This is the
@v NN
focus 0% case fe ,@md w&e deliberated further.
% 4
{
4; \wtroduction
Q In selecting the appropriate operational process in USIM for the applied research,
e

re were others that were given consideration too especially those linked to the three

(3) core activities of the university.
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There are about hundreds of teaching activities in all with their respective process
and procedures related to each programme, faculties and lecturers. Then there
various research activities starting from the grant application process. T%@Ue 75
grants application process in year 2018 and up to the final report submﬂ%/vhlch can

also be looked into. The advisory activities are another set that anilable for

considerations. But all these are quite unique on their own and doing/applied research
iny the

on solving the problems encountered are not possible 'time constraint

Y.

Furthermore, tackling the registration process h eral other valid 'ea_s&%such

as. T ‘. Y'
ra and fﬁ)le

a. the process starts and finish withi tim

allocated for this study.

b. the number of students affected ge w% e a{Qpact on the public

perception (students, pare take 0 uug@ s1ty s efficiency,

c. good for publicimage A%
d. cutting the time tak b alf i de \h and will save time, finance
N
and many other so ces b o <</

O

e. numbers @m ‘saffs invol s it creates too massive crowds and
AN
i Y

@ 2 C,)

int f logisticand venue of the event.
4

m WFuch Qused the cost expenditure.

~
S
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4.2.1 Issues and Project Brief

USIM receives new students to pursue their studies at the Undergraduan
every year. As of March 2018, there are 9 Faculties in USIM and offers ﬁﬂ\es in
social sciences, science, engineering, architecture, medical and dentistry. ally, the
result for admission to all public universities will be announced b he Ministry of
Higher Education during the month of August, approximately?g eeks before the

New students’ intake registration process is one e sMpt modus

Y
operandi in every university including USIM. Eve arpuUSIM recei Jn ge of
2,400-2,800 new students for undergraduate pr?ﬁvwes.{@ f reg&vring new

\ o

or c@t&s within the

registration day which will be held in September every yea

university. From the new students’ p N W, their r trati@s only to let them

A

know that they have been acce pte dy at th &n the other hand, the
0
registration process will enabl versity’s a fflls%&f? to keep track the record

up to date on the number of thathave ac epted offerforadmlssmnto USIM.
! \}
v/’

4.2.2 Probleml ific at% %

New stud > intake cin pr@%’ is one of the most important operations
activities i niversity=in U(fn%L_J,SIM Nevertheless, there have been umpteen
complan&he sfurﬁa? are Tgnd guardians that the registration processes were

icient and too time oo\ mlng

Qo

is issue has been highlighted by the University’s Management with regards to
urrent process of registration for the new students. Therefore, the processes of
nalysing the problems mentioned to be undertaken will go through various steps as

listed below:
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a. Map and draw the current registration process from the beginning to the end.

b. Draw and label all steps in sequence plus the time taken for each and the T
of personnel and equipment involved for each. q

c. The chart/ map will be in two (2) version, a simple and a comp ail chart.

d. ldentify appropriate tools that are effective in trying to achievéghe objective of
the research (through literature search and use of correcwodology for the
analysis). '

e. To get relevant data that are available for the var steps aWtive files)

opinion.

O

What has been practised, the inf t%y ld &;&% USIM’s Division of
Academic Management, whch gatek r fort e@aﬂon process, USIM will
NS
m

ail-tising the domestic mail called

send the offer letter to sel andidates
| S
Poslaju. The adminlstr |on eam wil rd ﬂ;@)se and update the total number of

students that reg| re the day of the reg ion at USIM.

\
The ge w o the curgen ﬂre@;%ratlon process is demonstrated in Table 4.1
and the de SS aylt S éadshown in Figure 4.1. In general, there are ten
Stu

(10)(1&3&@5 that dent vvgra d have to go through to complete the registration
praces s simplified vers@?q? as shown in Table 4.1.
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Table 4.1: Registration Process Steps

Steps Description Ideal Time Staffgl-
Duration Involm
(in Minutes) co
Per Student
A Document checking 2 mins. ‘%
B  Photo shoot for student card
C  Submission of bank slip representment

O

— I O mm

as evidence of payment for registration
and tuition fee

Course registration and class
timetabling issuance

Submission of medical report
Residential college registration
Orientation kit distribution
Issuance of student card

Purchase of USIM’s corporate shirt

and tie
Email and student’s portal regist N
Total

216



NEW INTAKE STUDENTREGISTRATION PROCESS (LAYOUT)
VENUE : DEWAN TUANKU CANSELOR
ACADEMIC SESSION 2017/2018

Residential
College

- Registration

D Course Registration = 2 min(P)
3 min{w)
4 2 min (P) F=2+43 mins= 5 min
E=2min
Distribution
g 3 - of Taaruf Kit
Waiting Area s 2 ]
S min(P) ; ¢ mfn (P)
5 min{W) g s

G=2+3 mins=5 min

m

D=5+5 mins= 10 min

Fees

4+5 mins= 9 min,
Waitin
g Area

C Payment e.': §
c € 2 min (P)
EEY 3 min(W)
> J g H=4+3 mins= 7 min
Dl
c~El®o UsiM
B Photo ID == 5 % 3 Koperasi
2E% |2 (COOP)
£ E £
u-'s < = S min(P)
L 1 o <« 2 min{W)
‘ 1=5+2 mins= 7 min
L =
= = b iStudent &
S < Email
= Registration
7 min (P)
s 2 min{W)
S v 1=7+2 mins=9min O
V— g‘ Notebook used : 67 Pleces N E
- gg €  Staffs Invoived : 100 Person :
" Document c €% Scan offer letter i
- Check EEQ
NG <

/" START (W)-waiting time)=33 mins

Scan offer letter (P)- Processing Time= 36 mins

- v
h l Souree: D'lvitijz)ﬁof Academic Management of USIM (2018)
Fig% & Lay 9u (Fleor Pla \d Flow of Current Registration Process for

b 4 New Student Intake
)
NS
;w the registration process, the new students need to undergo all the steps/
C

esses as illustrated in Figure 4.1. There are ten (10) counters (Counter A to
ounter J), the students need to go through to complete the registration process.

Normally, a total number of 100 staffs will be on duty for the registration process. The
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staffs would have been divided and located accordingly. There will be 5 staffs at
Counter A, 5 staffs will be at Counter B, 10 staffs at Counter C, 25 staffs at Co ,
another 5 staffs at Counter E, 10 staffs at Counter F, 10 staffs at Counter &:t
Counter H, 10 staffs at Counter | and 10 staffs at Counter J. The co tarts with

Counter A and end up at Counter J.

be rescanned at Counter J to record the complete
student. At this point (Counter A), relevy®
staff to verify the details of the studentsw
The students need to queue accor@b«
the process to ensure and verime stdKent i ive correct offer letter
sent to them based on thei ;ulb/ and%?B seg:;%time calculated by the
(7]
t

4]

IT Department, this p@o%min&’e&) be completed for each
student. The queue ?ﬂr Wa’ing : fro \student to another counter is
about 3 to 5 minutes pendimﬁl‘&r%\?r}ess of the process. The takt time
or comple@&ss at l:oun Ais hly about 7 minutes per student. The
stude Nhen move t:ld nsééu}ase, which is Counter B.
b. Cm@s a place for the ?‘6 shoot for the ID card (student card). Before
@ﬁto IS taﬂe\ﬂ%; stan-on duty, they need to queue and wait at the waiting

N
\ for about 3t0 5 mmes before undergoing the process.

B

‘% The duration taken to complete the process is about 4 minutes for each student,
0 which indicates that the takt time for the process is about 7-9 minutes per

student. Next, they will move to Counter C (Bursar Counter).
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c. Counter C is, where the students need to show and submit the proof of payment
(bank slip presentment) to verify that payment has been made to the univ?&s
account for the university’s registration and tuition fees via online @cted
in the offer letter posted to them. If they have not done so, the 0 pay the
fees before they can proceed to the next counter (Counw for course
registration. This process should be completed in a omNinutes for each
student without considering the waiting time for the bK:o e. Itis believed
that the waiting time is between 3 to 5 minutes pemstuden ‘\d‘

d. Counter D is for the course registration and ¢ imetabling. tﬂis@t, the
students need to show their offer letter agai e staffs foQ/FE'issuance

(cou@;{;nd Faculty.
ic @%cript, certificates

r)@idually in a hard bind

N
file. Normally, the proc ake &h ave ge of &iﬁ?nutes for each student to

of timetable according to their respective progtam
The students need also to submit, their/details, a

to the staff to be inserted in ﬁ%rsonal S tfile

>

the waiting ar ianubsequently, the students will

'3
proceed to QR . \ (f}’

dto scxérﬁt their medical report to the university’s

\p &
be completed. Waiting time is I Ximately i@e range of 3 to 5 minutes at
t t cessl beg

@D
2
O
by

@ d take only a couple of minutes for each

N
@Nill be Counter F.
X

tudents need to wait for a while at the waiting area as the staffs need to sort out

QE the student’s name from the list of registered students to get their room key from
the Student Housing Centre. Normally, this process will take about 3 minutes

for each student. Then, they will move to Counter G.
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g. Counter G is the place for the distribution of orientation (Taaruf) kit by the
Student Affairs Department (HEP). The students will receive a bag pacw
contains the schedule for the orientation days, tentative programrr(s}s&other
leaflets related to the students’ rules and regulation. This proc&kk about 2

minutes. Next, they will proceed to Counter H. ?

h. At Counter H, will be the issuance of the student ID car d It take about 2 to

4 minutes per student to collect their ID card. Next, zll prTceed to Counter
l.

ate shi tie. .@T process

e Cﬁh t actlo@ occurs here
where the students need to pur& :t5>se items sh o@‘Fmally, they will

proceed to Counter J. ? A

J- At Counter J is for regl%:fﬁcﬁ uni r&lty’@a” and student’s portal.
A &
i Wi mi

Normally this proc tak, r:u%@per student to complete the
process. z ( 0’

Loy
Based on \Nate @amts &%’n the stakeholders, the University’s

N
Management s ruc d for swsu eresolved. Therefore, there is a need for
0

Aé

whereby the students purchase USIM’

takes about 5 minutes for each stu as

the study gate e r of the registration for new students prior to
its in | s and issues bghln

solve this issue, a s'fece'r‘mg committee has been set up for this purpose which

Deputy Vice Chancellor (Academic & International) as the advisor, Head

oademic Management Division of USIM as the Chairman and the rest of the

committee were from IT Department (Goal-ITQAN), Bursar Department, Student
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Affairs Department, Student Housing Centre and Division of Academic Management.
The purpose of the discussion is to get a clear picture on the entire registration ?5
The issues discussed mainly on the operational aspects which pertaining t@cess
itself, logistic preparation, expenses incurred, duration for each count tudent as

the time was recorded by IT Department every year during the registration process,

equipment needed, total number of staffs involved, rental of bqsempment, cost and

These inputs are vital and needed for the study to c out itr’h'dg#)lution for
(3

pr@‘zr.ther

expenditure incurred.

this problem. As a result, the discussion disc opportuniti

improvements in creating greater value for bot

From the discussion, the identified i

a. Registration Process \ O
\ A&
The flow of the registration4aroce w%s ex. resent, there were ten
e&d

o
(10) counters and steps Wer& to M th:?&stration process for new
students as illustrated in Figv.'l. ’ N

b. Time ConsumhK
The regis@roc
3 [ ]

students and ans. The s

[72]

e ce@aming as complaints received from the

&%Fé not being informed by the University the

precise '%%ometf tthe ist \n. It was only stated in the offer letter that the
n

4
registras' me is from 9.00 aw 4.00 pm. It is a waste of time and not efficient for
N

t Nnts which they had to come as early as possible, thinking of avoiding queues.

S
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c. Time Duration

Every year, during the registration process, the time duration taken by the s?ﬂs
will be recorded by USIM’s IT Department. Based on the time duration @d by
USIM’s IT Department during the previous registration process sessioff; itghas shown
that the bottleneck of the process was due to the waiting time fromfone counter to
another. The actual or ideal time duration taken is approximately 36 minutes per student
to complete the entire processes. But, due to the transportati e Ynovement from
one counter to another), waiting time and queue at eac ter, the W&i taken by
the student can reach up to 56-71 minutes to be comp er student, | czﬁ @Yl;ker

if the flow is smoother which mostly aﬁected?w queue' stu@’,&~ and the

waiting time to go from one counter to aque. Thanval 1 tim@&c.)mplete the
process from one counter to another a% :rdaj by the s wa@koximately 1to5

minutes per student as tabulated in %4.2. \? ,<\
N

@
q
Table 4.2: Ti %ﬂeﬂe}egi@l Process
) N
Counter Proces Waiti
Idgal _Ti

& Tin@om One Counter To Another
[
S)

0. (in Minutes)

A 0 3-5 mins.
B % 3-5 mins.
C & 3-5 mins.
D \ 5 mins. (,) 3-5 mins.
E 2min " (_} 1-2 mins.
F Q’ in \x\\ 1-2 mins.
G% & oo sf Y_ 1-2 mins.
& 2 mins. (.)\’ 2-4 mins.
\ 5 mins. ™, 1-2 mins.

7 mins. 2-3 mins.

al 36 minutes 20-35 minutes

0% Source: Goal-ITQAN USIM (2018)
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However, the total time taken by the students to complete the registration process
was varied. The recorded time obtained by deducting the time of barcode scarw
able

counter J with the initial scan time at counter A. These data are tabulate@

4.3 and Figure 4.2 respectively. Meanwhile, Figure 4.3 shown the ¢ ison on the

ideal time taken compared to the actual time taken by the students Q pr'evious year

Time frame um P ad
30-40 minutes 28 ' C-}'
41- 50 minutes 150 Y:\

{3 Y

51-60 minutes
61-70 minutes Vi \584 ! X

registration process.

71- 80 minutes

81-90 minutes \%

91-100 minutes

101-110 minutes 535,
Total _ 40’@dents
b omwe(:(/@al-ﬁQAN USIM (2018)
A

)
Ti istration
600 /& %
% 535
500 ‘\ 454
£ & 382
% 400 \‘,
1)
& 300 (—‘)
E %
)
&y
100
28
0 - BN ] - | 1
30-40 41-50 51-60 61-70 71-80 81-90 91-100 101-110
minutes minutes minutes minutes minutes minutes minutes  minutes
0 Time Frame
Source: GOAL- ITQAN USIM (2018)

Figure 4.2: Time Duration for New Students’ Registration
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Ideal Time Taken by the Students to Actual Time Taken by the
Complete the Registration Process Students to Complete the
Based on Time Recorded Registration Process
8 . 20 "
7 =

[«b]
£
I—
2
7 m A Counter =~ 1415 4
g 15
= ® B Counter =5 *
= = C Counter s 7 v 7
S c
35 m D Counter g: 5 23 &
[y
.g 4 m E Counter a h
S F Count e 0 b
® F Counter =
A3 = ter
@ B G Counter
E=p)
= m H Counter m A Counter nter -': Counter
1 m | Counter m D Coun E Counter C er
0 m ] Counter = G Qeunter = H Coufiter te® ‘:""
Counter nich) ' _\C-}
Sourge: L- ITQAN USIM (2018)

W)
Figure 4.3: Ideal Time vs Actual Tim Stud@
|NVO
&

Complete the P%
d. Course registration \ O
The course registration %ied \ hélegistration day. The
o Z
I

f

administrator team of the rele\h\ vision-¢id not et'hﬁgﬂmetable and subjects that
ir figst)yea

will be taken by the stude ing t’e
li

’Y‘ r@study even though it is much
e
easier to be scheduled %anged ea vej‘hgé inistrator. This has not been the

case where the co&}hqistratibn\nly aépj'ace during the registration day. This

creates time w d in‘g
n Q

especially dents ne qu@up and wait for their turn to register for the
j ir

course cbaccordin

d
N

epis@ process in terms of time consuming
s

ammes and respective faculty.

N
\c.,
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e. Organized During Weekends and Work Force Involvement
The registration day is held during the weekends. This incurred waste in t?!ﬂ
the involvement of the workforce during weekends where there are about n\dred
(100) personnel involved during the registration day. Financial expensl* incurred

during the day since overtime is paid to eligible employees. The university had to pay

for an extra overtime allowance to the workforce and needs to gEen the refreshment
e

including breakfast and lunch to the staffs involved during istration day.
f.  In Terms of Efficiency (Students’ Movement) .\d-
LS
The registration day was held in USIM’s Tuanku Canselor (D’*‘a Hall.

2

The venue at DTC Hall was also not helping Wns iting tl@'egistration

process and reducing the movement of thetu s moving on ce to another.

O
g. InTerms of Logistic \ \? /d\

N o
Throughout these years, t to travel ove DTC to the residential

college which was time consu . Thi se t@mlversny needs to bring the
students from DTC to the r mzntial calleges. | 0.
:

' 4
On the other Wn @mg nan% st involved were as follows:

&

i. SendO tter yia | ;' C—)(J
The ent ractiw‘? M is{usend offer letters to the successful candidates

to thei e ddresfv aik-using domestic postage mail or known as Poslaju.
- - . . N . . .
Th se will increase the{ﬁversny’s expenditure in terms of postage expenses.

tage cost is RM 6.00 for each student. There are 2,600 prospective students and

0 otal cost spent for the postage was RM 15,600.00.
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ii.  Organized During Weekends and Work Force Involvement
The registration day is held during the weekends. This incurred waste in t?!ﬂ
the involvement of the workforce during weekends where there are about h@(lOO)
staffs involved during the registration day. Financial expenses were in uring the
day since overtime is paid to eligible staffs. The university had to?;ﬁor an extra
overtime allowance during weekends (100 staffs involved x RM 0 per hour x 8
hours) = RM 10,240.00. and need to spend on the refresh mi'ng breakfast and

lunch to the staffs involved during the registration day sta WOO) =RM
®

1500.00. é [ _\C}
3

P 4
iii.  Venue for the Registration Y ’ \ &
The registration day was held in U%New C ?éxgr (DTC) Hall

seful if the Hall is

i
- o 4 Q- :
was also not helping in term\ edltwlstrgw process and reducing the
movement of the students m fromone pace to @her.
{ ”, 'S
_ 4 $ &

iv.  Logistic l

Througho éw yea? dent(J %% to travel or move from DTC to the

residential co ichl was ing and cost inefficiency to the University.

!
gt
This is hecause,the Lani ers': ee \bring the students from DTC to the residential
collegexhe the buses usage Ln)cu red cost. The cost for rental the buses which RM

N
.00,per bus, which equivalent to RM 8,000.00 per day as the total number of buses

6 to be rented was 20 buses.
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V.  Student’s Files

All the while, the University possesses the student’s file where the (YNY
preparing the hardcopy files incurred quite an amount of money spent. @lg to
USIM’s Division of Academic Management officer “Every year US to spend

RM 5.50 for a hard bind file per student which amounted to RM 14,300:00 per year”.

vi.  Rental of Equipment
Next is the usage of the laptops during the registr@ cow student’s
data before converting to hardcopy files is also an issue to be'tak ke to
i

en care,of!
t.)
rent 100 pieces of laptops for the registrati%ss caused SIK/I% spend
’ N~
T

approximately RM 15,000 every year based on the'feedb W by | @bartment.
&
4.3  Analysis of Issue \ O
\x A
Based on all the measures specifi innt idg;%ication section, it was

dAﬁq%cessary wastes including

QD
5 &

time consuming. It had utilis sive r rc

overutilization of university’§ assets dh

N
4.3.1  Criticalfty,of Issue l ,
55
that U

but not limited to manpowe rtimi expéenses, | ‘\ICS utilization, uses of papers,
S

e |

%

S
¢
m are concern about the registration process on

The@ proble
the regis day since !ﬁe uRiversity’s administrator did not have the initial

~
inw of how many students will register on that day before hand. It is because

%rent process cannot determine how many students will register as student in

OIM. In terms of time wasting, there are some counters which have encountered

stagnation. This brings students through longer waiting periods.
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In terms of costs, it is uneconomical and wasted since the university needs to
spend more for the usage of rented laptops and the overtime costs for staffs m?d
Furthermore, there is also a significant cost for using the Hall; Dewan Tuar@selor
(DTC), unnecessary transportation (buses) to bring students from th (DTC) to
their residential colleges as well as postage costs for delivering offer letiér to their home
address. Apart from that human error may occur when staffs“keyed in student
information wrongly by mistake. This will create waste in Ef're'vork additional
time consuming and perhaps additional cost due to over staff o

The proper planning for the new student regist process s Iqb&@}en as

priority. From the Management perspective a_neé @ rehensive

ew SL@X prior to its
)

gt\akeholders, but mainly
N

investigation towards the whole process of re trat«?n

inefficiencies and issues behind it.
It is not only due to the com s recelv t
related to the financial concern othephand ha sati ion level by the students

&

as the main stakeholder of e universi efﬁcm‘&es of the registration process
r

should be prioritised. @ , @ newiproc th |sm that is efficient and reliable
s .'
need to be thought r the ref \hen proc§>
o

l
4.3.2 Case b ctive b o

T%& point® appl esearch is to analyse the existing registration

ﬁ&d to reduce waste in @énlsatlonal administrative processes, particularly in

\htratlon process of new student intake in USIM. Thus, the objectives of this case

t E
0 rch are:
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I.  To identify the key activities in the current registration process that need to be

revamped. Y~
ii.  To analyse the current registration process of new students and to@e the
cause and effect on USIM’s resources. .\

iii.  To look for alternatives, so that there will be a drastic impr@vement on the

outcome. \)
: l

4.4 Literature Review ‘\d
e
This section presents the review from literature inent tojthe pr. sept @ and

theories focusing on lean principles and howit_has”benefitt rations in many

industry sectors that could be adopted in process r\ering{k&~ students in
USIM. \f— ) 6

4.4.1 Introduction % @ “
~N &
Over the last two decades, lean :l andgtiples have been applied for

improving production% in manufact rinb p@esses and have had a profound
4

:
impact on productiv'@\More r«i ~the me&d&l’s used other than the manufacturing
ge

sector such as haspitalsy go ' ni'éqnstitution of higher learning and service
¢
industries. % W? ’ (j’)

\
T]Q,k“lealf a igina@’ by Womack & Jones in 2003 that used it to

descti e previously mentio@vl oyota Production System. The method was able to
ENg

‘@bmore productivity while using fewer resources. Lean can be described as tools
hatrc

omes in to help in identifying waste and provide guidelines on how it can be

iminated. Moreover, lean also focuses on cost effectiveness, time reduction, high

quality of services and products. It is a customer-oriented principle as it provides high
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satisfaction for customers to reduce bureaucracy and provides simplified processes. In
addition, under lean principles, the customers can gain more benefits. Th
reductions on human effort, time, space, machinery and materials, but th%\ners’
needs are still fulfilled despite saving on all these resources. A
According to Womack & Jones (2003) “all activities to design,we?and make a
product can be sorted into three categories: (a) activities which te value for the
customer, (b) activities which do not create value but are requi X;hi current product
development, order filling, or production systems and fore arwliminated

"X
and (c) actions which do not create value for @mer and can) bg e_k@'nated
. on

accordingly’’. These non-value-adding activi erafi e w{s/%' and in

ufac@.is to reduce

Japanese term, it is called as ‘muda’. The ose’ of
waste and the assurance of step flow rémains.
A lean principle is a modern p@s
and business organisations arou%g
has grown into a manufact in\fwus

activities from the sup%ﬂ through the femo
4 &
art O

442 Lean T\h@%es h@ples (@ Administrative Context

[

!
Event &@ean s be infia@d evolved in manufacturing, it has recently
% Y

been ap% ith s e of@vice effectiveness (Ruiz-Lozano et al., 2019).

Y.
Orgm&on depends critic@on administrative services through the correct

t%\hes and principles where people and resources must be corresponded, quality
n

ustomer satisfaction must be supervised, orders must be processed, and deliveries

eed to be scheduled. Lean tools and techniques are implemented in the administrative
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context. After waste detected and inefficient flow in the current process, the techniques

and principles provide mechanisms to assess the degree of lean effectiveness.

Prakash Yadav et al. (2017) stated that the requirements are sthhfforward for

4.4.3 Framework Implemented to Reduce and Eliminate Waste

Toyota company to implement the lean concept, the demand fgrm is low, and the

volumes are high, where it is extremely effective. The same ies to the administrative

processes which these conditions can be applied for mu servi eWs. In fact,

.y
without a proper tool, a lot of administrative proc@e repetitive dl:a@ur in
high volumes; in which it occurs several red?m procegs ila&, ssession/
production of documents and inefficient co o\

Lean thinking shifts manageme enaion to maximize p@ﬁcts and resources

flow across entire value streams th@fs horizb'l-:s_t\l-ly%cr S '&chnology, properties,

N
and departments, instead of %‘wg sgbarat techr@es, assets and vertical
departments. After wastes aiikhifie], op techﬁ@s and principles are applied,

and former processes % gned, itlis cr c}a‘l @troduce the right system or tools
s &

f 'gi.eht manner.

timely in orderto'@etter[ in‘an %
&

N
\ ¢ ! Cé'}
4.4.4 Cont‘u’y Improviag the & ess Using the Tools with The Goal to

Qh,k Perjebiy?g C@ner Satisfaction

A\ &
Qa e and Pons (2017}stated that the weakness in some implementation

D

%ches is the emphasis on tools which promote isolated improvement rather than

Qimising the entire production system. Thus, Azyan et al. (2017) stated, for further

improvement in any process, it might involve managing supply and demand with just-
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in-time (JIT) pull systems and level scheduling. In the registration process for new
student intake has been analysed to achieve modernization and efficiency. Le?ns

described in the context of one method of continuous improvement tha@}own

reduced budgets and increased efficiency.

4.4.5 The Use of Technology in Managing Registrati

The rapid changes in the educational globalisation resources th X i
| &
of modern technology, the use of devices or th ctronic"in ractive medium that
delivers information to users has been commonWin M

em weadknesses, which

nnia, a{ga{Such web

applications have been developed to overCo e

involves the registration through the con tiowi arl{%e consuming. By

understanding the limitations of t onantianu% a elgbj%nic platform may ease
7] %

the issue of ineffective manm\aem. the &e/ of technology, managing

N

educational resources a be?u’s mo* effecti els‘%the research by Noraziah et al.
egie’to i

[
(2011), one of the strat QQ fegistration process is by developing an

online registratio@s in@xient @implest way, thus reduce the cost of
N
expenditure. EMnt f tech I}dy 'n,geéd assists the administrator to keep record

up to date@pthe iver8ity ke
4
ities p

them agc all facili I%vid(?@"oy the university.

5 g
%Qesearch Methods

ck on their new student activities and provide

ko

In order to meets the objectives of this applied research, the data obtained from

primary and secondary resources. Primary data refers to the information obtained first-
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hand on the interest for the specific purposes of the case study. Secondary data refers to
the information collected from the sources that already exist (Bougie, 2013). T

The primary data consists of questionnaires has been distributec@%@ the
students from the previous year intake (Academic Session 2017/2018) sure their
level of satisfaction on the registration process which they had gone w in the past

year. The findings will be deliberated further in the research etho gy section.

On the other hand, the secondary data has been i fr m the relevant
departments in USIM such as the Bursar Depart Di ISI cademlc
Management and Goal-ITQAN. é J | _{—)

<

4.5.1 Introduction E\T

This section describes the meth& of the re b@nch it refers to a

systematic method used in conductl earch an ?m ectlve procedures to

f C}
achieve the objectives of the re &

n]a the s@tlflc process that involves

Research methodology_conce
identification, selectio cysm | the ela{t ormatlon obtained from primary
g 40
ran a

and secondary data indicat \ek é&ﬂougle (2016), research methodology

can be defined %age ath@é sources and data for the motive in the

research deci Apa from a!r |t©°3rces researcher to be critically evaluate the
% in

method ieving, the u@ctlve of the study. This section offers detail

exp]& n regarding research c@‘lgn sampling and population, instrumentation, data

c c n and data analysis. These processes will assist in enhancing the reader

3 rstanding about the research.
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4.5.2 Research Design

Research design can be described as the structure of procedures to paste t r
the variety of research’s components for handling the efficient rese \blem
(Abutabenjeh & Jaradat, 2018). As stated by Creswell & Clark (2011), research design
is an important aspect that needs to be considered by the researcher thMgs to specific
plan in manoeuvring the research. The process encompass blem statement
determination, analysing research question, methodology, anal'/sis and writing
justification and explanation. This applied research choo esc ptwgch as the

N
research design. Descriptive research can be defin@k of the reseakch 'ne_sﬁﬁﬁs that

explains the attribute of the population, pheno situa@ e rese&vh as well
T

the study (Samar, 2017). The form of de W analysis as'the ins@ent has been

utilised. \)

Sy

4.5.3 Research Population q

Research populationzy poltant roach-in conducting a research. The
determination of popu% fore j} QJ‘Z& research will help the researcher in

SN &
directing the rese;@n Wi‘h tIinec@b}‘ectives. Purposive sampling will be
used to collect data in ¢
9\ :

g thi@%’plied research. Purposive sampling is a

form of non=kandaom sampling t t{e(&i_rps certain criteria in selecting the sample. The
sampling,i es ide‘n'@éZand §__ cting individuals or groups of individuals that are
espeei knowledgeable ab@or experienced with a phenomenon of interest

@II & Clark, 2011). Therefore, in this applied research, the population were from
@a irst year, second semester students, who had enrolled to USIM during the previous

semester’s intake (September 2017/2018) are the identified respondents and the focus
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group for this study. The survey is focused mainly on their satisfaction level on the

Yv
N
e

Based on the statistical report for new student enrolment for agademic session

previous registration process.

4.5.4 Sample Size

2017/2018 (undergraduate level) obtained from USIM’s of Academic
Management (2018), there was a total number of 2,406 st S CVe 'egistered. Thus,

from that population number of the new students for the tmdergr u‘a\e.l;e'd a sample
| 2

order to d'ct_@xey.

y sinﬁ plesize formula

based on desired accuracy with confidence,level of ©5% Glllé*s. (2010) in

(Taherdoost, 2017). The description (\ajm amou sar@gsue subset from

size could be calculated and determined by that nu

For this study, the population size has been dete

[ 7.
gt

population displayed as in Table 4 7 /‘\'\
o S
Table 4.4: Sam Base DeSired @racy of 95%
Y
Variance of the populaﬂon P=50%
Confidence level=95% Confidence level=99%
Margin of error Margin of error

Population Size 5 3 1 5 3 1

50 44 48 50 46 49 50

75 63 70 74 67 72 75

100 79 91 99 87 95 99
150 108 132 148 122 139 149
200 132 168 196 154 180 198
250 151 203 244 181 220 246
300 168 234 291 206 258 295
400 196 291 384 249 328 391
500 217 340 475 285 393 485
600 234 384 565 314 452 579
700 248 423 652 340 507 672
800 260 457 738 362 557 763
1000 278 516 906 398 647 943
1500 306 624 1297 459 825 1375
2000 322 696 1655 497 957 1784
341 787 2286 541 1138 2539
357 879 3288 583 1342 3838
10000 370 964 4899 620 1550 6228

Source: (Taherdoost, 2017)
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Based on the sample size of respondents as displayed in Table 4.4, the size of
population respondents in the range of 2,000-3,000 people, the ideal sample SIZ
to 341 respondents respectively. However, the number of respondents was@hlch
equals to 82% of the total population of the new student enrolme lation in

Academic Session (2017/2018) for the focus group of this study. ?
4.5.5 Research Instrument 2 l

Selection of instrumentation is important that dri desi Wgned with
®
the objectives of this study. According to Creswell & (2011, t s‘ru@ ation

selection is important process that resembles t a% urn\ir‘}{? specific

Q\T

numbers and values that can be interpreted W gl

The researcher had to review p hers that

76, rg&e ch instrumentation
N,

in order to construct the que@salre. |E
(questionnaires) has been adop% previous Study C&@Lted. The questionnaires
f In t@ional Effectiveness' (2003)

developed were adopted Qﬁ ce ;
regarding registration ducte Ms'ths@ndents and by Rahman and Bakar

s
(2019) research on%alormlg Pers ves on Co-Curricular Registration

System using T @del’ ZOlb pported the statement by emphasize the
¢
accurate in EE%&UO ill I eecg?lcal values that will indicate the right form

of the s é\
T

Ajusnﬁcatlon of the\ trumentations’ selection is due to several reasons

S%X
0 The questionnaire constructed is depicted the definite idea that has been

discovered previously.
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ii.  The questionnaire constructed is fit with the objective of this research.
iii.  The questionnaire constructed can be use generally that has not develm

focusing on specific organisation or institution. ('}

According to the justification listed, the instrumentation choserﬁp_pr priated to
be applied in the study that has not bind with any specific related ‘industries. The

questionnaire is practically used a specific language t at?ﬂne understood by
ir stWosen into
one design of questionnaire. The questions develgped INCorporate h'dif@fent
_ | &
segments that could ease the process of data coll in the next progcess. A
4 N
The questionnaire has been divided into nWio

N B. In Q?ﬁon A, itis
to explore on respondents’ demographic speci ly

g\;e , age, and faculty of the
students. In Section B, are the questi%ﬂain

student intake registration proces gl‘cacons' i Squ@ns. This study chooses
t %r

specific 5 Point-Likert Scale b&

3- Neutral 4-Satisfied 5- Str@&atist;y rt 3&.@% a psychometric scale usually
[

included in research that deployed in gt nalreéj\/lartl’n etal., 2018). The Five Point-

O

Likert scales is em in @ is to @re that the response rate and response

Ny
quality increa N it is relati I} laas&gg.fbr respondents to understand (Joshi et al,
2015). On@ har!j Likert sc l&-ére employed as it has the advantage that the
? S

respo Ws not expect a‘simp@-yes or no answer from the respondent, but rather
N

allqk egrees of opinion, a?even no opinion at all (Joshi et al, 2015). Therefore,

individual. Further action has been taken to coordinate th

deng’ tisfaction on new

(5
=2

(7]
esentS+l- St nglyA Satisfied 2- Not Satisfied

%ative data is obtained, which means that the data can be analysed with relative

Oe Besides that, the agreement term uses in the questionnaires as it allows respondents

to answer more precisely, and it provides with more nuanced survey responses to

237



analyse (Joshi et al, 2015). It is commonly used to ask participants to rate a set of attitude

statements using scales with common categories and in attitude measurement (

Linden, 2016). For the fifth question, it is the close-ended question, @/ the

respondents need to tick in the box provided on the duration taken plete the

registration process. ?

The questionnaire constructed is in English as a medlum communication.

According to “The Role of English in Present Day Higher ” (Al-Khalil, 2017),

English language has become an important language i sec rw banking,

X
education, manufacturing, services and many moreé J ' _\C—}
<

456 Validity SZ'
Validity refers to the degree to th nstrumen n ql@‘fy the differences
between individuals on the construc eeks to % I '\study, content validity

was determined by an in- depl‘%ﬂe @wew nd th age of validated survey

instruments from previous "}depth literature review was

T es that, anﬂgs
conducted to guarant% e instr ;j the concepts intended for this
d

__J?

study. The |nst S were l (approved by Panels of Supervisors
Committee for era ns nt Faculty of Economics and Muamalat,
USIM in r sur he C telf d ce valldity. Their comments were provided

be|OW' b o V)"

guage Panels have'sd

‘-)

ggested that the language used in the questionnaire

% should be proofread in a way to capture respondents understanding.
0 All the title of the questionnaires must be in English to avoid misunderstanding

either to the researcher or respondent.
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iii.  Set of questionnaires must be with the serial number to help the researcher to

analyse information better and avoid any repetitions of the same respon?v

4.5.7 Pilot Study

Before the process of collecting data taken place, a pilot study hasieen conducted.
A pilot study refers to the mini version of a full-scale study orN run conduct in
planning of the whole study. It is also known as a ‘feasibility. ofithe itudy. Gay et al.
(2011) stated that pilot study is conducted to ensure the rchens are.ab (: interpret
valuable data. The measuring instruments used to col ose data must I‘e&(@"{/;“d
and reliable. In addition, it also serves as a platiﬁt_ erify&ppropfiate j@zﬁjment in
collecting data for the actual study. N \ é\v

Pilot study is an approach tha@n imple d béﬁ-searcher using a
questionnaire instrument to condugjurvey \2-Qq) @his case research, 10

N
respondents among the 1% yeq«%mesﬂ:r st ts, 2§3§mic session 2017/2018
were involved in the pilo stm Anllh was%mall quantity, it has same
Z S

preferences in actual s ystematic radtie@ a pilot study was useful to help
’ $ &

the researcher to un@erstand tl1 \05{ of gjucting a survey well (Becker et al.,

2017; Heaton e g&l&

pilot study Ie&?ditio al lo Cg%istent quality of the instrument.

: : N . .
Further,%all informat obta4$d from the pilot study analysed using the IBM
SPSA) identify the reliabik the questionnaire. Data obtained by using internal

c \Nncy reliability of coefficient alpha or also known as Cronbach's Alpha co-

[
:e feiency, and according to Muijs (2004), the instrument is internally consistent and

liable if the test result is over 0.7.
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Cronbach's Alpha was additionally performed to test the consistent quality and

consistency of the more significant part of the measurements, which will be gain

an exploratory element examination. It demonstrated that the instrument utilized was
dependable. The result of the pilot test as shown in Table 4.5 [ﬂ;@d helpful
information on the questionnaire design, wording, and measuremen?cabs. Thus, it

time obtained.

gives a clear picture to the researcher to plan and execute on fer based on the

Table 4.5: Reliability Analysis of the Di ensi}n
i c.}v
Variable Cr ’s Alpha ' N of-ftems
.95

Level of Satisfaction Among the Students 4 & ‘&_/ %'
During the Registration Process \ . vb’

- AJ
NV <>
The validity and reliability test@essary e Oéﬁ researcher must
ascertain that the instrument used were fully exw?d congistent with the allocated
qt

time (Lee et al., 2016). Validityé al véntur he \nt examination, paying

&
little mind to whether the explm is or q@titative (Creswell, 2012). Lee

; dg@, importance, and value of the

bilité'a(/ he question guarantees a quality when

=5y

et al. (2016) discovered vali as suitabili

derivations focused w Oi

tate

Creswell \'
the scores fro%l str mgnt
(2016) c %Eed Jie beﬂ

|
Ste nd reliable. Meanwhile, Lee and Seomun

:bi |ty@\he consistency of the scores obtained and how
predictile ey are for every iQV'JQJ‘S/;d in the research.
N N

N
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4.6 Data Collection

4.6.1 Introduction \Yv

The study was conducted among the students from the 1% Year/ 2" e‘@r, who

had enrolled to USIM during the previous semester’s intake (September 2017/2018).

Online survey has been carried out by the Division of Acad mgement by

requesting to fill in the survey questions through the iStudent PTata were collected
IO

to measure the level of satisfaction with the previous regi rocess. Out of the

total number of 2,406 1st year/ 2nd semester, 1,980 students have re d.ed ich
equivalent to 82.2%. / .\
Y-

Based on the sample size of the responde has en ulat d‘by using the

le si ectlon it was

Table for Sample Size of Respondents cw

recommended the ideal sample size of e ra of 2,000 to 3,000

people, the ideal sample size is lre ts e @vely. However, in this
n .
study a total number of 1,98 ndents ] %e&@lected for this study that
refers to 82% of the total atlor' of t ew ent enrolment population in
' w}
this study.

Academic Session (20% orth‘a group
5 ¥ &

C—)

s as @ed into descriptive statistic. The information

th the IBM SPSS 23 by Einspruch (2005). The

owing research objective was described below. In achieving the research
jective, the findings used percentage, frequency, mean and standard deviation as
representative of the descriptive data analysis. According to Kim et al., (2017),

in conducting a descriptive analysis, the information that has been obtained need to be
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in a set of data. Meanwhile, according to (Devlieger et al., 2016), mean used to analyse

each scorein the distribution. The standard deviation was conducted to measure vip

dispersion(Boley et al., 2017). c\

4.6.2.1 Findings Derived from the Survey T

Descriptive analysis was utilized to generate a description e data obtained

from the study. The study's concise research is on the re ragn pricess during the
new student intake in USIM and to measure the leve udents’ Satisfaefion for the
@

registration process was clarified by the responden@mber (N), me ?nd éﬁj.ard
=

deviation.

el
4.6.2.2 DemographicProfiIeofRe@ j
ber of)2

As illustrated in Table 4.6, oxcf)the tot \um\g student of 1st year/
2nd semester, 1,980 students h@ondﬂ which®equi t to 82.2%. In terms of
gender, it shows that femaleN)nd M @hest percentage with 57.7%
(N=1143) while male r%&gare AL.B% NF8§0r the age range, the age range
between 18 to 20 y&old 7 ‘%:ZN 1567"@76 age range between 21 to 23 years
old is 19.5% (V@Joll l

(N=27).

O/b
“

"%

5

e ran@ etween 24 to 26 years old with 1.4%

®
C—)
g

In rkf pa?i b[:Mn ro@e faculty. The highest percentage were from
& e
f SCi

Facultﬁ:I ence and Technol@y (FST) with 23.1% (N=457) followed by Faculty of
N
Nand Sunnah Studies (FPQS) with 20.7% (N=410). Next, 18.3% (N=362) were

Faculty of Leadership and Management (FKP) while Faculty of Syariah and Law
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(FSU) with 15.3% (N=302). Faculty of Major Language Studies (FPBU) with 12.6%
(N=249) and Faculty of Medicine and Health Sciences (FPSK) with 5.0% (Nzng

Second lowest with 3.3% (N=65) were from Faculty of Economics a alat
(FEM) and least respondents with 1.76% (N=35) were from Faculty ofﬁ&try (FPg).
There is no participation from Faculty of Engineering and Built Eannt (FKAB).

Even though, the result does not represent the entire faculties and‘all students from
the 1st year/ 2nd semester students in USIM, but this stu mt and reflects the

majority of the students from the 1st year/ 2nd semester SIM iw out of the

X
whole students’ population of the previous registra@vcess far ne tLﬁe_n{%take.
s N~

Table 4.6: Demographic Profile of Respcw (M uate ‘S\@énts)
Description CN g\ requ 'rﬁ' Percentage

(N)=1980
Gender Female \'

57.7
Male (') 42.3
Age 18-20 79.1
21-23 % 19.5

24-26 \ 1.4
Faculty Faculty of Sciencew nol 23.1
Faculty of Quranic and Sunnah 20.7
Faculty of L:% and Mgn 18.3
Faculty of Economics M 3.3
Faculty %ne arij Hea 5.0
Faculty, of Major L udie U) 249 12.6

Fac y&ngi ering a P[Jilt ronment 0 0

(F % (_/
f Dentistry (FPG) 35 1.76
c:;y of s&aﬁth; Lawj_l%U) 302 153
v—
c}}
N

4?% Students’ Level of Satisfaction Towards the Registration Process

0 Based on Table 4.7, it was recorded that the students were Strongly Not Satisfied
(N=1,584, =80%), Satisfied (N=396, =20%) with the registration process that leads to

mean of 1.87 (SD=.834).
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For duration taken to complete the registration, it was recorded that the students
were Strongly Not Satisfied (N=1,624 =82%) and Satisfied (N=356, =18%) th
to mean of 1.84 (SD=.852) which indicates the students were strongly not sati with
the duration taken to complete the registration process. A
Meanwhile, the students were also not satisfied with the servicefgiven from the

staff during registration process with Not Satisfied (N:l;03, .1%), Satisfied

(N=877, =44.3%) that leads to mean of 1.86 (SD=.826 theless, the student

o

cess

2% apd_\séisﬁed

expressed their dissatisfaction in regards with the effici of th rw‘n pr
of new student intake with Strongly Not Satisfi@%& 5
(N=96, =4.8%) with a total mean of 1.93 (SD ' 4

Finally, on duration taken to comple&h;i;is '\roces%x;/ 36 (1.8%)

ati ((rocess while 380

4

respondents spent 20 to 40 minutes omplete th

(19.2%) respondents spent between@sGO min \%j
(79.0%) spent more than 60 mn%a corﬁblete

4.8). .%\
X | O
Table 4.7: Students” Level of Sati ORTQ\}vards the Registration Process

. Q
Questions \ l\‘ inim Maximum  Mean Std.
T, ,gv Deviation
| am satisfied N 19 s | C—L)J 3 1.87 834
registration pr b 4
| am satisfigd withthe 8 \s-/l 4 1.84 .852
duratio e F 5 %

compl gistration 4 T
Iarg&:i with the 198.0'}/ 1 4 1.86 .826
Servi the staff N

xsistration process 1980 1 4 1.93 807
student intake is
icient

w long does it take to 1980 1 3 241 723
omplete the registration
process?
Valid N (listwise) 1980
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Descriptive Statistic

Questions N  Strongly Not Not Neutral Satisfied St
Satisfied Satisfied tisfied

1. | am satisfied 1980 N=1584 N=396

with the (80%) (20%)

registration .x

process
2. 1 am satisfied 1980  N=1,624 Nﬁ’

with the duration (82%) (18

taken to V
complete the
registration

3. lamsatisfied 1980  N=2  N=1,103 N=g87
with the service (2.0%)  (55.7%) (4%
from the staff? ¢

4. Theregistration 1980 N=1,884 é Q}T
process for new (95.2%) Y
student intake is 2

efficient a

Table 4.8: Duration Taken by T S to\hp;te @Egistration Process
": y o

registzl@n process?

ent J“a‘l’id Percent ~ Cumulative
N Percent
Valid  20-40 Minutes ;1.@ 1.8 1.8
40-60 Minutes F 19.2 21.0
More than inutes ' \564 éﬁ.o 79.0 100.0
otal ' 0 £5100.0 100.0

\V
S |90 S
4.7 Discussion on the Findings '&J
<‘A $rte =
llﬁne y, from the findin Wthe level of satisfaction among the students during

R
t istration process, it has demonstrated that majority of the students (n=1.584)

ch equivalent to 80% were strongly not satisfied and (n=396) were not satisfied with
0 registration process they had gone through in the previous year. It shows that, there

is need for improvement in terms of the administration procedures and operations.
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Based on the discussion among the Management Team on the issue pertaining to

the registration process which was held as mentioned in Section 4.2.1, the ineﬁi?cs

identified were as follows: ('}

I.  Weakness in the Process Flow
The administrator of the relevant Division did not set up the'{et;ie and subjects

that will be taken by the students during their first year of tudWich do not help to

and course subjects were arranged in advance prior tg the registration
ii.  The Venue (DTC Hall) s P 4

The registration held at DTC Hall do%{cel \eregishﬁ process. It
exerts restricted mobility on the studen\gg.;dents n travéi move from DTC

Hall to the residential college. The rmgnent b

, N
has brought to uncomfortable f@mon@ the nts.qc_')

iii.  Waste in terms of 1?-

Findings derived%xe survey has Woait/ ed the students’ satisfaction level

towards the durati W to 40m € the r, ration. The result illustrates the low

level of satisfw dtira ' por&(}l}e the registration. Hence, an ideal solution
’ 4

or techni to<€liminate “wasted U@g is needed in this administrative operation

IS suppo By th dings which shows the time duration taken to
- - - N

e registration, in V\mc@\ has portrayed that most students spent more than 60

to complete the registration process. The transportation time (movement from
counter to another) and waiting time was a bottleneck and resulting in time wasting.

To illustrate and quantify the issue raised by the students, the detail process of the

registration will be quantified. As what has been illustrated in Table 4.1 on steps to be
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taken by the students in the current registration process and Figure 4.1 on the lay out

(floor plan), it has clearly described the steps and flows to be followed by the s

for the process from one counter to another. The ideal time for each studen(o‘\shplete

the circle of the process had also been determined by USIM’s IT Depamk
However, based on the time duration recorded by USIM’s IT IWment during

the previous registration process session, it has shown that the bottl k of the process

was due to the waiting time from one counter to another. XAL r ideal duration

taken is approximately 36 minutes per student to com the thses. But,
®

and queue at each counter, the total time take

ow | other which

mostly affected by the queue of the stu% :aa i @ﬁrom one counter

to another. The waiting time to co@%& @eounter to another as

recorded by the staffs was ap imately f\to 5 minute student as tabulated in
‘io
.

Table 4.9. \
S @
& OCESSI Q’\l WAITING TIME FROM ONE

COUNTER TO ANOTHER

ID | N
‘_\ (inEﬁ‘rn( , LO (in Minutes)
A 7 mi F 3-5 mins.
B g (_/ 3-5 mins.
C % ? b]:i S. ¢\ 3-5 mins.
% ins: 3-5 mins.
'% 2mi T 1-2 mins.
3 m@/ 1-2 mins.
2 mins. 1-2 mins.
2 mins. 2-4 mins.
5 mins 1-2 mins

I
J 7 mins 2-3 mins

0 Total 36 minutes 20-35 minutes

Source: Goal-ITQAN, USIM

minutes to be completed per student. It c

o)
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However, the total time taken by the students to complete the registration process
was varied. The recorded time obtained by deducting the time of barcode scan

counter J with the initial scan time at counter A. These data are tabulated as.in"rable
4.10. -\

Table 4.10: Time Duration for New Students’ Registrati
Time frame Number of St
30-40 minutes '
41- 50 minutes
51-60 minutes '\d' N

61-70 minutes
71- 80 minutes
81-90 minutes
91-100 minutes

101-110 minutes

-
Total dents

N
R v - : 535

454

500

400 h‘ s A
a

200 %‘ 509

sz's
Vg - < |
30-40 gl- SJ 1% 61-70 71-80 81-90 91-100 101-110
minutes minutes\ tes minutes minutes minutes minutes minutes

Number Of Students
w
o
o
4

Time Frame

Source: Goal-ITQAN USIM (2018)

0 Figure 4.4: Time Duration for New Students’ Registration

248



Ideal Time Taken By The Student Actual Time Taken By The
To Complete The Registration Students To Complete The
Process Based on Time Recorded 2 Registration Process
8 =20
——+  mACounter k= o 1415 %
7 = o~ i
< ®m B Counter g 8 9 5
S6 2 10
= u C Counter + = 5
= §2 5 2 Gmpt
5 ® D Counter == I iﬁ I
< L —
24 ® E Counter 3 0 mi ’
@
g 3 = F Counter g C
<} m G Counter =
£2 m A Counter ter m C Counter
= m H Counter
1 m D Counter ter l Counter
m | Counter

Figure 4.5: Ideal Time vs Actual Time Ta
Registration Pr

Findings derived as indicates |Q

shown in Figure 4.5 on the ideal t| en com t e,ﬁémal time taken by the

student, it is noticed that the t| ed b9 eac tudeng-%omplete the registration

process and the time requi erer tUd.gi n the survey question has a
resemblance. '
:

The waiting t queumgi e cou 0 another which took them between

1to5 mlnutes |t|n ime ount ‘t(a%omplete the process from Counter A to

S

‘
Counter J a cIe at&j @t the time recorded by the IT staff has a
s
resemb b g f “é\

crepanmes in Manaﬁ’hg Workforce
rther, from the findings, it was also mentioned that the satisfaction level of the
vices from the staff during the registration process. The satisfaction level was just
above the average. Thus, the Management needs to identify the factors affecting the

service of the staff. This is the room for improvement that the University should take
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care of to avoid further mistakes that may lead to the churn of human resource wastes.

In addition, the outcomes from various related department also demonstra?Wt

the cause for the slow registration process was due to other factors too suc

V.

waiting area was too crowded since the students called to register the same

time. 2

waste of space also proven by the usage of the lapto the registration
day to compile student’s data as well as converti O'hardcopy files,

which then consuming space to store the files.

‘ Y
Too many equipment, tools and statlonerle@smon da s&mﬂ?catlon
at Dewan Tuanku Canselor (DTC) Ha?vs also\ Waste~§~terms of

T
space provided. Then, waste of s M pr0\7§ e us@%\of the laptops
% &
tu

during the registration day to co dent’s data as W@S converting them
AN
to hardcopy files, which th um |n st r{tbe files.
C.)
The flow of the regi n proc s its &ea@%‘épace waste, as ten (10)
AN
counters were neede ry o |strat rocess. In addition, from one

angle, the use o% Tuan&y Ca r éB%) Hall itself can be characterized

as space w. M to |15 Io n. It | re useful if it is being used by other

parties dh{he p r thﬂ@hat can generate income to the university.
’

In fmar;?p dlzuéJthe current registration process incurs several

|n expen Ures, suct.z-as staff payroll. By conducting over the weekends,

IM needs to spend ﬁ'r:?e on the staffs’ overtime rate. Prior to the registration

%procesg high expenditure was already spent on postage via Poslaju, when

0 individual offer letter has been sent to successful candidate. The usage of the

DTC Hall is underutilized and due to its location, extra transportation cost to

commute registered students to their respective residential colleges.
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4.8 Models and Formulae Used

There are various Operations Management tools and models across tt”x:e
t

which are designed to help organisations to develop their action plan inﬂk achieve
their goals. However, for this case research, the lean principles and te s, Business

Process Reengineering (BPR) and the Value Stream mapping (VWOdH are seen as

the most appropriate models to be used due to its principlesiand Rmew'ork to overcome
the existing scenario faced by the organisation to acco the eﬁ\%ome.
®
! _\‘}
4.8.1 Lean Principles and Techniques 2 \'e
N
Information gathered from the findings Gan be C dedé&ﬁ issue of
d cost£A lean approach,

adufacturing operation is

N

inefficiency and waste in terms of pro s%kforce, i

which is originally to eliminate was hﬁi \n% t

adopted to the administrative pg@vm tho lean @nitiated and evolved in
manufacturing, it has recentlm ap Ij%j/ice{%h some degree of success
(Castaldi et, al., 2016). earmod isLso sigr@dentify waste or redundancies

Y 4

to save cost and develop aneffi h&m ss fornew students’ registration.

<

i servic#éntexts are presented where its approach

Existing applications

andtechniqueg@wtto duceWa
steps fl%kce ipvent Jp incr

pers@. Gupta et al. (ZOl%thtioned that the customer becomes part of the value

creation-of the organisation and the organisation seeks to find to find opportunities for

d ing greater value for both the customer and the organisation.
4.8.2

Business Process Reengineering (BPR)

l
sé, fé:;@ on customer value, standardize work, make
o

employee involvement and taking a holistic

In an article by Hammer (1990); entitled Reengineering Work: Don't automate,
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obliterate in the Harvard Business Review, August 1990, the study adopted and
developed a framework for implementation of the Business Process Ree in
(BPR). It is a proper execution in operations, which not only increasin tw it but
driving growth. Business process reengineering is the act of recreating a coré business
process with the goal of improving product output, quality, o% ing costs. The
process involves enforcing change in an organisation; tearing omething people
are used to and creating something new. l

In this process, typically, it involves the analysis 0f org niMrk S,

N

finding processes that are sub-par or inefficient, angdgfiguring out way: th nii?fthem

4
or change them. Figure 4.6 shows the total tim?ﬂ b

rhe{t ts frg(~ ounter A
to Counter J which includes the processin'ew wali ime basethon the Business

Process Reengineering (BPR) which lea researc

the registration process for this ¢ W S g ctgn process in September
(¢
2018, \ : S?;'
'YJ'} 4
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https://tallyfy.com/business-process
https://tallyfy.com/business-process
https://tallyfy.com/what-is-a-workflow/

A Verty Documents And n Business Process Reengineering (BPR) ey

G neceing T 1 n
" Matric Cord lssance n
| Porchasing of Corporate skt and Tie n

W
0000000000 O

TIME DURATION (IN MINUTES)
- - _

Source:"Beveloped for the Current Study

N
Figure 4.6: Busi cesqungi ering el (BPR)

N
4.8.3 Value StreamfMapping (VSA‘) | 0,
B o P 4
One of the most effec |v9] thodéé(p/ply in this context is Value Stream

Mapping (VSN@e &
¢

I
state, iIIustrat%curr t stat ofﬁro g@es, and clarifies the path of improvement. It

J sl Regatration

7) c{iﬁed that VSM defines a desirable future

%— N
is a method nalysing t }urren@uation and designing a future state for the series

of eyents, that take a product or\%n/ice from its beginning with reduces lean wastes as

c d to current map. Value Stream Maps are usually drawn using a set of standard
6 ols, which are illustrated in Figure 4.7 and Figure 4.8.
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‘é Figure 4.8: Basic Mapping Symbols for Value Steam Mapping (VSM)
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The purpose of Value stream mapping is to identify and remove or reduce "waste"
in value streams that increase the efficiency of a given stream value. Waste n?nl
increases productivity by creating leaner operations that effectively fac{g}vaste
identification and quality issues. Value Stream Mapping provides‘F;.;upporting
methods that are often used in lean environment to analyse and dWOWS across

multiple processes. Value Stream Mapping usually utlllzqs rd symbols to

represent items and processes, therefore knowledge of t bols is essential to

correctly interpret the production system problems. No pin tveits every
®

situation and purpose. In the case of USIM’s new st intake regi a‘io@cess,

the researcher used the symbols to represent ite roces&e gure\/
4.9 Potential Impact and Recom en@fon am:qtlon
The overall success of the uni rS|ty ep 0 c dqal the university can

attract and retain students. Little a on was paid to th@mssmns and enrolment

process can shake the foundatio he, uni s m@ on the initial stage. Besides

applying the Busines g Reenl;ﬁ as shown in Figure 4.6, by
or wea

identifying Waste in erms esses, cost inefficiencies and time,

an instrument |n e oft or system c@/%e designed to overcome the situation.
2@

Lean clarlfle s desir ;Ermg'bf value creation, smooth flow of materials,
and so 0 as vxh d sw@s which is waste. Lean is also a problem-solving
and actign t I or mstrument I continually improving process tools with the goal

t ieve perfection for customer satisfaction.
: Pearce and Pons (2017) stated that the weakness in some implementation
proaches is the emphasis on tools which promote isolated improvement rather than

optimising the entire production system. Thus, Azyan et al. (2017) stated, for further
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improvement in any process, it might involve managing supply and demand with just-
in-time (JIT) pull systems and level scheduling. In the registration process FVM
student intake has been analysed to achieve modernization and efficienc@ was
described in the context of one method of continuous improvement as shown
potential within university’s administrators, primarily to ensure qualityyin times through
reduced budgets and increased efficiency. \,

To initiate the application of VValue Stream Mappin Rs:e'v student intake
registration process, the researcher must identify types ofwastes agcordi lean even

(3
though the researcher has initially identified was cording to rqce&&—}' ime,

Workforce, Space and Expenditure. Y' P 4 \,Y*

4.9.1 Types of Wastes According \gb
Types of Waste identified in r@sudent in\ﬂ%i I@’T’process according to

N
Lean are as follows: ‘% 0 q Q(?
N ¥ &
1. Expenditure of Re oun?'ﬁ‘\at D')es : d ue for the Customer
According to ;oa’mh (2019), A 1kér £2018), waste is any expenditure of

N\ O
resources whh&}mot a(‘d va from@customer's point of view.

" : :
a. In the of USI r;(jst &M for new student intake, the expenditure
th t add value for th ents are as follows:
3
:%USIM h to"pay \zv'ertime to staff who are eligible to claim when

W
working during\@ekends.

§ ii. USIM’s Dewan Tuanku Canselor (DTC) Hall as the venue for the

registration day.
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iii.  Sending offer letters to the successful candidates to their respective
home address via the post. Y~
b. In the context of information management, VVollman (2017) incIud@ into
the additional actions and inactivity as a result of not providlm;gcustomer

with an adequate amount of information. This is proven whery~
I.  The administrator of the relevant department did notyprepare the class
timetable and list of subjects in advance p Re-ﬁ'st -year subjects

of studies before the registration day.

ii.  Students came to register at the same t they aren e’n&ﬁ%\nded

with specific or segregated ti ed o t%Yend the

AV &
c. Information overflow \

Based on point ove of info Kp )@ng overproduction in
N

resources is even Iess‘ét beCause c@e'gs flow of information.

Generating more in m €eded is @ste of effort and can lead to

registration.

other forms t |nclu ng xcéssbventory and extra processing.

Overproduc \oes ni)

This ty te i

n the (a,me way in administrative processes.

-~

(3

e na 1nformat10n overflow” since the major

l
e °'>

611 occur in administration is when too much

type o rpro uct10

%’ NN
% ion ig"gen d. O%roduction is less visible in services since there

Yv
less material generated.}’
\

‘% In USIM’s context, the registration for new student intake are as follows:

i.  Converting students’ data to hardcopy files where unnecessary storage

of information is generated.
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ii.  Dissatisfaction in terms of the duration taken to complete the registration
process shows that unnecessary process flow exists. T

d. Waiting q
According to Thomas et al. (2016), when waiting happefiSythe upstream
process does not take place on time, a normal phenomeno services that
affects consumer satisfaction; Matthews and Gheorghi Mhave added that

waiting is the result of certain issues such as impro ffice Ia"outs, data entry

errors, lack of standardization, or poorly designe syst g\d
AT
In USIM’s context, it has been identif@we mai]“w ste ahd _@najor
problem of registration process: ' 4 \T

I.  The flow of the registratio% ds tqéeg:nproved as
students had to go thron\%n om@'e the registration.

)@iﬂutes to complete the

ii.  Majority of students@s
N
registration pro ve one counter to another

(transportatin time), q
e. Extra Processing , 4 &
In ini tionl extrayprocessiig has to be performed as a result of
N
mista Nissi gjn%watbnggy’recting and verifying information is time-
p

4

co ing and can b ve and may include generating new information
& o .
acquiring ddltfonaRrTformatlon.
N
{

E\ i.  During the course registration and timetabling issuance whereby, the
0 students need to show again their offer letter to the staff for the

confirmation of subjects’ registration and to print out the class timetable.
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f. Excess Inventory
Inventory is less visible in services but has certain impact, occuw
unfinished work or customers waiting for service. Conversel% sive
inventory may mean storing so much information as Parsa an tti (2018)
termed this "flow excess™ which he described as storing echamounts of

information partly due to a poor understanding of its current and potential value.

The following are in the context of USIM 's registration f rla new intake of

students: g
| LS
i.  Inthe Dewan Tuanku Canselor ( all too man qu%%nt, tools
P 4

and stationeries have been placeRﬂw'e S ‘N% on. Y}’
ii.  Usage of the laptops to co@Nde t data conlv«e%\it to hardcopy

files during the registraMy. O

\: Y
iii.  Preparation ofthe: en at% i ati
q

1‘@1 hardcopy files.

g
. S
g. In Motion ,é\
Ha et al.{(2 Cescribl “m tioh”\bmformation management as the
’
n

time and resources s ent

:
M ide @einformaﬁon elements that need to

.In e%sfces, Hecklau et. al. (2016) reported that

flow named asyflo
SRR
the la uildings ean Gﬁusf_lj ecessary movement by employees to reach

S
% uiprre Dt._}ﬂ]boirxé’[‘al. (2019) added that due to the configuration of
. Ee C

ilities, customerstjgmy need to move around unnecessarily due to the
N

yout of facilities. Similar explanations for registration of new students in

QE USIM are as follows:
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I.  The flow of the registration method itself create waste, as it took ten (10)

counters to complete the registration process. The process that w«!s

a longer transportation time (moving from one counter to a@

ii. Waste and cost incurred for travel from the DTC Hall esidential

colleges. T
NV

h. Defective Information

3‘2‘

According to Peeters and Widlak stated ‘nat efects in
administrative procedures are incomplete insufficient Mﬂll&mng,
though not limited to, data entry errors, inadequate i;f(iar?% c’o{zfé:téd and
poor-quality inputs from customers. Wa b}ﬁ)\ as na defective
information as "flawed flow" and@!it mer urce ﬁaetivities that

are necessary to correct or infor t&qure information

completeness and accurac ) o >y C—}&
s
In the context o 's regiSteation for student intake this type of
1\ =

waste may not Wated.’uj : 0
’ s’

I. Lack of Standgd&lzationl %
A ﬁq to \Qf al. ), the companies are distinguished by a

@ C?]
higher e of variatioh of consurher demand. Nonetheless, specific operation
SN o o
% es are_re Ptm@ can be more effectively carried out by
X

Andardization. As re@ﬂ by Agha Kasiri and Mansori (2016), the lack of

E\tandardization in routine procedures causes variation in lead times and waiting
0 times, which are inconvenient for customers. There is standardization in terms

of flow in the case of current student registration process, but the time required

by the processes needs to be improved and more customer friendly.
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J-Underutilization of People 's Talents and Systems Capabilities
Unused human potential leads to loss of motivation and creativit
the staff. It often refers to lost opportunities to carry out ac@more
effectively. In case of USIM, the issue in registration for new ts’ intake

indicates: the satisfaction level towards staff is not at the satisfactory level.

4.9.1.1 Waste Removal Operations 2 '

After identifying Types of Waste according to Leany,it wil trwve wastes
L ]

. . : 9y
according to categories set by Value Stream Mappi SM taqols ailu&ﬁ%ZOOS)
identifies three types of operations for waste re arr% \‘F

N
a. Non -Value Adding Operations (@ Q\ Q

b. Necessary but Non-Value AddiA\

g

Value Adding (VA) S

0 =

“« Q-

A‘"
i.  Non-Value Adding O N
Logistic ope%&at sho eﬁmi@ted. In this case, any practices,
s 2

terial t N sid@Naste and should be eliminated to

procedures and q&
improve the groc &
[ pay <ov TJ

-9

o

Cem—ntp
o -
(o3

) sha

%e'kenﬁb_):

Unsuitable Ioca@ather than have it at Dewan Tuanku Canselor

E\ (DTC) Hall, it is far easier to have it at the residential colleges which not
0 only minimize the time travel from DTC Hall to residential colleges but

also minimize the cost expenditure of the university.
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iii.  Sending offer letters to successful candidates for admission via post to

their respective home address. Y~

iv.  Converting students’ data to hardcopy files where unnecessa@tge of

information is generated. ‘\

v.  Majority of students spent more than sixty (60) minutm)mplete the

registration process. \,

vi.  Preparing the students' data in hardcopy files. z

vii.  Waste incurred for the movement of the st tsm W TC Hall

to residential colleges. '
viii.  The satisfaction level towards staff.i tthe sati ry \XT
ii.  Necessary but Non-Value Addlr@lA) w\ («E
Actions which are Waste but ece u current operating
procedures and in this ¢ s : Il\ﬂ IS ton W student intake.

i.  Students can re t the se they are not arranged
specific or diff #atte he ratlon Segregation of time for
reglstratu%crea e GOl enE %Waltlng time, space in waiting area,
redu&}h to l complete t% egistration, thereby improving the

N

ﬁk&ory uality of ;rlrvg%-’
ii. Qﬁ any fequi t, and stationeries were positioned at the same
b g
: cation at evvgn '@ku Canselor (DTC) Hall. Equipment are necessary

even though it m%not add value but reducing the number of equipment,

% tools and stationeries will minimize unnecessary waste and losses.
0 iii.  The usage of the laptops during the registration day to compile student’s

data and converting them to hardcopy files. The usage of laptop should be
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minimized to registration of the courses only, not converting data to

hardcopy files. Y~
The flow of the registration process itself creates waste,@v(m)

counters were needed to carry out the process. The nu counters
should be minimized, as it brings cost implication e hough it is
essential in registration process. \,

The level of customer satisfaction is not at p h stakfholders' degree

of service satisfaction will be improved as hag invested extensively

L
in hiring and training. é ' _\“}Y
4 \,Y'

iii.  Value Adding (VA) i \

In production terms, it is a @n w}o ng ﬁmaterials via

manual labour. In services terms, eQQtir? se_\iggs, it will produce
sa‘;‘i% N

service profit in terms of Coa
i. Thereisa standﬂ' nin

AN
NI
S

o
ﬂoﬁb.ut the processes need to be

N
strengtheafd Wtom% friendl .@vould help in the final product

by having greater custof |sfdcf@n. In this case, the students are the

cus@' he thiSfac on fo@ duration taken for the registration is
- \ -
MIy low,sho Tjth@,@aére is unnecessary process flow.

is situation, the ess flow is a must to maintain customer
b 4
%atisfactio , buP’needE'Ss the flow needs to be cut-off or eliminate totally

24

to cut short the p%eess.
The administrator of the relevant department did not set up in advance the
timetable and subjects that will be taken by the students during their first

year of studies. In fact, it is much easier for administrator to set up the
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timetable and subjects earlier before the registration day which is based
on courses and subjects to be taken during first semester. Thi I
change will add value to USIM since it creates a uUsersfriendly

environment and higher students’ satisfaction. -\

Value Stream Mapping has supporting methods that a% used in lean

environment to analyse and design flows at the system level a?!hultiple processes.

Itis also used in logistics, supply chain, service-related i , h alhcar including

administrative and office processes. A map drawing of value strea atin n-

Value Adding Operations (NVA), Necessary b%n-value ddimng (ngga) and
0 4

Value Adding (VA) steps to be located in certaig”positi ﬁ‘sq\t mag.%bé activities

become easily separated into the value ﬁthe eolie the(z
process” and the non-value streams “tl%atio s”. O

5 A
In the context of new stude rg i roce;gxthis can be applied by
%th

e stream “the

u

identifying all types of wa e process Iow&&lustrated in Table 4.11;

eliminating all Non-Value- Wastes, rovh@he conditions or minimizing

S
Necessity but Non-Vahided Wa s.‘WQH/as maintaining Value Added but

N O

improving performance‘and mihimiz g pro@ons. Suggested value stream mapping

is illustrated i®¢4. and
l\- ’

*

=

eld. J&)O

C
S
5
S

L
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NEW INTAKE STUDENT REGISTRATION PROCESS FLOOR PLAN/FLOW
VENUE : DEWAN TUANKU CANSELOR
ACADEMIC SESSION 2017/2018

— - — Residential
Registration
@ Process Process 2
V///1/) B 77/

G Dis* ution
o Taaruf Kit

Process| K&

USIM
Photo ID g Koperasi
2 : (COOP)
£ -
N L3

[N\

.  Document Notebook used : 67 54
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Value Stream Mapping (VSM) symbols vary in different places, but they fall into
the categories of process, material, information and general. Some of the sythEm

be complicated, although some simply imply their meaning in a Ia@erm,

depending on the industries related. A

Represents wastes that will be eliminated in tration
process. It will reduce time, eliminate excessive fventories,

human resources, costs and will not be repl
process or counter.

1

 Process| | It 1s called “Dedicated Process Flo is¥% fixed acti ity flow
according to VSM symbols and wit egregistration
process. It is a fixed flow to smoothen théregistrati 0Cess™

terms of registration process,

in accordance with the flow

ﬁ t A b
i Inventory icons represents inyentor Méﬁ processes. In this

any other

context, it represents puters, cam% and others
relevant important assefs f istratian. nto% reduced into
5 different locatio erseliminati
locations as per cur%glstraﬂon
Shared process i%presen S'proeess, ons shared by other
Process departments/ t tc& alte stre Kfamllles share. In the
/ / / / context of r%n process, Qther rel&s departments including
which inv the registration p raoéss share the process flow;
reachlng eac of departments by RL s through the process.

/s Dat utt process st ch as cycle time, change over
L AT tim ime. In er |stPa context, the location of the data

%ﬁ—ﬂﬂ" box isa QQrde r-’s{/atlon to record the process step of
ew flo tlfy her this new registration flow is
pr
atthe s

instead of ten

ed Qrwors to the current. Data box may also be
ta proc $s.Which enable the administrator to record
time taken or, thegegistration.
ngg sents the “pushing” of material from one

' proc StO e/nex Cess.

l; KaTZﬁM st signerepresent dramatic improvement can be done in
the proces f|Q

Source: Karen Martin (2010)

\h 4.10: Value Stream Mapplng Process Symbols Meanings and Interpretation

§ Based on The Registration Flow Diagram
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Table 4.11: Value Stream Mapping: Waste Removal Operations and Actions

to be Taken
TYPES OF ITEMS ACTIONS Qz
OPERATION TAKEN
1. NON-VALUE 1.1 USIM pays overtime to staff 1.1.1 Organizet
ADDING working during weekends. reg@istration day
OPERATION uring weekdays.

2. NECESSARY
BUT NON-
VALUE
ADDING

1.2 Movement of the students 1.2.1
moving from DTC Hall to

residential colleges

1.3 Venue for registration day at
Dewan Tuanku Canselor (DTC)
Hall.

1.4 Sending offer letters to
successful candidate’s respective
home address via the post.

1.5 Converting students’
hardcopy files

P 4
1.6 Majority of students spent more
than 60 minutes coRlete \
registration preee
1.7 Preparing
students’ dat
2.1 They arg"allowed to \é'rsg%
the s asth t

spécific

2.2 any equi tools 221
tionerie t
%\ samecg) i
uanku\?( all
sduring 2.3.1
istration compile
data onverting

files.

0 e registration
ocess'itself creates waste, as

n colnters were needed to carry
ou registration procedures
antht ansportation time
(movement from one counter to
another) took longer time.

241

2.5 The satisfaction level of survey ~ 2.5.1
towards staff is just above the

average

ocate venue to
residential
leges

Tﬂ@te item 1.3t0 1.7

Segregation of

time for

registration

Reducing the
number of
equipment, tools
and stationeries

The usage of
laptop should be
minimized to
registration
purposes.

The usage of
counters should
be minimized as
well as the
movement from
one counter to
another should be
also minimized

Satisfaction level
of the students’
needs to be
increased
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TYPES OF ITEMS ACTIONS TO BE

OPERATION TAKEN
3. VALUE 3.1. There is a standardization in 3.1.1 The process
ADDING terms of flow. need to

impr
or:cust

3.2. The satisfaction survey on the essary flow
duration to complete the t e cut off or
registration t y will be

mated

3.3. The timetable and subjects that . Admlnlstrator to
will be taken by the students up the
during their first year of studies etabl and
has to be done during the bje according
registration day urse

ta n arI|
» glstrat;upn day
Solifce=Developed he Cuprent Study
RN N
Students were dissatisfied with trﬁ}(rati S req;uir d for the new

student intake and there are needs_for I rov&gnt i the ‘&aqgus aspects of the

o _ (1)” A
registration process. The dissatis as,been d u ed@sm the findings derived

from the survey. Dissatisfac u rs wa to t <‘i~m1e taken to complete the
registration process, w b orlty of the stud pent more than 60 minutes to
complete the reglstratlon pr. ess "

Furthermo ed ck ol)taln from dlscussmn which involved the relevant
departments f r g| rat% s ed that there were many activities can be
reduced S ndln fferlet rswg(l/ccessful candidate’s home address via the post
Was ungec ry and t [ mcgrre,d\/g?fra cost. There was also requirement to prepare the
h py |Ies as it can be stor@'in the database. The usage of too many laptops during

istration day to compile student’s data as well as converting them to hardcopy

s Is a waste of money, space, and time consuming. Moreover, the involvement of

too many staffs and it was held during weekends caused the additional cost for the
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university to pay extra wages to the staffs, too many equipment, stationeries needed,

logistic issue and the venue was also not convenient to the students. T

4.9.2  Solution Through Online Registration System (eTasjil) A

From the feedbacks and based on observation, a recommende&olution for the

issues is by developing an online platform registration systgm he new student

intake. The invention and the implementation of the onlin C nic’)latform for the

registration process is called eTasjil. .\d
o}

AL
In eTasjil, students need to register their names the web s‘ar @needs

to insert their username and password. They t confirmation of

to%
cafj with the cgé;eg.registration.
They also need to confirm the course @on where car@ose and view the

courses that they have registered ar&gk the ¢ io @on. If the registration

N
failed, they can either start ov the (égistr ion or@ out from the system. If

&
successful, they can view % trj iMetable an ~?\hd the registration process by
logging out from the s sjil users wi gd th@'gh the personal information form

s ¢ &
\$a inf@aﬂ
by {éﬁfng in the check box to register as USIM

¢
student and %)ndt regi at\%ne?asillustrate at Figure 4.11, Figure 4.12, and

Figure 1434, ectivgl f §

acceptance, to agree to come for registrati

—2g

where they can vie changei ion. They also will go through terms

and conditions te accept the
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SEMAKAN KEMASUKAN KE
PROGRAM SARJANA MUDA
SES|I AKADEMIK 2016/2017

Sila Masukkan No. KP Anda
Contoh : 801015042233

(MU) Meny Utama / Status Tawaran

Status Tawaran

) pengesehan / Kemaskini Maklumat

N e

[ han Dokumer

B s

W (5R) Pendaftaran Atas Toflar

MAKLUMAN TAWARAN KEMASUKAN
UNIVERSIT SAINS ISLAM MALAY SIA
SES| AKADEMIK 2018/2019

No. Daftar - 9180886
No Kad Pengenalan 000101100802

LEPASAN SPM/SETARAF

lama . FARAH NABILAH BINTI ABDUL GHANI

Tahniah, saudaral berjaya ditawarkan tempat d| UNIVERSITI SAINS ISLAM MALAY $IA untuk mengikuti program

-

S

Source: eTasjil System, Goal-ITQAN, (2018)

Figure 4.12: Offer Letter for Admission
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") CWONE. Tuy'é/ Sé'@dk’on lawaran @ S

RUISTIIM S

== = {/ Disahkan bahawa saya mendaftar sebagai pelajar ;
'-E,'_‘g'g dan akan hadir pada hari pendaftaran %

Source: eTasjiWn, GoalHTQAN (2018)
| 2
Figure 4.13: Confirmation Acceptance of Offer and Will Attend the R i?rati;ﬁay
-
fo g

The main focus of the online registration ;Tvn

ew nti ‘r%w_i. (eTasjil)
is to produce an easier platform for both t Wuderﬁs and WSIM Inistrators for

the registration process. The system N les USI adminigtrators to retrieve

AN
actual number of accepters that re i(q usl \i A
o S

It also enables USIM’s strator tQ time rﬁon;@&vho did or did not register

online or reject the offer. TTunistttor eed to@&ruct students being offered to
(
register into the databa% arcod? bthjﬁe@r for each student is stored in the
database. eTasjiI@ted 1#) h\m im g the registration process and will
ud

gist@ compared to the manual system. In fact,

<

facilitate the n
it will red@owe : c?t e\(ggistration process, simplifies and shorten the
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Among the expected outcomes from this online platform are:

o

The ability of administrators to log in into the system. \2

b. The ability of administrators to access to database to add s students’

information without using the conventional way by preparinq :ndiw ual file in

hardcopy material. \,

c. The ability of administrators to get the actual nu ber?mdents’ acceptance
d. The ability of administrators to upload the timetable for t s.tu\g' X
y | | &
e. The ability of students to access to the sy d print out the offer féster.

0 4
f. The ability of students to update their imWo B?sd\

certificates, medical report, acadeeMcri ts,jan

g. The ability of students to pay tmﬁi ’s regi

by uploading the bank tra &IODSF
. : “ Q= : .
h. The ability of studentsyto iew an their co&‘w and subject registered for

. N
their current ser&%ﬂ'bet ttdjtl eg@a
:
K
&

N N
slbw&‘?.lstratlon process, eTasjil allows students to
’

sign&d’to allow students to play a more active role in

the re w proce‘;s. udents will be able to put in all their details in the system
N
pri registration day. Tﬁics.'(’/vill reduce the process flow thus reducing the waiting

for the admission to USIM.

2

pre-regist system. Iths

The data uploaded by the students may include photos, original academic

Oﬂscripts, particulars of guardians or parents, medical report and other relevant details.
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In regard to the university sending offer letters to the students’ home address using
postage (Poslaju), it will no longer be practised. USIM will upload offer letters
system (eTasjil) and the hardcopy offer letter will be issued during the reg@ day.
The postage cost is RM 6.00 for each student. There are 2,600 prospecm;ydents and
the total cost saving is approximately RM 15,600.00 (2,600 studentsWG.OO). With
the development of Information Communication Technology (ICT), especially with the
emergence of the system (eTasjil), university may put in a ta of each student in
the database using the cloud technology without poss% CW fnygfre.

This is due to the high cost of preparing hardcopy fil

¢ Mana t of

S
yearly operational budget for the files, wh en out .50 for each

student which amounted to RM14,300@rd-bind i 6‘*
On the other hand, it will alﬁﬂuce el o j@ops usage during the

N
registration day as well as the% ared 'for the files e stored. Students have

I~ &
already uploaded their informatio ial S befor{#fe registration day, thus fewer
ion

The Bursar Department and Division of

Z
s P

laptops will be used d%\ registr ay! H@e, the cost of rental laptops will
s

'3
be reduced as approximately I@QQ 0 w@/iously spent during the registration
&

process. \ O
¢
As desc&@earli  befole the registration day, the administrator of the Division

\
of Acad%hnagqh nt 'g IT B&ion (GOAL -ITQAN) will set up in advance the

new&ns’ timetable and sutx@{' s during their first year of study. It is much easier to
N
b heduled and pre-arranged by the administrator since the course curriculum

triieture in USIM is using the modular concept. Thus, it will reduce the time taken and
pedite the registration process. The amount of reduced cost achieved by

implementing the system (eTasjil) is shown in Table 4.12.
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Table 4.12: Expenditure Cost and Cost Saving to the University

Expenditure (Cost) And Expenses Incurred Cost Saving to The Uni i
e Postage cost RM 6.00 per student RM 15,600.00

(2,600 prospective students x RM 6.00) (q\
e  Preparing hardcopy files RM 14,300.00 &

(2,600 students x RM 5.50 per file)

e Rental of laptops (100 pcs) RM 15,000.
(100 pcs x RM 150.00)

e Staffs overtime during weekends RM 10,&%0,
(100 staffs involved x RM 12.80 per hour x 8 hours)

e Refreshments for staffs on duties 1,500.00
(100 staffs x RM 15.00 per pax) |

e Transportation rental (buses) 8,000°00
(20 buses x RM 400.00) |

Total

Throughout the years, the total admir% e i ﬁ
RM 64,640.00 yearly for new studentex% n . This (g\could rise higher
if no cost saving actions are being taltn. In i
budget. v
&
X
) ) N
4.9.2.2 Registration Eoc&ﬁow ’ ‘%
Prior to the registration day;

date and time fo'@ual l istration. I@ be divided according to faculty thus
eliminating ti%\e and qu%,‘e%suﬁéﬁ)a smoother process during the registration
O

day. Ins &St o}t regist tig@rocess had been carried out in advance via the
4

onIineEet instead o durin%i’@?egistration day. In addition, USIM will be able to

e N@ the number of expected students to arrive on the registration day. The most

jeapardise the university’s

/?&}

S W'lrlt‘:lje' informed by the university on the

part is the flow of the layout or the flow of the registration process that will be
Q/ised and redesigned as in Figure 4.14. Due to the amendment and improvements of
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the registration process, it will be only five (5) counters are needed comparing to ten

(10) counters previously. T

Indeed, with the new registration flow, the process will take less tim% ore.
The new efficient and effective proposed method will create a harmoﬂ%ironment
thus increase students’ satisfaction towards the registration processiyWith only five

counters, students are expected to take approximately 10 to 20 Ws per student to

complete the whole registration process depending on t en's upload in the

registration system compared to the current time consu hich M‘above 60

minutes per student to complete the registration process.§his has bee stfd &@Yg.the
Sl

simulation stage on the usage of the system by epartnfe @

N
Vo S
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PROPOSED FLOW(LAYOUT) NEW INTAKE STUDENT REGISTRATION
VEMUE : RESIDENTIAL COLLEGES

Course Registration

&
Fees Payment

g Residential
= College
= & Distribution of
= Toaruf Kit
Waiting Area $ <
5 min (P)
2 min[F} ’ 1 3 min{ W}
3 min(W) /! D=5+3 mins- 8 min
C=515 mins=10 min Y, I
Fi |
F |
F [ "
/ |
’ | LIsim
! ] Koperasi
2 min [P} !" I (COOP)
3 rminiW') .
B=2+3 mins=5 min r | ; :::lﬁr
Entrance B | ! ! E-7+3 mins=10 min
F |
" ]
Issuance of Original Entrance A I
Offer Letter
] i L J o
Daocument Check & =
————— —_— =

3 min] W) I

A=2+3 mins=5 min <TART
[(W-waiting time)l= 15 mins
[P)- Prace:s\sir}g Time= 18 mins

A4 4
, \o'v-éaré@Developed for the Current Study
Ne

O

Figure 4.14: @d FI@LWO@T
A
N P l (J
There \A% 0 entran (Entréme A) and (Entrance B)

T %’be 9nI fi :( ) \ers for the registration process and will only

e
invc@o nd twenty (20) staﬁ's’\g: duties. Five (5) staffs will be assigned and located
\

a ter A, another three (3) staffs at Counter B, three (3) staffs at Counter C, five

0 taffs at Counter D and four (4) staffs at Counter E.
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All students will start the registration process by going to Counter A. At this point,
the issuance of original offer letter to the students will take place and documeTl
be checked by the staff. After has been verified by the staff, those who ha eted
the online registration via the system (eTasjil), they will proceed to B&ce A, and
proceed to Counter D for the registration of their residential collem getting the
orientation (Taaruf) Kit. Finally, they will end up at Counter E t rchase USIM’s
corporate shirt and necktie. It is believed that the transpor 'Ym.e (,novement from
one counter to another) will be less time taken compared fore. w,‘for those
registratio i:{trlﬁgt'em,
Er@ 0 C@Tete their

Ing re@&';ﬁon day for

the new student intake for undergrad :anafeedback is r@‘process flow will

who have not completed or partially completed the

they still have the option to do it by followi

can be cha@ied as a waste, Si ﬁé
b 4

for ot:r ses by other ﬁzlrt@l‘hat could generate revenues for the university. In
ex

fa ransportation cost % incurred to transport the students from the DTC Hall

§e

ctive residential colleges as well as time consuming.
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I.  Manpower
According to lean principles, the satisfaction level of service is the actu@ut
in the administration. Thus, the management needs to identify factorsﬁj the
service of the staff. In terms of “Satisfaction level towards the sewiceﬂ&the staff”,
it is directly a “non-value adding operation” which should be elimir¥1’under Value
Stream Mapping. To materialize this, the management should take ssary actions in

order to improve staff’s performance. For instance, conduct ra;ing.'Related surveys

should be continued every semester in order to constantlyaimprov tquuality as

"X
well as service performance. This is one of the su@olutio s for i qro@ent of
4
% §

manpower resource utilization.
Another direct solution using the Iear@ﬂs N?e\vemgé\j?staﬁ during

weekends where USIM must pay unn s:arD)vertime ancéﬁr eligible staff. It

is suggested that the registration d@uld be N%m days. Normally, one
v%' Ay

hundred (100) personnel are in urmd‘the regi rat(i:’@ay during the weekends.

Thus, USIM had to pay ex‘eo}llme‘ es ap@dmately RM 12.80 per hour
R

for 100 staffs which tﬁus 1
F 4

spend on refreshm Wludin‘g \.rk\t t ang}:,h to the involved staffs which cost
about RM 1,50&&%h0r um é?M 10,740.00 could be saved and avoid
[ ]
a

!
on were he d&ine_}sv?ekdays. In terms of staff involvement in the

M 10,24 O‘pe@y. The university also needs to

should the re

\
registra%kess, It wil ‘g redu@ from one hundred (100) staffs to only twenty
(20),stafts per venue which e@o forty (40) staffs with only with five counters will

b%\hted at two different venues at the residential colleges.
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ii.  Logistics

As previously mentioned, the registration was held at Dewan Tuanku c?m
(DTC) Hall where the cost of rental is RM 30,000.00 per day. This shoult%\nged
because it is more useful if the hall is rented to other parties which will g!&te income

to the university. Furthermore, during the previous registration day, theydniversity needs

to transport students from DTC Hall to the residential colle esws. The usage of
buses cost approximately RM 400.00 per day x 20 buses QKI'UQ to RM 8000.00
which is not only costly to the university but also ti onsu iWr‘ns of the
movement from one place to another. { ' _\C}

By changing the venue, the registration d w student intéke \A@zﬁe held at
the respective residential colleges. There v@bl \dent@ﬁeges as the
venues for the registration process w cost i . TI@%«/HI expedite the
registration process, reduce the ur@ty’s fin ?xp

students’ logistics from one pla%ther.qn additien, thiswill prevent students from

feeling uncomfortable movi % onl

level towards the regis% 0CesS. “' 0’
s

ions ﬁ%vlarded by this applied research are

<

e bé%echniques from lean principles adopted

>

=]
o

e and minimize the

anot nd increase their satisfactory

To pre-concl the recr

from the findinQd\e dt

!
from Value St apping M?' I s(ﬁgrt, Value Stream Mapping (VSM) technique

. N . . N
leads t t to "three@es of solution which are: the invention and

intrw&wy of the online re%ré tration system called eTasjil, improvement of
N

r NF&ion process and improvement of resource utilization. Table 4.13 demonstrates

hose issues by identifying types of operations that are necessary but non-value adding
nd what are the value-added operations. It will also be suggesting what actions to be

taken and proposed the recommended solutions.
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Table 4.13: Types of Operation, Items, Actions to be Taken and Recommended

Solutions

TYPES OF
OPERATION

ITEMS

ACTIONS TO BE

TAKEN

RECOMM%%

1. NECESSARY
BUT NON-
VALUE
ADDING

1.1 Theyare
allowed to
register at the
same time as
they are not
provided with
specific or
segregated time
to attend the
registration
day.

Too many
equipment,
tools and
stationeries
were positioned
at the same
location at

Canselor

(DTC) Hall

The usag og)
the laptops

durin
regisM ay

to i

tudent’s data
vertin

the,to \';3\

:
&

1.5 The satisfaction
level of
students
towards staff is
not at the
satisfactory
level

4

1.1.1.

121

Dewan Tuank\%

131
(

Lé{l

Segregation

of time for
registration
by faculty
and courses

Level of
students’
satisfaction
to be
improved

SOLUTIO
1111 auce e

1411

1511

g time
nd

QD

rovement
V f registration

process

eTasjil

Improvement
of Registration
Process (Flow)

Improvement
of resource
utilization

280



TYPES OF ITEMS ACTIONS TO BE RECOMMENDED
OPERATION TAKEN SOLUTIONS

2. VALUE 2.1 Thereisa 211 The 2.1.1.1 eTasjil
ADDING standardization processes

in terms of flow need to be \
improved !

and more
customer

friendly
2.2 The satisfaction 2.2.1  Unnecessary 2% provement

survey on the flow must be of registration
duration to cut-off or process
complete the totally i
registration eliminate

2.3 Thetimetable 2.3.1 Admi 2319 | vement
and subjects r to set up g'gstra&ic_m
that will be rocess
taken by the (j _\L}
students during i
their first year s .\,T
of studies has %\ &
to be done
during the

registrationd

A

ope:t‘fef/the Current Study

OLCK
) . N .
erived from the i&yey were from different

The total number of respon derive A
faculties which represents majowity o @i& Ifwy results illustrated that the

N
students were dissatisfied wizthe overall r iqtr@)rocess for new student intake
:

and there are needQ' pi bm& In @ﬂs aspects of new student intake
| l

on@ue to the students. This case research

registration proc&us, it'wi m

had |dent|f|et%[ | argas ofwagte |(njfbe registration process. Feedbacks obtained
from the '%l'e'd pr‘gbvrﬂ:s

4
n ord

the researcher to look at the entire registration
procesii er to initiate the ication of the Value Stream Mapping towards new

S N intake registration process, the researcher managed to identify types of wastes

@
O

rding to lean principles and be able to identify waste removal operations before
r

iving to the findings by suggesting a map drawing of value stream and identifying

actions through waste removal operations and actions before suggesting solutions.
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As a result, types of waste identified in new students’ intake registration of USIM
according to lean principles are characterised as: Expenditure of Resources th?ms
Not Add Value for the Customer, Information Overflow, Waiting, Exce{g&tory,
Motion and Underutilization of People’s Talents and Systems’ Capabi able 4.14

describes types of wastes in USIM’s new student registration by each‘item.

S

Table 4.14: Types of Waste in USIM’s New Student Intake tration Process
Identified Through Lean Princip

Type of Wastes
According Wastes ldenti in USI
To Lean
1 Expenditure of Resources 1.1 USIM has to
That Does Not Add Value claim when work
for The Customer 1.2 Venueat U

Hall for registration.
1.3 Sendi Wetters'ﬂi
th ir%l e ho
1.4 AN
the tim

st
b

the sliccessfalcandidates to

S via tt@ post.

or of the rela@vant Division did not set up
earlier that will be taken by
N r of studies before

% _

to @1 er at the same time as
ith"specific or segregated

istration.

ata to hardcopy files where
of information is generated.
actign level on duration to complete the
ihadequately low showing that
rocess flow exists.

3 Wiaiting ow 0 ﬁitgregistration process itself needs to be
\ i'npr edas students had to go through lengthy
c) ’ ;proc&sto complete the registration, transportation
tinfe need to reduce.
Q’ 3 ~&jority of students spent more than 60 minutes to
%é 4 2 mplete the registration process.
4 Extra Progessing 4J\, Students need to show their offer letter again to the

\('j s'taff for course registration and getting the class
timetable.

5 \ss Inventory 5.1 Too many equipment, tools and stationeries were
positioned at the same location at Dewan Tuanku
0 Canselor (DTC) Hall.

5.2 Usage of the laptops during the registration day to
compile student’s data and converting them to
hardcopy files.

5.3 Preparing the hardcopy files of students’ details.
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Type of Wastes
According Wastes Identified in USIM

To Lean
6 Motion 6.1 The flow of the registration process itself crﬂi
r

waste, as ten (10) counters were needed car the

registration exercise.
6.2 Waste incurred for the movement of dents
TCH

moving from residential college to DTC Ha

7 Defective Information None
8 Lack of Standardization None A
Source: Developed for Whe Current Study
After identifying the types of wastes according to ‘Leafw pri clples, the waste
removal operations by categorizing wastes into types of operations ar n-

(WD)
Value Adding Operations (NVA), Necessary b n-Value Ad ( ) and
b

P 4
Value-Adding (VA). To apply in the context of W’

e‘gieQ n, the@éarcher has
identified all types of wastes in the VSMe’ proegss flo

inatine all Non-Value
Nece but Non Value

1 S
Added Wastes as well as maintai aIu((‘e imcgéoving performance and
tlé fo

[}
r each.itemof th @ations are listed in Table

Added Wastes, improving the conditio r minimizi

minimizing productions. The

4.12 (Actions and recomm?ﬂsolu ons er \. Stream Mapping) while the
! q
Value Stream Mapping%regig @sg{s, Illustrates in Figure 4.15.

Once the re&sgﬂiog of t|1e progess us{i?he Lean Techniques is carried out, the
N\

et

suggested soluti has een posed‘éuided by these waste removal operations.
’
Three ulti gestions of s Iutie&a’re the invention and the development of the

Stude:z tratioﬁ‘ Stem eTQSJlI, improvement of registration process and
0 nto

imK

f resource utilization.
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PROPOSED LAYOUT/FLOOR PLAN
NEW STUDENT INTAKE REGISTRATION
VENUE : RESIDENTIAL COLLEGES

Course Registration
&
Fees Payment

Photo ID
(Optional)

Waiting Area

diiid

Offer Letter
&
Document Check

2min (P)
3 min(W)

A=2+3 mins= 5 min

START
1

|
Ecan offer |ette3 '

R

m vl Residential
College
2 min (P) & Distribution of
3 min(W) Taaruf Kit
C=5+5 mins= 10 min
4
/ 5 min (P)
/ 3 min{W)
Frocess o A N
= ""7‘ I | D=5+3 mins= & min
Vi /

2 min (P) /
3minw) | ENtrance B / 7 min (P)
B=2+3 mins= 5 min / | 3 min(W)
m (Frocess A , E=7+3 mins= 10 min
GIIISS
Entrance A
Issuance of Original

A - — —

USIM

Koperasi
(COOP)

i |
Scan offer lettea :
[ = = — =

o
=
w

-

N

N

N
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Figure 4.15: Suggested Registration Flow with Value Stream Symbols



NEW INTAKE STUDENT REGISTRATION PROCESS (LAYOUT)
VENUE : DEWAN TUANKU CANSELOR
ACADEMIC SESSION 2017/2018

Dhistribution
of Tazouf Kit

usimm
Koperasi

MNotebook used 67 Pieces
Staffs Invoived - 100 Person

END

START

A N B

NEW INTAKE STUDENTREGISTRATION PROCESS (LAYOUT)
VENUE : DEWAN TUANKU CANSELOR
ACADEMIC SESSION 2017/2018

T

Course Registration

2 min(P)
3 min{Ww)
2 min (P) F=2+43 mins=5min
E=2min
Waiting Area § g 2 min (®)
S min(P) 3 min{W)

S min{w)

Gl Enai S
D=5+5 mins= 10 min —~ z' ] SR M

" gy

(=445 mins= 9 min
Wattin
gArea

==

E g 3 min(W)

ol H=a4+3 mins= 7 min

= g usIm

g LN S Koperasi
- < (COOP)
E E ‘E
.:.1 -t S min(P)
o -3 2 min{W)

=542 mins= 7 min

Waiting Watting
Area

7 min (P)
- 2 min{w)
10742 minss 9 min

Notebook used : 67 Pleces

END

Az245 mins= 7 min

= Staffs Invoived : 100 Person — |
. Document 'i Scan offer letter i
A 2
Check 3~
— | (W)-waiting time)=33 mins \
Scan offer letter , | START (P)- Processing Time= 36 mins RARAN IRt oVAenE

Figure 4.16: Current New Student Registration Process Layout
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3 minutes

| \A/ait |

VSM CURRENT STATE

COUNTER A-J

3 minutes 4 minutes 4 minutes 4 minutes

I Wait | I Wait I | Wait I | Wait ﬁcessinqtime:%

\Y'

Lead time (processing +
Wi 1 69
minutes

Time 2minutes  Time 2 minutes Time 9 minutes

Time . i
5 minutes  |'M¢

3 minutes 3 minutes 3 minutes 3 minutes
Wait | | Wait | Wait | | Wait
i . : i Tim
Time 2 minutes  TiMe 2 minutes TiMe: 2 minutes ® 5 minutes

7mirw s
z ]

6 miites

So eveIOf'ed,for

Figure 4.16: co \
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NN INTEXE STVOENT RE08TRATON PROGERS FLOGR NP ON PROPOSED LAYOUT/ FLOOR PLAN

VEV/E DEMN AU CANSELON
AARW, SISOV TN NEW STUDENTINTAXE REGSTRATION

VINUL: RESIDINTIAL COLLEGLS

Entrame 8

My A

N .
& SIREQIDEAL STATE
‘ £
N Y
(;) c ERA* COUNTER E

\ Lead time (processing
x + waiting time): 33
3 minutes 3 minutes minute?" 3 minutes 3 minutes minutes.

I_V?
Wit % | Wait | | W ait | Processingtime; 18

% minutes  Time 2 minytes 11 2minutes  TIMe  5minutes T1Me 7 minutes | Minutes.

Figure 4.17: Proposed New Student Registration Process Layout After the
Implementation of Value Stream Mapping (in Desired/Ideal State)
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PROPOSED LAYOUT/ FLOOR PLAN
NEW STUDENT INTAKE REGISTRATION
VENUE : RESIDENTIALCOLLEGES

Residential
College
& Distribution of
Toaoruf Kit

END

Staffs involved: 15 VSM( FUTURE STATE)
Laptops used: 10

* Koizen improvement

PROPOSED LAYOUTY FLOOR PLAMN
MNEWVY STUDEMNT INTAKE REGISTRATION
WEMNUE : RESIDENTIAL COLLEGES

Course Regist- .

Residential
College
& Distribution of
Toaruf Kit

Issuance of Original
oOffer Lettar
=

L LI

Document Check

% VSMPUTURE STATE
N

NTER A, D AND E
2 i 0}, 2 minues Lead time (processing +

waiting time): 16 minutes.

2 minutes

| Wait Wait | Wait | Processing time: 10

minutes.

Time  2minutes TiMe 4 minutes M€ 4 minutes

Source: Developed for the Current Study

Figure 4.18: Proposed New Student Registration Process Layout After the
Implementation of VValue Stream Mapping (in Future State)
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COUNTERATO COUNTERJ

(Current State Lead Time)

Lead time (proc
. +waiti 69
3 minutes 3 minutes 4 minutes 4 minutes 4 minutes minutes.

Wait Wait | Wait Wait | Wait Processing'time: 36
- Time inutes.

e 5 minutes 7 minutes

Time  2minutes  Time 9 minues M€ 2 minutes
3 minutes 3 minutes 3 minutes 3 minutes 3 minutes V

Wait Wait | Wait I—, Wait I— W
v . Ti . :
Time 5 minutes "ME 5 minutes B intites l

Time 2 minutes  Time 2 minutes

COUNTERATOCO

Lead time'(processing

(Desired/ldeal State Tim})
\ +waitihgtime): 33
N

3 minutes 3 minutes 3 minutes 3 minutes z 3

Wait Wait

Time  2minutes TiMe 2 minutes

- —

ocessing time: 18

Wait
minutes.

Wait
Time 2 mi

ead time (processing +

|, waiting time): 16 minutes.

2 minutes

Processing time: 10
minutes.

Time 2 minutes

| C-) 'Source: Developed for the Current Study

[ ]
4
F@Q: The Current State~Desired, Ideal State and Future State
’ 4

s
i Sg ation Process (C@t State)

w the current registration process, new students are required to start their
Istration from Counter A to Counter J, as shown in Figure 4.16. The time taken to

mplete each process (takt time) per student at each counter has been recorded by the

administrators.
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From the recorded data, the administrators have concluded that each student
should take approximately 36 minutes without considering the transportatiwme
(moving from one counter to another) which considered as a bottleneck in't cess
to complete the entire registration process. As mentioned earlier, the N time for
each process took about 1 to 5 minutes per student, which means the tetal lead time to

complete the registration process will be in the range of 56 to 71Ns per student.

ii.  Registration Process (Ideal State) { '
By applying the Value Stream Mapping (VSM) method, the tim aﬂon"?rthe
o . | &
current process, the ideal time required and the ex time for the future Q?sess will
0 4

be mapped out. In order to achieve this, all non-R%?dd' eration for@( customers

(students) as identified in Figure 4.17 ne{ to

expected and ideal time per student is esti d tobe at #

on Qﬁminaﬁon, the
inu_te\Qd the waiting time

is about 13 minutes throughout th;;oc}s. o >7

A

L &
ii. Registration Process (F eS N

For the future state o tRproces by i entif;@ the root cause of the bottleneck

'3 2

problem during re&ratio plr h\ neces@/ process will be eliminated, and
multiple servers\i\mmo i unterﬁa avoid the bottleneck problem as shown
in Figure 4.1% d (Jc’)

Thi %u’rth? ruc.lu} the d@\ﬂon time taken and is expected to take less than
4
S

10 min er student to compgejtavghe registration while the waiting time is expected
N
t und 6 minutes. The study managed to identify the process that need to be

eliminated by putting in the ‘kaizen” symbol in the map for a continuous improvement
in t

he process. As for a contingency plan or as an alternative for those who have not

uploaded their documents in advance prior to the registration process, the university
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will also provide counters and workstations for the students to do so online.
Furthermore, if there is a system breakdown during the registration day, Ts
internet failure or other technical issues the system is still accessible as itlis available

both web-based and through the local network. Figure 4.19 illustrates HAQe taken in

the current/ desired and future state. Q
4.10 Conclusion 2

The main objectives of this applied research are to se the ¢ gistration
®

process of new students and to evaluate the cause an ct on USIM?s ‘es&@es, to
identify the key activities in the process that be reva 3 anc@F look for
ento\n t utcomé\‘r

From the administrative perspeetive, ’1e case rch @%ages to identify

weaknesses and redundancies in th(rﬁs'stration \hp’fﬁ
discrepancies in managing Wou%wastg'

alternatives so that there will be a drastic i oV

C @aste in terms of time,

-=9

N
int of céa?e/ area and expenditure

&
waste. After the issues havigeen er:lf' , concgpﬁ}is designed to identify waste
cost

or redundancies in ord%

s 2
intake registration aqise. @ |fyin$;§s/te, and all inefficient flow in the
ues r&dpplied.
s,

and de Iob a@'ﬁcient process for new students’

current process,dean Isa
¢

Relev c@ andftechni es' tocegalce and eliminate waste for the new student
% 2

intake r%

Stre apping that are ofte@éd in manufacturing industry which had supporting

Y
N process ? bee@plied. The researcher has identified the Value

& to analyses and design flows at the system level across multiple processes.
its symbols to represent items and processes, it is intended to increase productivity
y creating leaner operations which in turn make waste and quality problems easier to

identify. As a result, the lean techniques have been applied in the registration process
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by eliminating unnecessary process (waste) and implementing the new flow of the
registration process by exercising the lean theories and principles. Conw
improving the registration process using the tools introduced with the go@ieve
perfection for the student’s satisfaction is a good move to maintain tlﬂ,*eholder’s
satisfaction as they are the product from the university. Y'

Indeed, this applied research managed to come out with solutiens, by identifying

ezby zidopting the lean

principles techniques through value stream mapping. il simplify. thé process of

g
registering new students to replace the manual%ation roc tp i nline
t

registration which will reduce the cost for the?g y and’ e pn@@m to the
students. This exercise will be implemenlw he
platform for the registration proces h partie \he\l%

N
be benefited from it. ‘% f Qc—o
&
ifned an

The details outcome, gvera en1i

towards the organisati ill"be presented in th@r 7 respectively. In this regard,
’ $ &
Allah Al-Mighty h Qg{aled \L Ke§5,9'103 which brings the message to the
humankind to reCiate t mven(é;‘(/mm to appreciate the time given by
¢
performing m%edst other§ fof thb%aterment of ummah.

\ - - - -
Ioss‘,&ept those who believe (in Islamic Monotheism)
nd recommend one another to the truth”.
g}/ (Al Qur’an. Al-Asr:103)
N

all unwanted and unnecessary activities in the registration

ent i registration

2

7]
<

“By the , verily! M n"g
and doyri us good S

2
N
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APPENDICES

Appendix 12: Students’ Satisfaction Survey on Registration Proce\z

(Undergraduate Level) ! CO

Kajian Kepuasan Pelanggan
Pendaftaran Pelajar Baru Sesi

Akademik Semester | 2017/2018

B Cmraatar | A D s Ta——— 2T,

< AT PUTE DOTDWSE FAT TGN TeTGeN DrOtes Dercatiaras pe e e T Are yoo 38T3%eC

D mee -
3 Acs«a™ M OB DOTDVEE POT TGN TBEE YR T BDI wrtun rrensatiar /| Are you. satsteo
WITR TRE TUrATON TRURT TO COMOIeTte TRe reg ItTratonT *
4 Baraps e At yRrg Sl r ik reanSattaeT FHOw WOrg SOwt 1 Tael 1O CoOmmDiete The
regItraton’

O +30mmm

O -l ——

O «oe0 mvmnnn

O = wan 03 —vmn

-y ; AN
STUDENTS’ SATISFACTION SURVEY ON REGISTRATION PROCESS
(UNDERGRADUATE LEVEL)

U

Thank you for pa@
This survey i ned et f ?Fam the students and their level of satisfaction
on the re Qﬂ process forn "‘ééﬁt intake. In this survey, there are two sections

ction A e'de aphic profile and Section B consist of questions

to the student’s satl@'fon level in the registration process.

vey is anonymous, and all data collected will be used solely for the purpose of

1S*study and will be kept confidential for the sake of your privacy. Our survey should
ke 5-10 minutes of your valuable time.
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SECTION A

Instructions: Tick (/) and fill in the blank space provided.

DESCRIPTION Tick (/)
Gender | Female P )

Male &
Age 18-20

21-23

24-26

Faculty | Faculty of Science and Technology (FST)

Faculty of Quranic and Sunnah Studies (FPQ
Faculty of Leadership and Management (FK

Faculty of Economics and Muamalat (FE

Faculty of Medicine and Health Sciences (

t (FKAB)

Faculty of Major Language Studies (FP
Faculty of Engineering and Built Envir

Faculty of Dentistry (FPG)

el
o AF
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Faculty of Syariah and Law (FSU)T ~

\%\‘Z'



SECTION B

Instructions: Choose one of the five answers given. Tick (/) your answer on th{&ded
number.

1- Strongly Not Satisfied 2- Not Satisfied 3- Neutral 4-Satisfied 5- Str Satisfied

DESCRIPTION 112|345
1. | am satisfied with the registration process

2. | am satisfied with the duration taken to
complete the registration

3. | am satisfied with the service from the staff L

4. The registration process for new student intake
is efficient

/
S
e |

5. The duration taken to complete the registratiﬁro~ ss & b

\ N
)

DESCRIPTION TICK (/)

20- 40 Minutes \ﬁ) N
40-60 Minutes - P ) A

. e 7 f\
More than 60 Minutes ; ’ e ’3! | $
% &)
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Appendix 13: Result Findings Operations Management Case Study

(CASE 3)

Reliability \z

Students’ Level of Satisfaction %

Cronbach's Alpha N of Items A
.954 5
Frequencies
Statistics

Gender | Age | Faculty lam I am The

satisfied satisfied duration

with the with the Jaken to

er.)%)ete

student duration

registration|  take

process | co the Fegistration

registration process

" valid 1980 | 1980( 1980 1980 w 1980
Missing 0 0 0 <\% 0 0

Frequency Table \? oy
aen(;:e;>y C—}
ercent y[ % \alidPercent Cumulative
% N\ Percent
Male %ﬂ Q“ 42.3 42.3
valid  Female . % 57.7 100.0

Total 100.0

Valid Percent Cumulative
Percent
18-2 79.1 79.1
. 2 195 98.6
Valid A 1.4 100.0
100.0
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Faculty

Frequency | Percent Valid Cumulative
Percent Pereent
Faculty of Science and Technology (FST) as7 231 231 23.1
Faculty of Quranic and Sunnah Studies (FPQS) 410 20.7 20.7 43.8
Faculty of Leadership and Management (FKP) 362 18.3 18.3 62.1
Faculty of Economics and Muamalat (FEM) 64 3.2 3.2 65.3
Valid Faculty of Medicine and Health Sciences (FPSK) 97 4.9 49 70.2
Faculty of Major Language Studies (FPBU) 248 125 12.5 82.7
Faculty of Dentistry (FPG) 35 1.8 1.8 84.5
Faculty of Syariah and Law (FSU) 307 155 155 100.0
Total 1980 100.0 200.0
I am satisfied with the registration process
Frequency Percent Valid Percent Cumulative
Percent
Not Satisfied 1584 80.0 80.0 80.0.
Valid  satisfied 396 200 20.0 200
Total 1980 100.0 100.0
I am satisfied with the duration taken te€ompletg the.redistration
Frequency Pergent Valid Bercent sf=Cumulative Percent
Not Satisfied 1624 82.0 82.0 82.0
Valid  satisfied 356 18.0 18.0 18.0
Total 1980 100.0 100+0
I am satisfiedywith/the service fram the staff
Erequency Percent \alid Percent | Cumulative Percent
Not Satisfied 1103 55.7 55.7 55.7
Valid  satisfied 877 443 443 443
Total 1980 100% 100.0
The registration proeess far new student intake is efficient
Frequency Percent Valid Percent Cumulative
Percent
Not Satisfidd 1884 95.2 95.2 95.2
valid  Satisfied 96 48 48 48
100.0
Fotal 1980 100.0 100.0
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The duration taken to complete the registration process

Frequency Percent Valid Percent Cumulati
20-40 Minutes 36 18 18 xg
40-60 Minutes 380 19.2 19.2 ;
\alid 1564 79.0 79.0 7
More than 60 Minutes
100.0
Total 1980 100.0 1000 ey
Descriptive N
Descriptive Statistic
N Minimum | Maximum an Std. Deviation
| am satisfied with the 1980 1 e \ 934
registration process P
| am satisfied with the \Y'
duration taken to complete the 1980 1 184 ' : ‘2-)
registration
| am satisfied satisfied with
the service from the staff 1980 ! ~ “ S NV 26
The registration process for
new student intake is efficient 1980 1 \\1-93 Y. 807
The duration taken to complete v\
the registration process 1980 2'41(‘ 23
Valid N (listwise) 1980
.
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Appendix 14: Table for Determining Sample Size Based on Desired Accuracy
with Confidence Level of 95%

v o

Variance of the population P=50%
Confidence level=95% Confidence level=99%
Margin of error Margin of error

Population Size 5 3 1 5 3 1
50 - 48 50 46 49 50
75 63 70 74 67 72 75
100 79 91 99 87 95 99
150 108 132 148 122 139 149
200 132 168 196 154 180 198
250 151 203 244 181 220 246
300 168 234 291 206 258 295
400 196 291 384 249 328 391
800 217 340 475 285 393 485
600 234 384 565 314 452 579
700 248 423 652 340 507 672
800 260 457 738 362 857 763
1000 278 516 906 398 647 943
1500 306 624 1297 459 825 1378
2000 322 696 1656 497 957 1784
3000 341 787 2286 541 1138 2539
5000 357 879 3288 583 1342 3838
10000 370 964 4899 620 1850 6228
25000 378 1023 6939 643 1709 9944
50000 381 1045 8057 652 1770 12413
100000 383 1056 8762 656 1802 14172
250000 384 1063 9249 659 1821 15489
500000 384 1065 9423 660 1828 15984
1000000 384 | 1066 9513 660 1831 16244

A\ f RN Source: (Taherdoost, 2017)
‘g’ ¢ &
Y O
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Appendix 16: New Student Intake Registration Day
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Appendix 17: Meeting on Issue Regarding the Registration Process for New

Student Intake with Relevant Departments Involved in the Registration?

e Bursar Office Y.
e Division of Academic Management \,

e Student Affairs Department T
e IT Department (Goal-ITQAN) i'\d
I ’ J

e |ISSUES DISCUSSED )
| S
1. Complaints from the students, parents / guardians regarding the registration process.

Inefficiency of the registration process. i \

2. What do the preparation need to be dc%}ife t
te

3. Process that will be carried out at EM

4. How long does it take for the registration pr \a»(

student? Based on time recor

=

@s) to be completed per
Department every.year registration process.

. : : “ <§
5. What are the expenses mcx\ the régistra npﬁ;s?
6. What is the equipment/dewi eeded in th regi‘sguon process?
7. Howmanystaffsir%' the registr odp@s?

:
By Department: \ ' \ %é}/
= Bursar OfﬁQ Q (ﬁv
. Division% mi¢ Man Ipelﬂt(—)
. Studer%i' Departmént .&J
. IT% nt (Goal: N)‘é\

N
8. any buses were réqcﬁ?red to transport/ transfer the students from Dewan

time taken?

ku Canselor Hall (DTC) to residential colleges?
0 iscuss on method to simplify the registration process, especially on the duration
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