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ABSTRACT

Quality management system (QMS) implementation has been claimed as one
of the critical strategy to improve organisational performance. As a major
government technical agency Jabatan Kerja Raya (JKR) has taken significant effort
to implement QMS with the high expectation to ensure that all project delivered to
the clients will meet or exceed their expectation. However recently there have been a
lot of criticisms about the ability of JKR to fully reap the benefits of their QMS
implementation. These claims seem to have some merit as evidently there are
several projects delivered have experience quality problems or even failure.
Therefore this study has been undertaken to reappraise the implementation of QMS
in JKR. Several issues related to the problems and critical success factors for
effective QMS implementation in JKR have been addressed. The methodology
adopted for the study includes generating opinion from expert panel and
questionnaire survey distributed to JKR personnel and its contractors and
consultants. The findings from the study indicated that there is still some limitation
in the level of understanding and knowledge in QMS implementation. Various
factors to justify this limitation have been identified. Apart from that, the study also
identified the factors that can support the development of the strategy for JKR to

improve its ability to implement QMS in a more meaningful manner.
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ABSTRAK

Pelaksanaan sistem pengurusan kualiti (SPK) didakwa sebagai salah satu
dari strategi penting untuk mempertingkatkan prestasi organisasi. Sebagai agensi
teknikal utama kerajaan, Jabatan Kerja Raya (JKR) telah mengambil langkah
signifikan untuk melaksana SPK dengan harapan tinggi bagi mempastikan semua
projek yang diserahkan kepada pelanggan dapat memenuhi atau melebihi ekspektasi
mereka. Namun baru-baru ini terdapat banyak kritikan tentang kemampuan JKR
untuk meraih sepenuhnya manfaat dari pelaksanaan SPK mereka. Dakwaan tersebut
nampaknya mempunyai asas kerana ternyata terdapat beberapa projek yang
diserahkan mempunyai masalah kualiti atau bahkan kegagalan. Oleh itu kajian ini
dijalankan untuk menilai semula pelaksanaan SPK di JKR. Beberapa isu yang
berkaitan dengan masalah dan faktor kejayaan Kkritikal untuk keberkesanan
pelaksanaan SPK di JKR telah dibincangkan. Metodologi yang digunapakai bagi
kajian ini termasuk menjana pendapat dari panel pakar dan kajian soal selidik yang
diedarkan kepada anggota JKR serta kontraktor dan konsultan mereka. Penemuan
dari kajian ini menunjukkan bahawa masih ada beberapa keterbatasan dalam tahap
pemahaman dan pengetahuan tentang pelaksanaan SPK. Berbagai faktor untuk
mengesahkan isu keterbatasan ini telah dikenalpasti. Selain itu, kajian ini juga telah
mengenalpasti faktor yang boleh menyokong pembangunan strategi untuk JKR

meningkatkan kemampuannya melaksana SPK dengan cara yang lebih bermakna.
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CHAPTER 1

INTRODUCTION

1.1 Introduction

In a competitive market, organisations need to manage quality of their products
or services to ensure that they delivering value to their customers and in the process
gain competitive advantages. While competition is the driving force in private sector,
the concept of competition does not exist in public sector. Thus competition is rarely a
driving force for public sector to improve the quality of its product or services. As such,
implementation of management system to improve quality may not get the full support

and commitment from the managements and the staffs.

In order to improve the quality of service of public sector, Malaysian
Government had introduced various programs for implementation by its departments
and agencies. Since 1991, various guidelines were developed to help the departments
and agencies in the implementation of the programs. The programs include service
counter quality, administration of public complaints, benchmarking, total quality
management (TQM), and other various programs (MAMPU, 2010). In July 1996, the
Secretary to the Malaysian Government had launched the Guideline for the
Implementation of MS ISO 9000 in the Civil Service (MAMPU, 1996). With the
introduction of the guideline, it was anticipated that it would help the Malaysian public

sector in developing a more effective quality management system (QMS).



Jabatan Kerja Raya (JKR) is one of the public organisations that had obtained
the 1ISO 9000 certification. As the main technical arm of the Government, JKR is
responsible for implementation of government development projects (construction),
management of public assets and providing engineering services to government

agencies.

1.2 Problem Statement

JKR has obtained the MS 1SO 9000 certification since June 2000. However,
there appears to be a substantial gap between the expected benefits of 1ISO 9000
certification and what actually have been achieved. Some of the expected benefits are
quality improvement and customer satisfaction (Curkovic and Pagell, 1999). The
quality of products and services delivered to the clients by JKR are perceived as far
from meeting the clients’ expectation and satisfaction. Record shows that 78% of
building projects and 100% of road projects completed in the year 2009 failed to
achieve acceptance criteria set by JKR’s Asset and Facility Management Division.
Customer satisfaction survey done by JKR for year 2009 shows that 96% of JKR clients
who participated in the survey gave rating exceeding the JKR target line of 4.9 on 7-
point Likert Scale. However the targeted 4.9 level out of 7 should be questionable. A
level of 6 .0 out of 7.0 should be used instead. Study by Abdull Rahim (2009) also
indicated that JKR clients were dissatisfied with its services.

It was perceived that there was lack of commitment from top management, and
the workforce, to implement QMS as a tool for quality. It seem that they complaint
about the system being too much paperwork-driven and did little to help the department
in delivering quality products and services. A lot of time was spent on preparing quality

records at the expense of quality control activities.



The problems highlighted warrant for this study to be undertaken. Furthermore,
to date only limited study has been carried out in the area of ISO 9000-based QMS

implementation in construction industry, particularly in Malaysia.

1.3  Aim and Objective of the Study

The aim of this study is to reappraise the implementation of JKR Quality
Management System in order to effectively improve the quality of projects and services
delivered by JKR.

To achieve this aim, the following objectives have been used:

e To investigate the implementation of QMS in JKR projects.
e To identify the factors those impede successful implementation of QMS in
JKR projects.

e To propose the strategy to improve QMS implementation in JKR.

1.4 Scope and Limitation of the Study

JKR has documented the procedures for product realisation, from inception to
completion stage. However due to time constraints, the scope of the study will be
limited as follows only:

e Implementation of QMS during construction phase

e Quality management at project sites

Nevertheless the findings of the study and any proposal made can also be applied to

other stages of product realisation with some modification or adaptation.



1.5 Importance of the Study

This study can be considered as significant in contributing to a deeper
understanding of ISO 9000-based QMS, particularly with regard to successful
implementation in the public sector construction projects. It is anticipated that the
findings of the study will help JKR implementing QMS more effectively and contribute
to JKR mission to become a world class service provider and centre of excellence in
asset management, project management and engineering services. Finally, successful
QMS implementation in JKR projects would contribute towards JKR’s vision to be the
centre of excellence in asset management, project management and engineering

services.

1.6 Brief Research Methodology

This study utilised a qualitative methodology. Data were collected through
reviews of archival records, expert panel interviews and questionnaire survey. Expert

panel interviews were conducted using semi-structured approach.

Expert panel interviews were conducted to determine the current QMS practice
in JKR projects, to identify implementation problems, and evaluate panel’s expectation
regarding QMS implementation. Secondary data was also collected from JKR Quality
Management Section for the purpose of determining the current application or practice
of QMS. The current practices were compared against best practices derived from
literature reviews. Questionnaire survey was conducted to get feedback from both JKR
and supplier (contractor and consultant) staffs regarding QMS practices and the strategy

to improve QMS implementation. Figure 1.1 illustrates the research methodology.
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