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CHAIRMAN / CHIEF EXECUTIVE’S ADDRESS

Alhamdulillah, the National Accreditation Board or known as Lembaga Akreditasi Negara (LAN) has gone through another busy and eventful year of 2004 that marked the seventh year of its establishment. LAN has successfully fulfilled its entrusted responsibilities on accreditation of tertiary courses of study offered at the Private Higher Education Institutions (PHEI) in Malaysia. LAN has also achieved its functions in enhancing the quality assurance for the PHEI throughout the year 2004. 
It is our government desire to ensure that policy on making Malaysia as the regional centre for higher education excellence is achievable. One of the main factors contributed to such endeavor is an efficient system of accreditation, which is at par with the best-practiced system at the international level.

Currently, foreign students preferably chose Malaysia to pursue their higher education. Such development is very encouraging and should be realized as full potential for our benefits in achieving our government noble efforts to make Malaysia as a focused centre for foreign students to obtain their higher education.

As an agency responsible to the Minister of Higher Education in regulating quality education offered by PHEI, LAN has taken proactive measures by streamlining further its assessment and accreditation system.

Among its important measures taken, was an establishment of a one stop centre in June 2004. The centre was set up to process the applications for approval to conduct courses of study offered at the PHEI. The establishment of one stop centre on the initiative of Y.B. Dato’ Dr. Hj Shafie Mohd. Salleh, Minister of Higher Education has brought very positive results. The evaluation of applications submitted by the PHEI for approval to conduct courses of study had been successfully completed within one to three months compared to five months before the inception of the centre.

Seminars with the theme ‘Towards Enhancing the Quality of Private Higher Education” have been conducted for PHEI personnel for all zones in Malaysia Peninsular, Sabah and Sarawak from October till November 2004. The aim of the seminars was to deliver the updated information on the development of quality assurance system implemented by LAN for the PHEI providers.

At the same time, LAN also has had evaluated 1,124 applications for approval to conduct courses of study inclusive of 286 applications received at the end of 2003. It shows that 95.1% of courses of study been evaluated within the period of three months three weeks as specified according to the Client’s Charter. 

With regard to assessment of accreditation, the evaluation of 282 courses inclusive of 162 courses received at the end of 2003 had been assessed up to      90.3% in 2004. It was within the period of seven months as specified by the Client’s Charter.

LAN has accredited 179 courses of study in 2004. The increment is 50% compared to accredited courses in 2003. The increment reflects the PHEIs’ continuous commitment to improve the quality of their courses of study, which supported by the positive results of LAN’s Accreditation Campaign in May 2004.

I believe that the development provides vast opportunities for students to select and pursue quality courses of study at our tertiary levels. This is because of the criteria and standard of LAN’s accreditation, which are at par with the criteria and standard of accreditation system at the international level.

Furthermore, the educational authorities in foreign countries are looking forward to recognizing the courses of study, which have obtained LAN’s accreditation recognition. For example, the Middle East nations, namely Saudi Arabia, Yemen, and Oman as well as the Maldives and Brunei are prepared to send their students to Malaysia to enroll for LAN’s accredited courses of study offered at the PHEI. 

It is an ongoing effort of LAN to strengthen the relationship with foreign quality assurance bodies. This will benefit us in exchanging information and knowledge apart from opening pathways for mutual recognition of qualifications so that our graduates from local institutions of higher learning possess the qualifications that are internationally recognized.
LAN will focus on enhancing and strengthening the quality of assessment within the outcome-based education (OBE) approach in 2005. Within the OBE, the curriculum design for courses of study offered by the PHEI should focused on student-centred approach with the emphases on learning outcomes. The curriculum content and its organization, teaching and learning strategies and assessment methods should reflect the assessable learning outcomes as major part of the OBE approach. 

Learning outcomes within the OBE approach will ensure what students can do with knowledge, skills and attitudes as a result of their respective courses of study. This will help the nation to produce graduates who are balanced, knowledgeable and moral citizens for our national human resource development as well as for the needs of industry, local and international. 

Briefing sessions and workshops on the formulation of such learning process will be conducted in 2005 involving PHEI personnel throughout the country.

To further enhance the competitiveness of PHEI, LAN introduced the self-assessment system to PHEI’s personnel in line with current developments on assessment system implemented by international quality assurance bodies.

This self-assessment will enable the PHEI to identify the strengths and weaknesses of the courses of study offered at the Institutions. It will provide room for PHEI to improve on their shortcomings and to capitalize their strengths in upgrading the quality of their courses of study.

We hope that the effectiveness of the PHEI self-assessment will later assist LAN to consider implementing assessment of Institutions as well as their courses of study. If all goes well, we will be genuinely committed to possess an excellent internal quality assessment system.

Finally, I would like to conclude that the ongoing endeavor to improve our performance would be continued. Although LAN has achieved whatever planned in 2004, it is my hope and promise that such excellent performance would be continued in 2005.

(DATO’ DR. MOHAMED SULEIMAN)

Chairman/Chief Executive

Lembaga Akreditasi Negara

. 

CORPORATE INFORMATION

ESTABLISHMENT

The National Accreditation Board is a quality assurance body established by an Act of Parliament in MAY 1997 for the coordination, determination and maintenance of standards of private higher education in Malaysia. The establishment of LAN reflects the Government’s aspirations to ensure the development of private higher education system in Malaysia at par with the system at the international level.

VISION

LAN envisions a quality assurance body for higher education that is credible, reputable and internationally recognized.

MISSION

LAN endeavours to ensure that courses of study offered by PHEI are of high quality, at par with the international standards, able to contribute to the needs of human development and capable in developing individuals to their maximum potential.

OBJECTIVES

i.
To formulate policies on standards and quality control of private higher education sector.

ii. To advise and make recommendations to the Honourable Minister of Higher Education regarding applications for approval to conduct courses of study offered at the PHEI.

iii. To determine the achievement of minimum standard for PHEI

courses based on set criteria, standards and quality.

iv. To evaluate applications for accreditation of PHEI courses based on set criteria, standards and quality.

v. To furnish interested parties with information on the requirements of the Act and the rules governing applications for approval, achievement of minimum standard and accreditation for the courses of study.

vi. To ensure uniformity of standards and quality in the evaluation process related to the applications for approval, achievement of minimum standard and accreditation for the courses of study at certificate, diploma and degree levels.

vii.  To strive towards the achievement of regional and international   standard for the courses of study.

FUNCTIONS

i. To formulate policies on the standard and quality control of the courses of study; and the certificates, diplomas and degrees.

ii. To set, monitor, review, and oversee the standard and quality of the courses of study; and certificates, diplomas and degrees for the purpose of accreditation.

iii. To determine the level of achievement for the national language and the compulsory subjects as pre-requisites for the award of certificates, diplomas or degrees as specified in the Private Higher Educational Institutions Act, 1996 (Act 555).

iv. To advise and make recommendations to the Minister of Higher Education for his approval upon courses of study to be conducted by PHEI.

CLIENT’S CHARTER

LAN pledges to process completed applications from PHEI as follows:

i. To recommend approval for conducting courses of study within three months and three weeks.

ii. To recommend renewal of the approval for the courses of study within two weeks.

iii. Determination of minimum standard of achievement for courses of study within seven months.

iv. Achievement of certification of accreditation for courses of study within seven months.

SOURCES OF POLICY, CRITERIA AND STANDARD

In order to carry out its responsibilities effectively, LAN has developed a set of policies, criteria and standards of assessment to ensure that every course of study offered by PHEI is of high quality.  The criteria and standards are based on the following sources: 

i. Policies set by the National Higher Education Council;

ii. Best practices of local and foreign institutions of higher learning as benchmarks;

iii. Best practices of international Quality Assurance bodies; and

iv. Collaboration with professional bodies and feedback from the industry.

STAFF APPOINTMENT 

Since its inception on 3 July 1997 LAN started with the appointment of 37 officers and staff for various categories. When the workload increased as a result of the increment of applications for courses of study, the Public Services Department (PSD) approved an additional of 117 permanent posts. This added the eligible permanent approved-posts to 154 at the end of 2003.  In  2004, the PSD approved another 13 permanent posts, which made the possible addition of permanent post to 167. On the 31 December 2004, LAN has established with 159 staff for various categories. Table 1 shows the breakdown of staff by category.

TABLE 1: STAFF BY CATEGORY

	No.
	Designation
	      No. of Personnel

	
	
	2003
	2004

	1
	Chairman / Chief Executive 
	1
	1

	2.
	Secretary / General Manager
	1
	1

	3.
	Senior Manager
	10
	9

	4.
	Manager
	52
	57

	5.
	Assistant Manager
	5
	5

	6.
	Staff Supervisor
	4
	4

	7.
	Special Assistant
	2
	2

	8.
	Administrative Assistant
	55
	62

	9.
	Computer Technician
	-
	1

	10.
	Junior Administrative Assistant
	7
	8

	11.
	Data Processing Machine Operator
	2
	2

	12.
	Junior General Assistant 
	3
	3

	13.
	Driver
	4
	4

	
	TOTAL
	146
	159


BOARD MEMBERS

The following are the details of board members.

	No.
	Name
	Position
	Address

	1.
	Dato’ Dr. Mohamed b. Suleiman
	Chairman / Chief Executive
	Chief Executive 

Lembaga Akreditasi Negara

14B, Menara PKNS-PJ

17, Jalan Yong Shook Lin

46050 Petaling Jaya

Selangor

	2.
	Prof. Dr. Mahani Zainal Abidin
	Deputy Chairman
	Special Consultant for Globalization,

National Economic Action Council,

Prime Minister’s Department,

Level 1, Block B5

Federal Government Administrative Centre

62502 PUTRAJAYA



	3.
	Dato’ Prof. Dr. Syed Ahmad b. Hussein
	Board Member
	Deputy Vice Chancellor (Academic)

Universiti Sains Malaysia

11800 Minden

Penang



	4.
	Prof. Ir. Abang Abdullah b. Abang Ali
	Board

Member
	Director

Housing Research Centre

Faculty of Engineering

University Putra Malaysia

43400 Serdang

Selangor



	5.
	Dato’ Prof. Dr, Adnan Alias
	Board

Member
	Dean

Faculty of Business Administration

Universiti Teknologi MARA

40450 Shah Alam

Selangor



	6.
	Dr. Zulkefli bin A. Hassan
	Board

Member
	Director

Training Division

Public Services Department,

Level 6, Block C1, Parcel C,

Federal Government Administrative Centre

62510 PUTRAJAYA



	7.
	Tuan Haji Zakaria bin

Hashim
	Board

Member
	Director

Zakaria–Lee & Partners S/B

Wisma Zelan, Suite 9.07 & 9.08

9th Floor, No. 1

Jalan Tasik Permaisuri 2

Bandar Tun Razak

56000 Kuala Lumpur



	8.
	Encik Davies Danavaindram
	Board

Member
	Director

Aluminium Company of Malaysia Berhad

No. 3, Persiaran Waja

Kawasan Perindustrian Bukit Raja

41050 Klang

Selangor



	9.
	Prof. Dr. Zabidi Azhar Mohd. Hussin
	Board

Member
	Dean

School of Medical Science 

University Sains Malaysia

16150 Kubang Kerian

Kelantan



	10.
	Prof. Dr. Abu Talib Othman
	Board

Member
	Board Member

Faculty of Information and Computer Technology

Universiti Perguruan Sultan Idris

35900 Tanjung Malim

Perak



	11.
	Prof. Dr. Khaw Lake Tee
	Board

Member
	Dean 

Faculty of Law

Universiti Malaya

Lembah Pantai

50603 Kuala Lumpur



	12.
	Puan Zita Mohd Fahmi
	Board

Secretary
	General Manager

Lembaga  Akreditasi Negara

14B Menara PKNS-PJ

17, Jalan Yong Shook Lin

46050 Petaling Jaya

Selangor


BOARD MEETING

Each of the PHEI applications, which have been assessed, will be presented at the board meeting.

The board meeting documents for each meeting usually exceeds 100 courses of study.  Each document contains at least 10 pages.  This would mean that for 12 board members, an average of 12,000 sheets of paper would be used for each board meeting.

To avoid such amount of paper as well as to respond to the Government’s call for the policy of an e-government, LAN has introduced the concept of e-board meeting in conducting its board meetings since 2003. To make it more convenient, each board member is provided with a laptop for personal reference in accessing to the information. 

Since the introduction of the e-board meeting, there has been a reduction in the use of papers. Moreover, decisions are achieved faster since the critical issues raised could be discussed and focused more effectively during the meeting as any information related to the evaluated courses of study could be accessed earlier by the board members. 

A total of 12 board meetings were held in 2004 including one meeting by circulation.  The proposed papers discussed at the meetings are as follow:

i. Policy Paper related to LAN’s functions, specifically pertaining to standards and quality.

ii. Administrative and Management Papers:

· Human resource management

· Financial Management

· Administrative matters; and

· Appointment of Panel of Assessors

iii. Academic Papers:

· Application for approval to conduct courses of study by PHEI

· Assessment on achievement of Minimum Standard; and

 -
Assessment for accreditation recognition.
The following table shows the number of papers presented at the board meetings in 2004.

TABLE 2: PAPERS PRESENTED AT THE BOARD MEETINGS IN 2004

	    NO.
	DATE OF BOARD MEETING
	PAPER

	
	
	Administrative
	Policy
	Academic

	1/2004
	19 January 2004
	1
	2
	136

	2/2004
	16 February 2004
	1
	-
	174

	3/2004
	23 March 2004
	2
	2
	238

	4/2004
	19 April 2004
	7
	1
	120

	5/2004
	17 May 2004
	2
	6
	111

	6/2004
	21 June 2004
	3
	1
	161

	7/2004
	19 July 2004
	4
	2
	118

	8/2004
	16 August 2004
	2
	1
	175

	9/2004
	20 September 2004
	2
	-
	210

	10/2004
	18 October 2004
	7
	-
	178

	11/2004
	29 November 2004

(Circulation)
	1
	-
	209

	12/2004
	20 December 2004
	4
	
	174

	TOTAL
	36
	15
	2004


TABLE 3: NUMBER OF ACADEMIC PAPERS PRESENTED AT THE BOARD

                  MEETINGS IN 2004

	MONTH
	APPROVAL
	MINIMUM STANDARD
	ACCREDITATION

	JANUARY


	95
	22
	19

	FEBRUARY


	107
	41
	26

	MARCH


	154
	51
	33

	APRIL


	74
	33
	13

	MAY


	73
	25
	13

	JUNE


	93
	38
	30

	JULY


	89
	19
	10

	AUGUST


	116
	35
	24

	SEPTEMBER


	124
	49
	37

	OCTOBER


	121
	34
	23

	NOVEMBER


	82
	64
	63

	DECEMBER


	100
	38
	36

	TOTAL


	1228
	449
	327


QUALITY ASSURANCE AND ACCREDITATION SYSTEM 

LAN has developed policy, standard and criteria of assessment to establish high quality courses of study offered by the PHEI based on the following sources:

i. Policy set by the National Higher Education Council 

ii. Best practices of local and foreign higher educational institutions as our benchmarks

iii. Best practices of international quality assurance bodies; and

iv. Collaboration with professional bodies and feedback from the industry

Based on the determined and recognized policy, standard and criteria of assessment, LAN has evaluated courses of study offered by the PHEI by focusing on the following areas of quality assurance:

i. Vision

ii. Mission

iii. Objectives and Learning Outcomes

iv. Academic Staff

v. Teaching and evaluation methods

vi. Curriculum

vii. Teaching and learning facilities

viii. Management system

ix. Support system for students; and

x. Rationale for offering the course

EVALUATION AND ASSESSMENT PROCESS

The process of evaluation implemented by LAN encompasses assessment for approval to conduct courses of study, achievement of minimum standard and accreditation.  The assessment for approval involves evaluation of documents while for achievement of minimum standard and accreditation involve the evaluation of the actual process of conducting the courses through site visits to PHEI premises.

Each stage of evaluation will be assessed by trained panel of assessors from public and private higher education institutions, professional bodies and the industry who are experts in their respective study areas.

Based on the evaluation report submitted by the assessors, the board meeting would suggest the approval of courses of study that would be offered at the respective PHEI.

Recommendations for approval to conduct courses of study would be submitted for decision whilst for achievement of minimum standard and accreditation would be decided by LAN and conveyed directly to the PHEI concerned.   

RECOGNITION OF COURSES OF STUDY

LAN’s accreditation is a formal recognition that ascertains the certificates, diplomas or degrees awarded to graduates are in accordance with the standards set by LAN based on academic practices and international norms.

In principle, LAN’s accreditation has provided assurances to courses of study, which are recognized at local and international levels. Students pursuing such courses will have wider opportunities in obtaining scholarships or loans from financing or sponsoring bodies and in continuing their further studies at the PHEI.

ANNUAL PERFORMANCE

In general, there are three categories of applications for approval to conduct courses of study by the PHEI. The submissions are the applications for:

i. Approval to conduct courses of study

ii. Achievement of minimum standards

iii. Achievement of accreditation

ASSESSMENT FOR APPROVAL TO CONDUCT COURSES OF STUDY

LAN has received 983 applications for assessment for approval to conduct courses of study in 2004. A total of 838 courses of study (85.2%) has been evaluated and recommended by the Board. It showed that 95.1% of courses were completed within three months and three weeks according to the time limit set by the Client’s Charter, whereby a total of 136 (13.8%) are still being processed and one percent was deferred by the PHEI.

A total of 286 courses of study received at the end of 2003 has been assessed and recommended by the Board in 2004.

ASSESSMENT FOR ACHIEVEMENT OF MINIMUM STANDARD

In 2004, LAN has received 155 applications for achievement of minimum standard for courses of study. A total of 88 (56.8%) courses had been evaluated and recommended by the Board. It showed that 93.1% of them been completed within seven months according to the time limit of the Client’s Charter whereby 43 (30.9%) are still being processed and 19 (12.3%) been deferred by PHEI. At the end of 2003, LAN has received 240 courses of study, which had been assessed and recommended by the Board in 2004.

ASSESSMENT FOR ACCREDITATION

LAN received 210 applications for accreditation recognition in 2004. A total of 120 (57.1%) has been assessed and recommended by the Board, either to be accredited or rejected. A total of 90.3% have been assessed within seven months according to the specified period set by the client’s charter, whereby 83 (39.6%) courses are still in progress and 7 (3.3%) courses were deferred at the request of the PHEI.

At the same time, 162 courses of study received at the end of 2003 had been assessed and recommended by the Board in 2004. The applications received at the end of 2004 are being processed and will be completed in early 2005.

STATUS OF ASSESSMENT OF COURSES OF STUDY

The status of application and assessment of the courses of study implemented by LAN since its inception in 1998 until 31 December 2004 are as follows:

TABLE 4: APPLICATION FOR ASSESSMENT ACCORDING TO COURSE 


       LEVEL

	COURSE LEVEL
	APPROVAL
	MINIMUM STANDARD
	ACCREDITATION
	TOTAL

	
	No.
	%
	No.
	%
	No.
	%
	No.
	%

	Certificate
	1246
	20.86
	245
	15.0
	158
	13.4
	1649
	18.8

	Certificate/Diploma
	-
	-
	5
	0.30
	-
	-
	5
	0.06

	Diploma
	30087
	51.68
	930
	56.98
	596
	50.6
	4613
	52.5

	Advanced Diploma
	-
	-
	6
	0.37
	-
	-
	6
	0.07

	Degree
	1253
	20.98
	348
	21.3
	352
	29.9
	1953
	22.2

	Masters
	351
	5.88
	87
	5.33
	61
	5.18
	499
	5.68

	PhD
	36
	0.60
	11
	0.67
	11
	0.93
	58
	0.66

	TOTAL
	5973
	100
	1632
	100
	1178
	100
	8783
	100


The status of the application to conduct courses of study according to field of study is as follows:

TABLE 5: APPLICATION TO CONDUCT COURSES OF STUDY


       ACCORDING TO THE FIELD OF STUDY

	No.
	COURSE DISCIPLINE
	NUMBER
	%

	1.
	Economics
	81
	1.36

	2.
	Pharmacy
	11
	0.18

	3.
	Nursing
	33
	0.55

	4.
	Engineering
	834
	13.9

	5.
	Secretarial Course
	96
	1.61

	6.
	Communication/Media
	122
	2.04

	7.
	Music
	18
	0.30

	8.
	Tourism and Hotel
	175
	2.93

	9.
	Marketing
	126
	2.11

	10.
	Education
	116
	1.94

	11.
	Education (General)
	1
	0.02

	12.
	Islamic Studies
	73
	1.22

	13.
	Management/Administration
	328
	5.50

	14.
	Accountancy
	478
	8.00

	15.
	Dentistry
	3
	0.05

	16.
	Fisheries and Oceanic Science
	7
	0.18

	17.
	Business
	1015
	16.9

	18.
	Agriculture
	3
	0.05

	19.
	Medicine
	58
	0.97

	20.
	Science and Environment
	89
	1.49

	21.
	Food Science and Biotechnology
	25
	0.42

	22.
	Social Science
	38
	0.64

	23.
	Arts
	36
	0.60

	24.
	Architecture
	69
	1.16

	25.
	Arts and Design
	185
	3.10

	26.
	Information Technology
	1441
	24.1

	27.
	Quantity Surveying
	23
	0.39

	28.
	Law
	56
	0.94

	29.
	Others
	433
	7.25

	
	JUMLAH


	5973
	100


STATUS OF APPLICATION FOR ACCREDITATION

LAN has been receiving applications for accreditation since 1998.  For the first five years, the total number of applications fluctuated but later it became more stable between 2003 and 2004. Since the launching of LAN Accreditation Campaign in May 2004, the total of applications received by LAN was very encouraging. The number of applications for accreditation increased to 1178 courses of study on 31 December 2004. 

Chart 1: STATUS OF APPLICATIONS FOR ACCREDITATION BY YEAR

In terms of breakdown according to fields of study, the status of applications for accreditation is as follows:

TABLE 6:  STATUS OF APPLICATION FOR ACCREDITATION ACCORDING

                   TO FIELD OF STUDY
	NO.
	FIELD OF STUDY
	NUMBER
	%

	1.
	Economics
	10
	0.85

	2.
	Pharmacy
	3
	0.25

	3.
	Nursing
	5
	0.42

	4.
	Engineering
	197
	16.72

	5.
	Secretarial Course
	10
	0.85

	6.
	Communication/Media
	33
	2.80

	7.
	Music
	3
	0.25

	8.
	Tourism and Hotel
	30
	2.55

	9.
	Marketing
	21
	1.78

	10.
	Education
	12
	1.02

	11.
	Islamic Studies
	31
	2.63

	12.
	Management/Administration
	65
	5.52

	13.
	Accountancy
	83
	7.05

	14.
	Business
	197
	16.72

	15.
	Medicine
	11
	0.93

	16.
	Science and Environment
	13
	1.10

	17.
	Food Science and Biotechnology
	5
	0.42

	18.
	Social Science
	7
	0.59

	19.
	Arts
	4
	0.34

	20.
	Architecture
	11
	0.93

	21.
	Arts and Design
	33
	2.80

	22.
	Information Technology
	334
	28.35

	23.
	Quantity Surveying
	1
	0.08

	24.
	Law
	3
	0.25

	25.
	Others
	56
	4.75

	
	TOTAL
	1178
	100


ASSESSMENT OF COURSES OF STUDY BY PROFESSIONAL BODIES

LAN has to continue the establishment of working relationship with professional bodies to assess applications for conducting professional courses either for approval or for accreditation.

Among the qualified professional bodies, which have been cooperated with LAN are the Board of Engineers Malaysia (BEM), Malaysian Medical Council (MMC), Malaysian Dental Council (MDC), Board of Quantity Surveyors Malaysia (BQSM), Malaysian Pharmaceutical Board (MPB), and the Malaysian Nursing Board (MNB). Through this cooperation, the assessment made by various bodies or councils can be adopted and standardized for both professional bodies/councils and LAN.

The following is a breakdown of assessment of courses of study by professional bodies in 2004:

TABLE 7:  STATUS OF ASSESSMENT OF COURSES BY QUALIFIED


        PROFESSIONAL BODIES

	No.
	Qualified Professional Body
	No. of Courses

(For Approval)
	No. of Courses

(For Accreditation)

	1.
	Board of Engineers Malaysia
	9
	5

	2.
	Malaysian Medical Council
	1
	-

	3.
	Malaysian Nursing Board
	1
	-

	4.
	Malaysian Pharmaceutical Board
	1
	1

	5.
	Malaysian Dental Council
	2
	-


ASSESSING THE ACADEMIC LEVEL OF FOREIGN QUALIFICATIONS

In its efforts to ensure and maintain the quality of private higher education in this country, LAN also provides services of assessing the academic level of foreign qualifications obtained by local and overseas students who wish to continue their studies at the PHEI. 

The assessment is necessary to ensure that the qualifications are equivalent to the academic qualifications required for entry into the PHEI in Malaysia, which is SPM (for entry into certificate/diploma programs) and STPM (for entry into degree programs) or its equivalent.

Till 2004, LAN has received various applications to assess the academic qualification level from the public, including overseas students who wished to further their studies in public and private institutions of higher learning in Malaysia as well as Malaysian citizens who possessed higher education qualifications from overseas. LAN also involves in assessing the private and public institutions of higher learning that wish to recruit students from overseas and other areas based on request of the respective Institutions.

LAN conducts the assessment of the academic level of foreign qualifications by relying on the information of educational systems obtained from Southeast Asian Ministers of Education Organization (SEAMEO)’s Regional Centre for Higher Education and Development via the Handbook on Diplomas, Degrees and Other Certificates in Higher Education in Asia and the Pacific, 1998.  Beside this, information on the educational systems of foreign countries is also obtained from UNESCO’s website.  LAN also refers to the education divisions of embassies of countries involved in the assessment.  LAN’s panel of assessors are also giving their services to assess the foreign module/curriculum of a respective qualifications.

To date, academic qualifications for which comparisons have been made with SPM and STPM qualifications are as follows:

TABLE 8:  LIST OF ASSESSMENT OF FOREIGN ACADEMIC

                  QUALIFICATIONS

	NO.
	QUALIFICATIONS
	COUNTRY
	LEVEL
	REMARKS

	1.
	Australian Year 10 Australian Year 11 Australian Year 12
	Australia
	Form 5 (SPM) Lower 6   Upper 6 (STPM)


	                                                          -

	2.
	South Australian Matriculation (SAM)
	Australia
	A-Level
	Holder is eligible to pursue Bachelor Degree program



	3.
	Tertiary Entrance Education (TEE)
	Australia
	A-Level
	Holder is eligible to pursue Bachelor Degree program



	4.
	Victorian Certificate of Education (VCE)
	Australia
	A-Level
	Holder is eligible to continue Bachelor Degree program



	5.
	The School Certificate Part A & B issued by the Board of Studies, New South Wales, International School, Malaysia


	Australia
	SPM


	    -                                                                                

	6
	BDTVCE National Diploma in Electrical and Electronic Engineering


	Brunei Darussalam
	Diploma in Malaysia
	     -

	7.
	GCE ‘O’ Level
	Brunei Darussalam
	SPM
	Fulfill entry  to Form 6/BTEC National Diploma



	8.
	GCE ‘A’ Level
	Brunei Darussalam
	STPM
	Eligible to pursue first degree program (Accepted by most universities in UK, Australia and Brunei) 



	9.
	Pre-National Diploma in Engineering, Brunei Darussalam Technical and Vocational Education Council (BDTVEC)


	Brunei Darussalam
	 -
	As top-up value to GCE ‘O’ Level. Through this Pre-National Diploma students can gain entry into  BDTVEC/ BTEC  National Diploma 

	10.
	Higher Certificate of Religious Education (Sijil Tinggi Pelajaran Ugama (STPU)


	Brunei Darussalam
	 Sijil Tinggi Agama Malaysia (STAM)
	   -

	11.
	High/Secondary School Diploma (Grade 12)
	Canada (All Provinces/ territories in Canada


	STPM
	  -

	12.
	Canadian Pre- University  (CPU)/ Ontario Secondary School Diploma 


	Canada
	A-Level
	Qualifies holder to pursue Bachelor degree program

	13.
	Upper Secondary (Grade 12)
	Cambodia 
	STPM
	Grade 12 qualification is used for entry into degree and non-degree programs Before this students were required to sit for an entrance exam



	14.
	Baccalaureat + Grandes ecoles (entrance examination)


	France
	STPM
	

	15.
	Zeugnis der Reife


	Germany
	STPM
	

	16.
	Indian School Certificate/ Secondary School Certificate (10 years of schooling)


	India
	SPM
	Eligible to continue non-degree courses

	17.
	Secondary School Certificate (12 years of schooling/ Higher Secondary Course Certificate


	India
	STPM / A-Level
	Eligible to continue   degree courses

	18.
	Matriculation Examination, X standard (Issued under the authority of Government of Tamil Nadu) 


	India
	SPM/ “O’ Level
	  -

	19.
	Pre-Medical from Punjab University


	India
	A-Level
	  -

	20.
	Pre-University Examination from 

Mahatma Gandhi University


	India
	STPM
	   -

	21.
	Certificate of Secondary Year Pre-University Examination issued by Education department of the Government of Kartanaka


	India
	STPM
	   -

	22.
	Sekolah Menengah Umum 3
	Indonesia
	STPM
	Eligible to pursue degree  and non- degree courses



	23.
	High School Diploma (on completion Grade 12) + KONKUR (University Entrance Examination)
	Iran
	-
	For entry to Bachelor  Degree program, completed secondary school and passed ‘KONKUR’ (University entrance examination)



	24.
	Diploma di maturita (age 14-19)
	Italy
	STPM
	Diploma awarded after 5 years of secondary school and eligible to  pursue to university level



	25.
	“O” Level Examination The Kenya Certificate of Secondary Education (KCSE) (16 years of schooling) 
	Kenya
	-
	This qualification is used for entry to Teaching College university, Polytechnics and Technical Training Institute.

Grade for entry to:  

- Degree (Medicine) A to A

-  Degree (Liberal Science excluding Law): B and above

- National Diploma: C with combination of related subjects

- Certificate courses: Lower than C - 

* Pass in  English and Mathematics in KCSE (‘O’ Level) is compulsory for entry to all level of Studies

	26.
	Secondary School Certificate
	Great Socialist People’s Libyan Arab Jamahiriya


	STPM
	   -

	27.
	Cambridge School Certificate / General Certificate of Education Ordinary Level


	Mauritius
	SPM
	   -

	28.
	Higher School Certificate Examination / General Certification of Education Advance Level


	Mauritius
	STPM
	  -

	29.
	School Leaving Certificate Examination
	Nepal
	SPM
	This qualification is needed to pursue a Bachelor degree course in this country. However, students have to sit for a Proficiency Certificate course for 2 years at the university before gaining entry to any degree program.



	30.
	SPM : Dutch HAVO- Diploma


	Holland
	SPM
	   -

	31.
	STPM : VWO-Diploma
	Holland 
	SPTM


	   -

	32.
	Senior School Certificate (SCE), West African Senior Secondary Certificate Examination


	Nigeria
	-
	Eligible to pursue degree and non-degree level courses

	33.
	West African Examination Council Senior School Certificate
	Nigeria, Ghana, Sierra Leone and Gambia


	 -
	Conferred after passing the 6th year school examination

	34.
	General Secondary School Certificate (Literature Section)
	Sultanate of Oman
	STPM (12 years of schooling)
	Eligible to pursue degree or non-degree program depending on student’s  achievement percentage



	35.
	Secondary School Certificate
	Pakistan
	SPM
	Eligible for non-university/degree level courses



	36.
	Higher Secondary School Certificate Examination/ Intermediate Certificate Pakistan 


	Pakistan
	STPM
	Eligible for university/degree level courses

	37.
	Secondary School Matriculation Certificate
	Poland
	Completed secondary school in their country 


	Eligible for entry to  university and non-university level courses

	38.
	Attestat (Certificate)
	Russia
	STPM
	Entry to vocational school, degree and non-degree programs  require Attestat entrance exam + Assessment based on 5 grade system:

Grade 1 and 2 : FAIL

Grade 3: PASS or Satisfactory

Grade 4 : GOOD

Grade 5: EXCELLENT



	39.
	Singapore Cambridge General Certificate of Education ‘Ordinary’ Level


	Singapore
	SPM
	  -

	40. 
	PRE U2
	Singapore
	
	Preparation to sit for Singapore –Cambridge General Certificate of Education ‘Advanced’ Level Examination



	41.
	General Certificate of

Education (‘O’ Level), Sri Lanka
	Democratic Socialist Republic of Sri Lanka


	SPM/ ‘O’ Level
	   -

	42.
	General Certificate of Education (A-Level), Sri Lanka
	Democratic Socialist Republic of Sri Lanka


	STPM / A- Level
	  -

	43.
	Grade 12, Upper Secondary School Certificate, Darusat Witya High School


	Thailand
	STPM
	Eligible for university level of education

	44.
	Islamic Study Upper Secondary School
	Thailand
	 -
	Holders of this qualification are eligible to pursue further studies



	45.
	GCSE
	United Kingdom
	SPM
	Entry to non-degree level courses 



	46.
	International Baccalaureate (IB)
	United Kingdom
	  -
	Continue with Bachelor degree



	47.
	Grade 11, High School New York
	United States of America


	Form 5 - SPM
	 -

	48.
	Grade 12, High School New York
	United States of America


	Form 6 - STPM
	 -


Notes: If there are local PHEI which offer any of the above qualifications, their acceptance as entry qualifications will depend on the status of approval/ minimum standard/ accreditation by the Ministry/LAN

PUBLICATIONS

Among the materials published by LAN in 2004 are as follows:

1)
A Booklet on the Guidelines on Standards and Criteria for 

            Post-Graduate Degree Courses of Study (Third Edition)

This booklet is a comprehensive guideline that can be applied as the basis for conducting courses at the post-graduate level which meet the standard and criteria set in the award of academic qualifications.

2)       LAN Bulletin
LAN Bulletin which was launched in 2002 has started to gain the attention of parties interested in higher education, especially PHEI.  It has become a medium for channeling information to PHEI and other parties with regard to the latest development on the country’s private higher education sector. In 2004, LAN Bulletin was published three times and distributed to related Government agencies, PHEI and secondary schools throughout the country as well as foreign embassies in Malaysia.

3)  List of Courses of Study Accredited by LAN

     From July 2003 till April 2004)

This book is a directory published regularly listing the courses of study offered at the PHEI that have been accredited by LAN from July 2003 till April 2004.  It can be used as a guide by local and overseas students, parents, educational institutions, sponsoring bodies and other interested parties to examine and search for the quality of courses of study offered by PHEI.

PANEL OF ASSESSORS   

The evaluation on the quality of courses of study is highly dependent on a group of experts known as panel of assessors. 

The assessors are drawn from the teaching faculties of public and private institutions of higher learning, members of professional bodies and also experts from institutions that have expertise in specific fields to evaluate courses of study based on criteria and standard set by LAN.

Before being appointed as assessors, they will be given training through workshops. The objective of the workshop is to give exposure and understanding to them on the functions and policies of LAN and methods in carrying out evaluations on courses of study offered by PHEI. The methods of evaluation are based on the levels namely the approval of the courses of study documents, and the approval for minimum standard or accreditation recognition. The assessors are also provided with a Code of Ethics as a guide for them to carry out their responsibilities effectively and consistently.  

WORKSHOP FOR PANEL OF ASSESSORS

To overcome the shortage of assessors in specific fields, three sessions of assessors’ workshops were held in 2004.  The first workshop held in LAN was attended by 32 academic experts from public and private institutions of higher learning. The second workshop held at Syuen Hotel, Ipoh, was attended by 65 participants whilst the third one, which was held in LAN was attended by 32 participants.

LAN has appointed a total of 1,068 panel of assessors based on their respective fields as shown in the table below: 

TABLE 9:  NUMBER OF ASSESSORS APPOINTMENTS BY FIELDS OF

                  STUDY TILL 31 DECEMBER 2004  

	FIELDS/PHEI
	UM
	UKM
	UPM
	UTM
	UIA
	USM
	UUM
	UiTM
	UMS
	UNIMAS
	UPSI
	POLI
	IPTS
	OTHERS
	TOTAL

	BUSINESS/

ACCOUNTING
	22
	30
	24
	8
	9
	4
	25
	70
	9
	-
	1
	12
	14
	3
	231

	MEDICINE/

NURSING
	16
	13
	10
	-
	-
	6
	-
	-
	-
	2
	-
	-
	7
	14
	68

	ENGINEERING/ ARCHITECTURE
	10
	22
	24
	68
	2
	8
	1
	39
	-
	1
	3
	34
	24
	27
	263

	COMMUNICA

TION/MEDIA
	2
	1
	2
	-
	1
	6
	1
	7
	-
	-
	-
	-
	-
	-
	20

	HOSPITALITY
	1
	-
	1
	-
	-
	-
	-
	34
	--
	-
	-
	2
	1
	-
	39

	EDUCATION
	9
	13
	10
	14
	2
	5
	3
	9
	1
	1
	2
	1
	5
	-
	75

	ISLAMIC STUDIES
	11
	4
	4
	2
	5
	-
	-
	5
	1
	-
	-
	-
	-
	-
	32

	SCIENCE
	6
	9
	14
	2
	-
	1
	2
	12
	7
	-
	3
	-
	10
	2
	68

	SOCIAL SCIENCE
	13
	-
	-
	-
	-
	-
	1
	9
	3
	2
	-
	-
	2
	2
	32

	DESIGN ARTS/CREATIVE ARTS
	1 
	-


	-
	3
	-
	-
	-
	22
	2
	-
	3
	9
	1
	4
	45

	COMPUTER SCIENCE/IT
	6
	20
	9
	19
	4
	5
	5
	15
	-
	-
	2
	4
	6
	4
	99

	LAW
	2
	3
	-
	-
	11
	-
	1
	7
	-
	-
	-
	-
	-
	1
	25

	OTHERS
	-
	2
	2
	13
	-
	5
	-
	8
	1
	-
	-
	1
	6
	33
	71

	TOTAL


	99
	117
	100
	129
	34
	40
	39
	237
	24
	6
	14
	63
	76
	90
	1068


IMPLEMENTATION OF COMPULSORY SUBJECTS

The compulsory subjects comprise Bahasa Kebangsaan A (LAN 1001), Bahasa Kebangsaan B (LAN 1002), Malaysian Studies (LAN 1003), Islamic Studies (LAN 1004) and Moral Education (LAN 1005).  Under subsection 41 (4) and 43 (1) of the PHEI Act 1996 (Act 555), it is compulsory subjects for every PHEI student, as a pre-requisite to be awarded with any academic qualifications. For Malaysian students, achieving a pass in the subjects is a compulsory for their graduation of any levels of their higher education.

The emphasis on the implementation of compulsory subjects is in line with the national education philosophy, which stresses on the continuous effort towards upgrading the individual potential on a comprehensive and integrated basis to create a balanced and harmonious being in terms of intellect, spiritual, emotional and physical based on a firm belief in and devotion to God. This effort is to create a Malaysian who is knowledgeable, outstanding, noble and responsible, and peace loving as well as contributing towards the harmony and prosperity of the community and nation. 

ASSESSMENT OF COMPULSORY SUBJECTS

LAN monitors the implementation of compulsory subjects during the site visits to assess the minimum standard and accreditation. This is to ensure that the compulsory subjects implemented are of quality and achieve the minimum standard. The PHEI, which has achieved the minimum standard in implementing the compulsory subjects will be accorded minimum standard and accreditation recognition.

The achievement of minimum standards in the implementation of compulsory subjects is based on the following criteria:

i. Implementing all the compulsory subjects as required;

ii. Utilizing fully the syllabus for compulsory subjects prepared by LAN other than the syllabus which have been recognized by LAN as being equivalent ;

iii. Having suitable academically qualified teachers for the subjects being taught ; and

iv. Implementing a quality assessment/inspection of compulsory subjects based on the assessors’ evaluation.  The assessment is made based on the examination questions, assignments, projects, marking scheme, and students’ answer scripts.    

LAN will not consider any PHEI that has not complied with the above four criteria in implementing the compulsory subjects, and if such shortcomings occur the courses of study assessed will not be accorded with the minimum standard and accreditation recognition.

EXEMPTION FROM COMPULSORY SUBJECTS

There are situations in which a student may be exempted from taking the compulsory subjects:

i. The student has sat and passed LAN’s compulsory subjects or its equivalent at the certificate or diploma level at a previous PHEI.  The passing mark is 50%.

ii. A student who has obtained a credit in Bahasa Melayu in SPM or a principal in STPM can be given exemption from taking Bahasa Kebangsaan A (LAN 1001). This would be implemented by the PHEI concerned without any formal application to LAN.

iii. Apart from that, based on the PHEI Registrar General of the Ministry of Education Circular No. 1/2004, ref. KP(JPS)5181 / 01 / 02/ Jld, 3 (1) dated 5 February 2004, all franchised programmes of public institutions of higher education conducted at PHEIs are exempted from conducting the PHEI compulsory subjects as the curriculum of the franchised programmes has the elements of PHEI compulsory subjects in their core courses.

Throughout 2004, more than 500 applications for exemption from compulsory subjects had been processed as follows:

TABLE 11:  LIST OF SUBJECTS OF PUBLIC INSTITUTIONS OF HIGHER


         LEARNING (PIHL) AND POLYTECHNICS EQUIVALENT 


         TO COMPULSORY SUBJECTS (THAT HAVE OBTAINED 


         EXEMPTIONS)

	PIHL
	LAN’S COMPULSORY SUBJECTS
	PIHL / POLYTECHNICS SUBJECTS

	Universiti Teknologi MARA (UiTM)
	Islamic Studies
	Islamic Education l (UIS 101)

Islamic Education ll (UIS 151)

Islamic Education III (UIS 201)



	University Putra Malaysia (UPM)
	Malaysian Studies

Islamic Studies
	Malaysian Nation Building  

(SKP2101)

Islamic Civilization

(SKP2201)

Asian Civilization



	Universiti Utara Malaysia (UUM)


	Malaysian Studies

Islamic Studies
	Malaysian Nation Building 

(UHP1132)

Islamic & Asian Civilization I

(AN 1012)

Islamic & Asian Civilization II

(AN1022)



	Universiti Teknologi Malaysia (UTM)


	Malaysian Studies

Islamic Studies

Moral Education
	Malaysian Nation Building 

(UHP1132)

Islamic Education I

(DDH1142)

Islamic Studies II

(DDH2142)

TiTAS I

(ULT1012 & ULT2022)

Islamic Institution

(ULT2032)

Malaysian Studies I

(DDH1132)

Malaysian Studies II

(DDH2132)

Self-Improvement

(UHT3052)



	Ministry of Education Polytechnic
	Islamic Studies
	Islamic Studies I

(A1001)

Islamic Studies II

(A201)

Islamic Civilization

(A301)




COMPULSORY SUBJECTS COMPETENCY COURSE

In order to overcome the problems and weaknesses faced by PHEI in implementing the compulsory subjects, LAN has put forward the initiative to  sponsor Competency Teaching Course for Compulsory Subjects with the cooperation of PACE, UPM.
The course is aimed at training and upgrading the competency of the teaching force for each compulsory subject until they are successful in nurturing the students effectively and have achieved the learning outcomes to the highest level in Taxonomy Bloom.  Four competency courses were conducted as follows:

	NO.
	VENUE AND DATE
	COMPETENCY COURSE

	1.
	Marriott Hotel, Putrajaya

10-15 May 2004
	PHEI Compulsory Subjects Competency Course – Moral Education   LAN 1005



	2.
	Singgahsana Hotel, Petaling Jaya

28 June – 3 July 2004
	PHEI Compulsory Subjects Competency Course – Malaysian Studies LAN 1003 &

Moral Education LAN 1005



	3.
	Sunway Hotel, Seberang Jaya

4 – 7 October 2004
	PHEI Compulsory Subjects Competency Course – Malaysian Studies LAN 1003 &

Moral Education LAN 1005



	4.
	Hyatt Regency Hotel,

Johor Bahru

27 – 30 December 2004
	PHEI Compulsory Subjects Competency Course – Malaysian Studies LAN 1003 &

Islamic Studies LAN 1004




INTERNATIONAL NETWORKING

Apart from undertaking quality assessment and assurance on local PHEI, LAN also keeps abreast of the rapid progress in higher education at the global level and international accreditation on quality higher education offered by a country.  

LAN took the initiative to join as a member of the International Network of Quality Assurance Agencies in Higher Education (INQAAHE) and actively participated in international seminars and conventions on quality assurance. 

LAN also has signed MOUs with the New Zealand Qualification Authority and Quality Assurance Agency, United Kingdom. LAN has initiated to establish networking with international quality assurance bodies included the Australian University Quality Authority, National Assessment and Accreditation, United States and Badan Akreditasi Nasional, Indonesia.    

In fact, LAN is increasingly gaining recognition internationally as a reference centre to other countries such as Cambodia, Bhutan, Saudi Arabia, Kuwait, Brunei and Singapore in affairs of quality assurance for higher education.    

This recognition has been due to its great commitment in developing a quality assurance system that is internationally recognized in keeping with the Malaysian Government’s desire to be a centre of excellence in higher education.

For the year 2004, LAN has arranged several visits to other countries as follows: 

TABLE 13:   LAN’S OVERSEAS VISITS

	NO.
	PROGRAMME
	COUNTRY AND DATE
	PARITICPANTS

	1.
	Conference of Private Institute
	Australia

29 February – 4 March


	Pn.  Zita Mohd  Fahmi

	2.
	Workshop INQAAHE 2004
	Oman 

22 – 23 March
	Dato’ Dr. Mohamed Suleiman 

En. Majmi Mohd Noor



	3.
	Symposium on Strategic Choice for Higher Education Reform and Quality Assurance


	Thailand

27 – 30 April
	Mr. Soo Sit Chuan

En. Azley Ahmad

En. Norisham Mohd Noor

	4.
	Working Visit (fact finding) to agencies under the Ministry of Education, quality assurance body,   university and professional body in China
	24 May – 2 June
	Pn Zainom Nor Ahmad

Mr. Soo Sit Chuan

Cik Rahimi Siadin

	5.
	Presentation of Working Paper at the Conference on Private Higher Education 


	Kuwait

21 – 22 June
	Pn. Zita Mohd Fahmi

En. Mohd Khairul Nizam Ibrahim

	6.
	Working Visit (fact finding) Education Recognition  
	Maghribi and Tunisia

7 – 14 August


	Pn. Zita Mohd Fahmi

	7.
	Working Visit (fact finding) to agencies under the Ministry of Education, Quality Assurance Body, University and professional body in the Philippines 


	Philippines

13 – 15 September
	Dato’ Dr. Mohamed Suleiman

En. Badarussaman Abu Bakar

Pn. Norhana Sanot

	8.
	Working Visit (fact finding) to the Ministry of Education in SPRING
	Singapore

21 – 23 September
	Pn. Zita Mohd Fahmi

Mr. Balakrishnan a/l Vassu

En. Abdul Razak Mohamed



	9.
	Working Visit (fact finding) to agencies under the Ministry of Education, Quality Assurance bodies, University and professional bodies in Thailand


	Thailand 

6 – 9 October
	Dato’ Dr. Mohamed Suleiman

Dr. Shed Sheikh Al-Mashoor

En. Mohd. Nazrul Ibrahim



	10.
	The Quality in Higher Education Seminar sponsored by the British Council, United Kingdom

Visit to UK NARIC.QCA, UCLES, Open University, University of London and Hertfordshire in UK 


	United Kingdom

21 October – 13 November
	Mr. Balakrishnan a/l Vassu

En. Zokrie Othman

	11.


	Presentation of working paper at the Conference on Quality Enhancement and Accreditation, Academia Egypt 2004

 
	Egypt and Jordan

21 November – 5 December
	Dato’ Dr. Mohamed Suleiman

Pn. Zainom Nor Ahmad

En. Muhammad Muammar Gadaffi Omar


TABLE 14:     VISITS BY FOREIGN DELEGATIONS TO LAN      

	NO.
	DELEGATION
	COUNTRY AND DATE
	PARTICIPANTS

	1.
	The Association of Private Universities of Japan (APUJ)
	1 March
	Dr. Sekio Hada

Nihon University’

Dr. Mitsauka Sukigara

Osaka University of Commerce,

Mr. Norio Osaka

Waseda University,

Mr. Takeshi Yoshimura

Association of Private Universities of Japan, and Mrs. Matsouka

Translator



	2.
	Internship Programme for Accreditation Committee of Cambodia (ACC)
	1 – 11 June
	H. E. Dr. Tech Samnang

Secretary-General ACC,

Dr. Cheat Cherarly

Deputy Secretary-General ACC,

Mr. Khov, Meas

Official of Standards & Accreditation Department ACC



	3.
	Working Visit by Committee of Academic Degree Recognition from Saudi Arabia
	20 July
	Prof. Dr. Saad b. Saleh Ar-Ruwaite

Prof. of Accounting, King 

Saud University, Saudi Arabia,and

Assoc. Prof. Dr. Zuhair b. Saleh Abdul Jabbar

Mechanical Eng. King Saud University, Saudi Arabia



	4.
	Working Visit from Central Education and Science Board, Vietnam National University Ho Chi Minh City
	2 November
	Prof./Science Doc. Pham Manh Hung

Deputy Director of Central Education and Science Board,

Ngo Van Minh Deputy Director of Financing Department,

Dinh Ngoc Lam

Main Office Director of Long An Communist Party Officer Coa Bang Province, Ho Viet Ba

Main Officer Director of Thua Thien – Hue Communist Party Officer Province

Nguyen Duc Trong

Main Officer Direct. Of Communist Party Office Binh Thuan Province,

Nguyen Duc Quyen

Main Office Direct. Of Communist Party Office Thanh Hoa An Province.



	5.
	Working Visit by Japan Information Service, Embassy of Japan
	20December
	Mr. Tatsuro Bando

Senior Economist of The Japan Research Institute, and Mr. Koji Takahashi

First Secretary, Japan Information Service, Embassy of Japan.




CUSTOMER SERVICE AND PUBLICITY

To ensure the smooth implementation of every process of application for assessment of courses of study, LAN has conducted guidance programme and it has provided consultancy to the PHEI. Through this programme, PHEI are provided with assistance and consultancy in preparing the application documents for submission to LAN.                                      

LAN would continue to place emphasis on customers’ understanding of its policies and regulations.  Briefing sessions are conducted for PHEI throughout the country through dialogues with representatives of PHEI unions and private sector employers.

Information on LAN is disseminated to the public, especially for students and parents, through  effective customer service and LAN’s website.

Special Officers are on duty on a daily basis to entertain customers who needs the advisory services, to respond to telephone calls and inquiries as well as complaints via e-mail.

LAN has undertaken its own information programme and has participated in educational expositions sponsored by government departments and agencies as well as private sector locally and overseas. This has been conducted on a continuous basis to enhance national confidence and public awareness on the quality of private higher education as well as the importance of LAN’s accreditation.

In 2004, several customer service programmes were arranged as follows:

1) Officer on duty on a daily basis to attend to LAN’s customers.

2) Organized programme for every Wednesday Guidance Clinic to assist PHEI in preparing their documents.

3) Participated in the programme of A Day to be with the Customers, organized by the Ministry of Higher Education, at a special counter on the second week of every month to attend to customers and the public.

4) Reply immediately to queries from customers and the public submitted via e-mail and the mass media. 

5) Collaborated with the mass media by issuing press releases on LAN.

6) Organized Information Seminars and Advisory Services on Guidelines on Standards and Criteria for Courses of Study for PHEI throughout the country in order to discuss on issues concerning private higher education and provide information related to LAN.

7) Accreditation Campaigns and Exhibitions on Private Higher Education.

ACCREDITATION CAMPAIGN 2004 

LAN has launched its Accreditation Campaign 2004, which was officiated by YB Dato’ Dr. Shafie B. Hj Mohd Salleh, Minister of Higher Education on  21 May 2004 at the Tun Hussein Onn Hall, PWTC.

The campaign which started in May until November 2004 was aimed at enhancing the awareness of all parties concerned on the importance of quality education. It was also to brief students, potential students and parents on the importance of selecting courses of study offered at the respective institutions.

This accreditation campaign was implemented through the distribution of posters and browsers to secondary schools throughout the country, selected government and private agencies as well as foreign embassies commencing from 14 May 2004.

Advertisements and promotions were published in the newsprint and electronic media, namely Utusan Malaysia and The Star as well as RTM 1 and ntv7 from May till June 2004. Meanwhile billboard advertisements were displayed commencing from 21 May 2004 till 21 November 2004 at the following places:

i. MRR 2 Kuala Lumpur – Pandan Jaya, Cheras

ii. Jalan Damansara – TTDI, Petaling Jaya

iii. Jalan Cheng Lok / Jalan Pudu Circus and Jalan Tun Perak, Pudu

iv. North-South Highway, Nilai – Seremban

v. North-South Highway, Jelapang – Kuala Kangsar

vi. Jalan Langat / Batu Unjur, Klang

QUALITY SERVICE ENHANCEMENT

Implementation of MS ISO 9000

LAN has continued its mission to maintain the MS ISO 9002: 1994 certification, which was awarded in 2000 by  providing better understanding  of MS ISO to all officers and staff.  A series of briefing on MS ISO was held throughout 2002 to expose them to the developments and changes found in the MS ISO quality and its manual procedures.

In line with the government’s requirement for government agencies to implement ISO 9000: 2000 in order to replace ISO 9000: 1994, LAN has been keeping abreast with this latest development. As a commitment of LAN in implementing ISO 9000:2000, early exposure was given to several LAN officers by sending them to attend various seminars conducted by quality audit bodies in Malaysia such as INTAN and SIRIM.  Apart from that, LAN has also continued with its efforts to obtain information in preparation for the switch to implement ISO version 9000:2000 and to ensure that the switch would stabilize and strengthen further LAN’s current quality system. 

CUSTOMER SATISFACTION QUESTIONNAIRE

In the MS ISO 9001:2000, “Customer Satisfaction” is one of the requirements that has to be implemented by LAN so as to obtain feedback from customers with respect to services provided.  This feedback on customer satisfaction can also be used as an input to the implementation of an efficient quality management system and implementation of continuous service enhancement. 

In connection with this, LAN has formed a committee to formulate questions for the customer satisfaction survey questionnaire. The questions in the questionnaire were divided into several sections which covered Demography of PHEI, Services of LAN, Fees, and time taken to process applications.    

Section 1 of the questionnaire has focused more on customer’s perceptions of LAN’s services which covered aspects on ability of LAN’s officers, implementation of Guidance Clinics, customer complaints and implementation of application process. Section II was on Fees and time taken to process applications.                       

A total of 150 PHEI throughout the country were selected as a sample in the survey according to certain category, i.e. University, University College, College and Institute. Among the 150 PHEI selected for this purpose, only 70 responded within the time line given. The feedback has been analyzed and the results of the feedback are presented in the table below:

I     TABLE 16: THE RESULTS OF SURVEY ON CUSTOMER 

                          SATISFACTION

	NO.
	SECTION I
	AVERAGE ACHIEVEMENT 

(%)

	1.
	Ability of LAN’s officers
	87.77

	2.
	Promptness and validity
	68.51

	3.
	LAN’s Guidance Clinics
	68.73

	4.
	Complaints
	70.03

	5.
	Application for Courses of Study and Accreditation Visits
	75.86

	6.
	Results of Application for Accreditation
	83.8

	7.
	Other Matters
	77.28

	8.
	Overall Customer Satisfaction
	75

	Overall Average Achievement :  75.87 %



	NO.
	SECTION II
	AVERAGE ACHIEVEMENT

(%)

	1.
	Is the period of 7 months to process Accreditation too long?
	Yes : 72.73

	2.
	Does application for Accreditation processed by LAN exceeds 7 months? 
	Yes : 65.7

	3.
	Are approval fees set by LAN for courses at Certificate and Diploma  levels reasonable?
	Yes : 40

	4.
	Are approval fees set by LAN for courses at the degree level reasonable?
	Yes : 43

	5.
	Should LAN announce to the public courses of study which have failed to achieve Accreditation 
	Yes : 44

	6.
	Should LAN coordinate applications for Approval and Accreditation
	Yes : 80


The achievement according to this analysis is based on the performance indicators of LAN’s quality objectives which set the achievement of customer satisfaction level, which should be more than 70%.  On the whole, the average achievement of Section l, i.e. Customers’ Perception of LAN was 75.87%.

TRAINING

In 2004, LAN has conducted 79 external and 20 internal training courses. The training courses were categorized based on the training needs of LAN’s officers and staff.  The table on the category of training and elaboration on training needs are as follows:

 II
TABLE 17: IMPLEMENTATION OF EXTERNAL TRAINING

	NO.
	CATEGORY
	TOTAL TRAINING
	ELABORATION OF TRAINING NEEDS 

	1.
	Human Resource
	5 x
	Training on human resource is important   for the design of an efficient and effective management  organization. Among the training attended were courses on EPF, Personnel Management System, promotion, covering duties of peers,  acting with a view to promotion, appeal for promotion and others 



	2.
	Computer Technology Skills  and Software
	5 x 
	This skill training was attended by IT officers only.  Such courses are aimed at enhancing their skills in carrying out their tasks in LAN.  Among the courses were Multimedia Workshop, Qualitative Data Management Software and others.



	3.
	Accreditation and Education 
	7 x
	Seminars, colloquiums and conferences related to accreditation and education are essential as primary inputs in the implementation of LAN’s core business. Among the topics were distance education, problem-based learning, postgraduate education, medical education, ASEAN Symposium on Educational Management and Leadership and  others. 

	4.
	Job Skills 
	19 x
	Participation in this course focused on improving skills in carrying out one’s  duties. Thus, participation was limited to those who carry out certain duties, e.g. store management, payment management, financial procedures, policy formulation, losses, writ-off, records and file management,  correspondence and report writing, financial statement analysis for public sector managers, excellent driver’s course and others. 



	5.
	Additional Skills to Further Strengthen the Professionalism  of Public Personnel
	22 x
	To further enhance the skills of officers and staff of LAN, they were equipped with additional skills to make them more accomplished in carrying out their duties. Courses included  thinking skills, protocol and etiquette, effective communication and presentation, meetings management, better spoken English, English for International Business, supervisory skills, computer skills and many others.



	6.
	Additional Exposure
	6 x
	Officers and staff of LAN were also given opportunities to enhance knowledge in other fields other than their duties .  Seminars and courses attended as additional exposure were the importance of self-employment for women, active and healthy living course, security document printing, Koran Recitation and others.



	7.
	Human Development, Motivation and Counseling 
	7 x
	For the character building of officers and staff of LAN, such courses were organized to create spiritual awareness and develop a competitive spirit.   Among the courses implemented were stress management, anti-corruption, integrity management, human development, strengthening values, understanding and appreciation of Islam and others. 



	8.
	General
	5 x
	Knowledge of international development and government administration are also important as input for officers and staff of LAN.  Among the courses attended were courses on electronic government, transforming government-innovating for the future, seminar on globalization, MEFCET 2004 Conference: Enhancing Malaysia’s Competitiveness in a  Globalized  World and others.



	9.
	Quality
	2 x
	From the quality aspect, LAN provided opportunities for its officers to attend courses on benchmarking and Forum on Malaysian Standard for Certification of Person aimed at enhancing the quality of services.



	10.
	Overseas Courses
	1 x
	LAN also sent its staff to participate in the Malaysia-Korea Youth Exchange Program sponsored by the PSD.




III.
TABLE 18:  IMPLEMENTATION OF INTERNAL TRAINING 2004

	NO.
	CATEGORY
	TOTAL TRAINING
	EXPLANATION OF TRAINING NEEDS

	1.
	Computer Skills
	12 x
	The courses organized separately for the officers and staff of LAN were aimed at upgrading their IT skills.  These hands-on courses comprised  Microsoft Excel, Microsoft Power Point, Microsoft Outlook and MS Word, at the basic and intermediate levels.



	2.
	Exposure on Terms & Conditions of Service
	2 x
	As the majority of officers and staff of LAN are newly confirmed in their posts, they need to know about pension and EPF schemes to enable them to make the appropriate option.  As such, LAN held a briefing session on the Advantages of Pension for public servants and talks on the Benefits of EPF. 



	3.
	Study Visit
	1 x
	LAN invited speakers from the  National Archives on a number of occasions to become facilitators in the records and file management course. As a follow-up to the course, a study visit was arranged in 2004 to enable participants to observe for themselves the method of fail management being practised at the National Archives.



	4.
	Motivational Talks
	1 x
	In creating a healthy work culture, LAN also arranged for motivational talks to enhance awareness of LAN’s officers and staff.  The most interesting talk was conducted by the Director, Psychological Services Division, PSD.



	5.
	Skills in Carrying Out Duties
	2 x
	In order to enhance knowledge in carrying out one’s duties, LAN organized a workshop on how to prepare cabinet notes, and a workshop on constructing and writing learning outcomes for its officers. These workshops were directly related to their duties and responsibilities.



	6.
	General Knowledge
	2 x
	Apart from their daily tasks, LAN’s officers and staff are also exposed to current issues facing them.

In line with the self-assessment campaign of the Inland Revenue Department (IRD) in 2005, LAN organized talks on the Self-Assessment System in 2004 by inviting officers from IRD to give a briefing.

LAN also invited speakers from the Securities Commission, Investor Education Department to give exposure to its officers and staff so that they would be more cautious with ‘loan sharks’ and “get rich quick” schemes; on the contrary the choice of the right investment strategy is imperative in ensuring a better future.




SOCIAL ACTIVITIES

The aims of LAN Social Welfare Club or known as Kelab Kebajikan LAN (KKL),   are supposed to take care of LAN’s employees. KKL, which  was formed on 20 June 1998, has organized various programmes for the benefits of LAN’s staff in 2004, and thereby act as the prime mover of social activities in LAN.  Through the sponsored programmes, LAN’s employees not only benefited from recreational activities but also from talks organized by KKL.

KKL has been successfully organized various activities, which involved all staff of LAN and their family members. The following is a list of activities implemented by KKL in 2004:   

IV
TABLE 19:  LIST OF ACTIVITIES ORGANIZED BY LAN 



         SOCIAL WELFARE CLUB IN 2004

	NO.
	ACTIVITY
	DATE

	1.
	Arranged for Personal Loan Scheme Facility
	20 July 2004

	2.
	Beauty and Health Talk
	20 August 2004

	3.
	MESCA Solo Singing Competition
	23 July 2004

	4.
	Workshop on “Keterletakan Puisi Dalam Pengurusan Organisasi”
	26-29 July 2004

	5.
	Poetry Writing Competition, Ministry of Education 
	28 July 2004

	6.
	MESCA Night 2004
	6 August 2004

	7.
	Futsal Match
	15 August 2004

	8.
	LAN Monthly Religious Talk

“Celik Fardhu Ain”
	3 September 2004

	9.
	Free Eye Test from optical shop
	10 September 2004

	10.
	LAN Family Day
	17-19 September 2004

	11.
	Bowling Tournament
	10 October 2004

	12.
	Religious Talk: Ramadhan
	22 October 2004

	13.
	Publication of magazine PERINTIS
	29 October 2004

	14.
	Carom Tournament
	November 2004

	15.
	Distribution of Hari Raya Aidilfitri and Deepavali Hampers
	31 December 2004

	16.
	Religious Talk
	31 December 2004

	17.
	Donation of clothes from LAN staff for Tsunami victims through NGO –“Offreaders”
	31 December 2004
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