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ABSTRACT

The purpose of this study was to investigate, identify and validate information
technology competencies required of administrative support staff working in networked
organizations in Malaysia. The respondents in this study were administrative support stafl
with a job title classification of stenographer, secretary, executive secretary, executive
assistant, and administrative assistant employed in medium to large, networked
organizations from the service sector in Klang Valley, Malaysia. Data were gathered
through the Information Technology Competency Questionnaire (ITCQ) initially developed
through a review of available literature and validated by a 14-member panel of experts
using the 3-round Modified Delphi Technique approach. 545 administrative support stall
from 250 medium to large service networked organizations were surveyed with a response
rate of 62%.

Results of the study found that the tasks most ofien performed and IT competencies
required were related to the traditional function of administrative support staff. These tasks
were associated with the competency categories of word processing, communicitions,
manage files and records, basic computer maintenance, security and troubleshooting.
perform financial functions and monitor activities and events. There was an indication,
however, that administrative support staff were beginning to carry oul tasks associated with
the use of newer and complex technologies. These tasks included Internet research.

presentation and desktop publishing. The tasks associated with developing a Web page



was never performed by respondents in this study. However, all the tasks and related 11
compelencies were perceived as important in the work of administrative support staff.

Respondents were proficient in performing tasks related to word processing and
communications, but rated their competency as marginal for the tasks of presentation,
desktop publishing and develop Web page. Areas that needed additional capability in [1
was determined through mean weighted discrepancy scores.  The study indicated that
respondents required additional capabilities in areas related to word processing, create Web
page, presentation and manage database.

Significant differences found in task performance, task importance and competency
across level of education, age group, job title, years in current position, related work
experience and years of computer use can be used as factors in designing, developing and
upgrading programs thal meet the needs of administrative support staff as a “one size fits
all” training is not effective.  The findings justify the need for continuous professional
development and lifelong learning for administrative support staff who are employed i an
ever-changing workplace.

Significant positive relationships between perceptions of task importance and task
performance for all competency categories indicate thal all the tasks and related 11
competencies are perceived as important to administrative support staff.  The level of
performance for some tasks and related IT competencies may be lower bul does not
indicate less importance. The results of this study further strengthens the case for including
all the tasks and related IT compelencies from this study in a curriculum for students
wishing to embark on an office management career. It is also recommended that the
findings of significant differences in task performance and ability across several
demographic variables be used in developing national occupational skill standards for

administrative support jobs.



Pembangunan Kecekapan Teknologi Maklumat untuk Staf Sokongan Pentadbiran di

dalam Organisasi Berangkaian di Malaysia
ABSTRAK

Kajian ini bertujuan untuk mengkajisiasat, mengenalpasti dan mengesahkan
kecekapan teknologi maklumat yang diperlukan oleh staf sokongan pentadbiran yang
bekerja di dalam organisasi berangkaian di Malaysia. Responden kajian terdiri daripada
staf sokongan pentadbiran yang berjawatan jurutrengkas, setiausaha, sctiausaha eksekutif,
penolong eksekutif dan pembantu pentadbiran yang bekerja di dalam organisast
berangkaian sederhana dan besar dari scktor perkhidmatan di Lembah Klang, Malaysia
Data dikumpulkan melalui “Information Technology Competency Questionnatre™ yang
dibina daripada tinjauan literatur dan disahkan oleh satu panel 14 orang pakar mencrusi
kaedah 3 pusingan Delphi yang diubahsuai. Sebanyak 545 soalsclidik telah diedarkan
kepada stal sokongan pentadbiran di 250 organisasi berangkaian sederhana dan besas
dengan kadar respon sebanyak 62%.

Kajian mendapati bahawa tugas yang kerap dilakukan dan kecekapan teknologs
maklumat yang diperlukan berkaitan dengan fungsi tradisi stafl’ sokongan pentadbiran
Tugas-tugas ini berkaitan dengan kategori pemerosesan perkataan, komunikasi, pengurusan
fail dan rekod, penyelenggaraan asas komputer dan keselamatan, menjalankan fungs
kewangan, dan memantau acara dan aktiviti. Kajian menunjukkan bahawa stal sokonyan
pentadbiran telah mula melakukan kerja yang melibatkan teknologi baru dan kompleks
seperti penyelidikan Internet, persembahan dan penerbitan desktop. Manakala tugas yang
tidak pernah dilakukan ialah mencipta laman Web. Bagaimanapun responden berpendapat

bahawa semua tugas adalah penting.



Dapatan kajian menunjukkan bahawa responden “Mahir” di dalam pemprosesan
perkataan dan komunikasi tetapi menilai kecekapan mereka sebagai “Marginal” untuk
kategori penerbitan desktop dan mencipta laman Web. Latihan tambahan yang diperlukan
telah dipastikan melalui kaedah purata skor selisih dengan pemberat (Mean Weighted
Discrepancy Score). Hasil kajian mendapati responden perlukan latihan tambahan di dalam
pemprosesan perkataan, penciptaan laman Web, persembahan dan pengurusan pengkalan
data.

Kajian juga mendapati perbezaan yang signifikan dalam perlakuan tugas,
kepentingan tugas dan kecekapan antara peringkat pendidikan, kumpulan umur, jawatan,
pengalaman di dalam jawatan semasa, pengalaman kerja yang berkaitan dan tempoh
penggunaan komputer. Dapatan ini boleh digunakan untuk merekabentuk, membina dan
mempertingkatkan program yang dapat memenuhi keperluan yang berbeza di kalangan stal
sokongan pentadbiran. Hasil kajian ini mengukuhkan lagi keperluan untuk pembangunan
profesional dan pembelajaran berterusan di kalangan staf sokongan pentadbiran yang
bertugas di dalam tempat kerja yang sentiasa berubah.

Kajian mendapati bahawa terdapat hubungan positif yang signifikan antara
kepentingan tugas dengan perlakuan tugas untuk semua kategori kecekapan. Im
menandakan bahawa kesemua tugas dan kecekapan IT berkaitan adalah dianggap muslahak
kepada staf sokongan pentadbiran. Peringkat perlakuan untuk beberapa tugas munghkin
rendah tetapi tidak menandakan kurang mustahak. Hasil kajian ini mengukuhkan lagi
bahawa kesemua tugas dan kecekapan IT daripada kajian ini mestilah dimuatkan di dalam
kurikulum untuk pelajar-pelajar yang berhajat menceburi kerjaya pengurusan pejabat
Adalah dicadangkan agar dapatan signifikan dalam perlakuan tugas dan kecekapan antara
peringkat pendidikan dan jawatan digunakan untuk membangunkan Standard Kemahiran

Pekerjaan Kebangsaan bagi jawatan staf sokongan pentadbiran,
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