APPENDIX 1A

SELF-ACTUATION SYSTEM DIAGNOSTIC - WISMA PUTRA (ADMIN & CONSULAR)

(A) Deputy Secretary General llI's Office

Self-Influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is a monitor, @ comparator and actuators.

Self-Reguiating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Self-Organizing (V3)

Actions toward any perturbation are not taken

Self-Sustaining (V4)

Although have control over missions and own goals, its still needs
higher approvals and rely on other units to achieve its objectives.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Seif-Referential (VB)

Have own image. Each workers can be identified as belonging to
the office.

Self-Conscious (V7)

Everybody knows their duties and roles accordingly.

(B) Administration & Security Division

Self-Influencing (V1)

Each activities Is related to one another. Thers is lack in the
system of causal loops as there is no comparator.

Self-Regulating (V2)

Have SOP that tells each members ta act in certain situation.
However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Self-Organizing (V3)

Communication and respect is poor.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image. Each workers can be identified as belonging to
the office.

Self-Conscious (V7)

Most members vaguely knows their roles and functions.
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APPENDIX 1A

) Dipiomatic Bag Unit

Self-Influencing (V1) 1 Lack of monitoring as well as comparator.

Daily routines are not well organized and majority of work always

Self-Regulating (V2) ! get done not on time.

Self-Organizing (V3) 2 Communication and respect is poor.

Have no control over missions and own goals as the delivery of

Self-Susiaining (v4) ! diplomatic bag are very much affected by the flight availability.
Self-Producing (VS) 1 S&esfd:?t utilize skiils for improvements and need inputs from
Self-Referential (V6) 2 Do not have own image.

Self-Conscious (V7) 2 Only the supervisors know their roles and duties accordingly.

)) Filing (Registration) Unit

Each activities is related to one another. There is lack in the

Salf-infisnsing (V1) 4 system of causal loops as thers is no comparator.

Have SOP that tells each members to act in certain situation.
Self-Regulating (V2) 3 However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Highly organized as a results of excellent communication amaong
Self-Organizing (V3) 3 one another. However, does not react excellently to the
perturbations in the environment.

- Have few controls over missions and own goals. Decisions as well
Self-sustaining (V4] 2 as inputs depend very much from others.
Self-Producing (V5) 1 Does not utilize skills for improvements and need inputs from
outside.
Self-Referential (V6) 4 Have own image. Each workers can be identified as belonging to
the office.
Self-Conscious (V7) 4 Everybody knaws their roles and functions accordingly.
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(E) Communication (Saifer) Unit

APPENDIX 1A

Seif-Influencing (V1)

Each activities is related to one another. However, there is no
comparator and monitor that ensure every activities are done
efficiently and effactively.

Sealf-Regulating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers and duties are routine.

Self-Organizing (V3)

Highly organized as a results of excellent communication among
one another. However, does not react excellently to the
perturbations in the environment.

Self-Sustaining (V4)

Have controls over missions and own goals. However, certain
decisions still need to be referred.

Self-Producing (V5)

Although the outputs were self-produce (in term of service given) it
failed to utilize skills for further improvements.

Setl-Referential (V6)

Have own image. Each workers can be identified as belonging to
the office.

Self-Conscious (V7)

Everybody knows their roles and functions accordingly.

(F) Library

Self-Influencing (V1)

ﬁach activities is related to one another. However, there is no
comparator and monitor that ensure every actlvities are done
afficlently and effectively.

Self-Regulating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers and duties are routine,

Seif-Organizing (V3)

Does not react excellently to the perturbations in the environment.
Low level of communication between staffs, internally and
externally.

Self-Sustaining (V4)

Every decisions need to be referred to higher authority.

Self-Producing (V§)

Does not have the expertice for performing effectively in the core
activities.

Self-Referential (V8)

Does not have own image.

Self-Conscious (V7)

Everybody knows their roles and functions accordingly but failed to
act accordingly.
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APPENDIX 1A

{G) Inspectorat & Management Unit

) Each activities is related to one another. There is clear system of
3 1 4 ; ;
Seif-Influencing (V1) causal loops as there is a monitor, a comparator and actuators.

Have SOP that tells each members to act in certain situation.
Self-Regulating (V2) 3 However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Highly organized as a results of excellent communication among
Self-Organizing (V3) 3 one another. However, does not react excellently to the
perturbations in the environment.

2 Have few controls over missions and own goals, Decisions as well

Self-Sustaining (V4) as inputs depend very much from others.

. ki . .
Self-Producing (V5) 1 Doe_s not utilize skills for improvements and need inputs from
outside.
H . ' o .
Self-Referential (V6) 4 ave own image. Each workers can be identified as belonging to
the office.
Self-Conscious (V7) 4 Everybady knows their roles and functions accordingly.

{H) Ticketing Unit

Self-Influencing (V1) 2 Each activities are not related to one another. The is a monitor and
g actuator but do not have a comparator.

Have SOP thal tells each members to act In certain situation.
Self-Regulating (V2) 3 However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Highly organized as a results of excellent communication among
Self-Organizing (V3) 4 one anaother and react excellently to the perturbations in the
anvironment.

Self-Sustaining (V4) 9 Haya faw controls aver missions and own goals. Decisions as well
as inputs depend very much from others.
Self-Producing (V5) 1 Doe_s not utllize skills for improvements and need inputs from
outside.
. ; 6 big |
Self-Referential (V6) 3 Have own image but the members are likely mistaken to be in other

unit as the image projected are similar to those of others.

Self-Conscious (V7) 4 Everybody knows their roles and functions accordingly.
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} Service Division

APPENDIX 1A

Self-Influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is a monitor, a comparator and actuators,

Self-Regulating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workars. Any decision/activities need to be referred.

Self-Organizing (V3)

Not highly organized. Communication among one another need to
be improved. Does not react excellently to the perturbations in the
environment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside,

Self-Referential (V6)

Have own image. Each workers can be identified as belonging to
the office.

Self-Conscious (V7)

Everybody knows their roles and functions accordingly.

J} Organizational Development Unit

Self-Influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is a monitor, a comparator and actuators,

Self-Regulating (V2)

Most daily activities are not carried by highly skilled workers. Any
decision/activities need to be referred. Do not have clear
guidelines on operation of activities,

Self-Organizing (V3)

Not highly organized. Communication among one another need to
be improved. Daoss not react excellentiy to the perturbations in the
environment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image but each workers cannot be identified as
belonging to the office since resembles those of others,

Seif-Conscious (V7)

Most of the staffs do not know what they really need to do.
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) Consular Section

APPENDIX 1A

Self-Infiuencing (V1)

Each activities are not related to one another. There is no clear
system of causal loops. Lack of monitor as well as comparator.

Self-Regulating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers, Any decision/activities need to be referred.

Self-Organizing (V3)

Not highly organized. Communication among one another need to
be improved. Sometimes react excellently to the perturbations in
the environment,

Self-Sustaining (V4)

Have less controls over missions and own goals. Rely heavily
upon others to achieve what has been targeted.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (VB)

Have own image. Each workers can be identifled as belonging to
the office.

Self-Conscious (V7)

Everybody knows their roles and functions accordingly.

.} Budget Section

Self-influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is 2 monitor, a comparator and actuators.

Self-Regulating (V2)

Have SOP that tells each members ta act in certain situation.
However, mast daily activities are not carried by highly skilled
workers. Any decision/activities need to be refarred.

Self-Organizing (V3)

Quite organized. Communication among one another is good but
does not react excellently to the perturbations in the snvironment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image but each workers cannot be Identifled as
belonging to the office since resembles those of others.

Seif-Conscious (V7)

Everybody knows their roles and functions accordingly.
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I) Procurement Section

APPENDIX 1A

Self-influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is a monitor, a comparator and actuators.

Self-Regulating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Self-Organizing (V3)

Not organized. Need improvement on the communication among
staffs. Does not react excellently to the perturbations in the
anvironment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image but each workers cannot be identified as
belonging to the office since resembles those of others.

Self-Conscious (V7)

Most staffs vaguely understand their roles and functions
accordingly.

N} Account Section

Self-Influencing (V1)

Each activities is related to one anather. There Is clear system of
causal loops as there is a monitor and actuators. However, lacks
comparalor.

Self-Regulating (V2)

Have SOP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Self-Organizing (V3)

Quite organized. Communication among staffs is excellent but
does not react excellently to the perturbations in the environment,

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image but each workers cannot be identifled as
belonging to the office since resembles those of others.

Self-Conscious (V7)

Everyone understand their roles and functions accordingly.
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)) Development Section

APPENDIX 1A

Self-Influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is a monitor and actuators. However, lacks
comparator.

Self-Regulating (V2)

Have SQP that tells each members to act in certain situation.
However, most daily activities are not carried by highly skilled
workers. Any decision/activities need to be referred.

Self-Organizing (V3)

Not highly organized. Communication among staffs is excellent but
does not react excellently to the perturbations in the environment.

Seif-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image and each workers can be identified as belonging
to the office.

Seif-Conscious (V7)

Everyone understand their roles and functions accordingly.

P) Internal Audit Unit

Self-Influencing (V1)

Each activities is related to one another. There is clear system of
causal loops as there is a monitor and actuators. Howevaer, lacks
comparator.

Self-Regulating (V2)

Have SOR that tells each members to act in certain situation. Most
daily activities are carried by highly skilled workers.

Self-Organizing (V3)

Very highly organized. Communication amang staffs is excellent
and react excellently to the perturbations in the environment,

Self-Sustaining (V4)

Have controls over missions and own goals. However, still need
assistance from others to perform well.

Self-Producing (V5)

Close to having autopoietic but still subjected to external force
interventions.

Self-Referentiai (VB)

Have own image and each workers can be identified as belonging
to the office.

Self-Conscious (V7)

Everyone understand their roles and functions accordingly.
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APPENDIX 1A

(Q) Information & Communication Technology Division

Self-Influencing (V1)

Each activities is related to one another. There is clear system of

|causal loops as thare is a monitor and actuators. However, lacks

comparator.

Self-Regulating {(V2)

Have SOP that teils each members to act in certain situation. Most
daily activities are done by highly skilled workers. However, any
decision/activities need to be referred to the management.

Self-Organizing (V3)

Quite organized. Communication among staffs is excellent but
does not react excellently to the perturbations in the environment.

Self-Sustaining (V4)

Have few contrals over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

QOutputs are very much done on outsourcing basis, especially those
that involve high-end technology.

Self-Referential (V6)

Have own image and each workers can be identified as belonging
to the office.

Self-Conscious (V7)

Everyone understand their roles and functions accordingly.

(R) ASEAN Department

Self-Influencing (V1)

i " o Iy

Each activities is related to one another. There is clear system of
causal loops as there is a monitor and actuators. However, lacks
comparator.

Self-Regulating (V2)

Have SOP that tells each membaers to act in certain situation. Most
daily activities are not done by highly skilled workers.
Decision/activities need to be referred to the management.

Self-Organizing (V3)

Quite organized. Communication among staffs is excellent but
does not react excallently to the perturbations in the environment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image and each workers can be identified as belonging
to the office.

Seif-Conscious (V7)

Everyone understand their roles and functions accordingly.
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{S) Protocol Department

APPENDIX 1A

Seilf-influencing (V1)

Most activities are unrelated to one another. There is clear system
of causal loops as there is a monitor and actuators. However,
lacks comparator.

Self-Regulating (V2)

Have SOP that tells each members to act in certain situation., Most
daily activities are not done by highly skilled workers.
Decision/activities need to be referred to the management.

Self-Organizing (V3)

Not highly organized. Communication among staffs is excellent but
does not react excellently to the perturbations in the environment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Descisions as well
as inputs depend very much from others.

Seif-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image and each workers can be identified as belonging
to the office.

Self-Conscious (V7)

Some staffs vaguely understand their roles and functions
accordingly.

(T) Legal Advisor Office

Self-influencing (V1)

Most activities are related to one another. There is clear system of
causal loops as there is @ monitor, a comparator and actuators.

Self-Reguiating (V2)

Have SOP that tells each mambers to act in certain situation. Most
daily activities are done by highly skilled workers. However,
decision/activities need to be referred to the management.

Self-Organizing (V3)

Not highly organized. Communication among staffs Is excellent but
does not react excellently to the perturbations in the environment.

Self-Sustaining (V4)

Have few controls over missions and own goals. Decisions as well
as inputs depend very much from others.

Self-Producing (V5)

Does not utilize skills for improvements and need inputs from
outside.

Self-Referential (V6)

Have own image and each workers can be identified as belonging
to the office.

Self-Conscious (V7)

Everyone understand their roles and functions accordingly.
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APPENDIX 1A

(U) Institute of Diplomacy & Foreign Relation

' Each activities is related to one another. There is clear system of
Setf-influencing (V1) 3 causal loops as there is a monitor and actuators. However, lacks
comparator.
Self-Regulating (V2) 4 Have SOP that tells each members to act in certain situation. Most
daily activities are carried by highly skilled workers.
L Very highly organized. Communication among staffs is excellent
Self-Qrganizing (V3 4
9 g (v3) and react axcellently to the perturbations in the environment.
-
‘ Self-Sustaining (V4) 3 Haye controls aver missions and own goals. However, still need
assistance from others to perform well,
Self-Producing (V5) 3 _Close to 'havmg autopoietic but still subjected to external force
interventions.
Seli-Raferential (V6) 4 Have own image and each workers can be identified as belonging
to the office.
Self-Conscious (V7) 4 Everyone understand their roles and functions accordingly.
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SUMMARY OF RESULTS

APPENDIX 1B

SELF-ACTUATION SYSTEM DIAGNOSTIC - WISMA PUTRA (ADMIN & CONSULAR)

V1 V2 V3 V4 V5 V6 v7 Means
TKSU il Office 4 3 3 3 2 4 4 3.29
Adminisiration & 3 3 2 2 1 4 1 2.29
Security Division
Diplomatic Bag Unit 1 1 2 1 1 2 2 1.43
Filif\g (registration) 3 3 3 2 1 4 4 2 86
Unit
Communication
(Saifer) Unit é 3 3 3 . 4 * 314
Library 2 2 2 2 1 2 3 2.00
Inspectorat &
Management Unit t 3 3 2 1 4 4 3.00
Ticketing Unit 2 3 4 2 1 3 4 2.7
Service Division 4 3 2 2 1 4 4 2.86
Organizational
Development Unit 4 2 . . ! . 2 248
Consular Section 2 3 3 2 1 4 4 2.1
Budget Section 4 3 3 2 1 K] 4 2.86
Procurement
Section 4 3 1 2 1 3 2 2.29
|Account Section 3 3 3 2 1 3 4 2.71
j Development
|section 3 3 2 2 1 4 4 2.1
|internal Audit Unit 3 4 4 3 3 4 4 3.57
[CT Division 3 4 3 2 2 4 4 3.14
JASEAN Department 3 3 3 2 1 4 4 2.86
|Protocol Department 2 3 2 2 1 4 3 243
Legai Advisor Office 4 3 3 2 1 4 4 3.00
%Inst of Di
Jinst. plomacy &
|Foreign Relations 3 4 4 3 3 4 4 3.57
g MEANS 3.00 2.95 2.71 2,14 1.38 3.57 3.48 2.75
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APPENDIX 1B

FREQUENCY ANALYSIS OF THE SELF-ACTUATION SYSTEM DIAGNOSIS RESULT

[V7 (Self-Conscious)

VARIABLES POOR (1) FAIR (2) SATlSF(;;)CTORY GOOD (4)] EXCELLENT (5)

V1 (Self-Influencing) 1 5 8 7 0
V2 (Self-Regulating) 1 2 15 3 0
V3 (Self-Organizing) 1 7 10 3 0
V4 (Self-Sustaining) 1 16 4 0 0

| V5 (Seif-Producing) 16 2 3 0 0
V6 (Self-Referential) 0 2 5 14 0
1 3 2 15 0

FREQUENCY ANALYSIS OF THE SELF-ACTUATION SYSTEM DIAGNOSIS RESULT
(IN PERCENTAGES)

VARIABLES POOR (1) FAIR (2) SAT|SF(§)CTORY GOOD (4)] EXCELLENT (5)
V1 (Self-Influencing) 4.762 23.810 38.095 33.333 0
V2 (Self-Regulating) 4.762 9.524 71.429 14.286 0
V3 (Self-Organizing) 4.762 33.333 47.619 14.286 0
: V4 (Self-Sustaining) 4.762 76.190 19.048 0 0
V5 (Self-Producing) 76.190 9.524 14.286 0 0
W V6 (Self-Referential) 0 9.524 23.810 66.667 0
V7 (Self-Conscious) 4.762 14.286 9.524 71.429 0
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SUMMARY OF RESULTS

ACTOR SYSTEM DIAGNOSIS - INDIVIDUAL

WISMA PUTRA (ADMIN. & CONSULAR)

Person V1 V2 V3 Means
1 4 2 3 3.000
2 4 1 2 2.333
3 2 3 2 2.333
4 4 1 2 2.333
5 1 ! 1 1.000
] 2 3 2 2.333
7 4 2 3 3.000
8 4 3 3 3.333
9 3 2 2 2.333
10 3 3 2 2.667
11 3 3 2 2.867
12 2 2 2 2.000
13 4 2 2 2.667
14 4 2 2 2.667
15 4 2 2 2.667
16 3 3 2 2.667
17 4 2 2 2.687
18 2 3 2 2.333
19 2 2 2 2.000

20 2 2 2 2.000
21 3 3 2 2.667
22 4 2 2 2.667
23 4 2 2 2.667
24 4 2 2 2.667
25 2 k] 3 2,667
26 4 3 3 3.333
27 4 3 3 3.333
28 4 2 2 2.667
29 3 3 2 2,667
30 3 3 2 2.667
k! 4 3 3 3.333
32 1 1 1 1.000
33 3 3 2 2.687
34 2 2 2 2.000
35 4 3 2 3.000
36 3 3 3 3.000
37 2 4 4 3.333
38 3 2 3 2.667
39 J 2 2 2,333
40 4 3 3 3.333
41 2 2 2 2.000
42 4 2 2 2.687
43 1 3 2 2.00Q
44 4 2 2 2,667
45 1 2 1 1.333

Page 1 of 3

APPENDIX 2B



46 1 2 1 1.333
47 4 2 3 3.000
48 1 2 1 1.333
49 3 3 3 3.000
50 3 3 3 3.000
51 4 2 2 2.667
52 4 2 2 2.667
53 4 2 2 2.667
54 3 3 3 3.000
55 4 2 3 3.000
56 4 3 3 3.333
57 4 3 3 3.333
58 4 3 3 3.333
59 2 4 4 3.333
60 2 4 4 3.333
61 2 3 3 2.667
62 3 3 3 3.000
63 4 2 2 2,667
64 4 3 2 3.000
65 4 2 2 2.667
66 4 2 2 2.667
67 3 3 3 3.000
68 4 3 3 3,333
69 4 3 3 3.333
70 3 3 3 3.000
7 3 3 2 2.667
72 2 3 3 2.667
73 4 2 2 2.667
74 3 3 2 2.667
75 4 2 3 3.000
76 3 3 2 2.667
77 4 3 3 3.333
78 2 2 2 2.000
79 4 3 3 3.333
80 4 3 3 3.333
81 1 2 2 1.667
82 1 2 2 1.867
83 4 3 3 3.333
84 2 4 4 3.333
85 2 4 4 3.333
86 2 4 4 3.333
87 3 4 4 3.667
MEANS 3.069 2.575 2.448 2,897
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APPENDIX 2B

FREQUENCY ANALYSIS OF ACTOR SYSTEM DIAGNOSIS (INDIVIDUAL) RESULT

POOR (1) FAIR(2) SATISFACTORY (3) GOOD (4) EXCELLENT (5)
'SELF-REFERENCING CLOSURE 8 18 21 40 0
'ALTRUISM) 4 36 40 7 0
ESELF-REFLECTIVE EVOLUTIONY 5 45 30 7 0

FREQUENCY ANALYSIS OF ACTOR SYSTEM DIAGNOSIS (INDIVIDUAL) RESULT (IN PERCENTAGES)

POOR (1) | FAIR(2) SATISFACTORY (3) | GOOD (4) EXCELLENT (5)
(SELF-REFERENCING CLOSURE|  9.185 20.690 24.138 45.977 0
(ALTRUISM) 4.598 41.379 45977 8.046 0
(SELF-REFLECTIVE EVOLUTIONY  5.747 51.724 34.483 8.046 0
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APPENDIX 3A
ACTOR SYSTEM DIAGNOSTIC - GENERIC

WISMA PUTRA (ADMIN. & CONSULAR)

(A) Deputy Secretary General 1ll's Office

Wholeness (V1)

There is cohesiveness in the work activities.

Propositionat (V2)

Has strong directions for future but some are based on the past.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Output produced can be identified both in terms of quality and
guantity.

Generic Identity (V8)

Members can be recognized and differentiates from others.

{8) Administration & Security Division

Wholeness (V1)

Members are more often than not works on individual basis rather
than as a group.

Propositional (V2)

Directions are based mostly on past.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (V6)

Members can be recognized and differentiates from others,
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APPENDIX 3A
Diplomatic Bag Unit

Wholeness (V1) 2 Members are more often than not works on individual basis rather
Reng than as a group.
Propositional (V2) 2 Directions are based mastly on past.
Normative (V3) 4 Norms are shared together. Everybady behave similarly.
. There is clear characteristics that differentiates the activities done
Extension (V4) 4 : .
in comparison to other systems.
- Output produced ¢an be identified but hardly to agree on the
Quaiitles {v5) 2 quality of the output.
Itis quite hard to differentiates the members of this group as
3eneric |dentity (V6) 2 compared to others as share similar characteristics with other
departments/units.

) Filing (Registration) Unit

Members do wark together but there are few of whom works on
Wholeness (V1) 3 ) A ) ;
individual basis as the nature of the job requires so.

Propositional (V2) 2 Directions are based mostly on past.
Normative (V3) 4 Norms are shared together. Everybody behave similarly.
Extension (V4) 4 There is clear characteristics that differantiates the activities done

in comparison to other systems.

Qualities (V5) 5 Qutput produced can be identifled but hardly to agree on the
quality of the output.

tis quite hard to differentiates the members of this group as
Generic ldentity (V8) 2 compared to others as share similar characteristics with other
departments/units,

Page 2 of 11



(E) Communication (Saifer) Unit

APPENDIX 3A

Whoteness (V1)

Members work majority on individual basis as the nature of the job
require so.

Propositional (V2)

There is no clear directions given but in situation that need one, it
will mostly be based on past history.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualitias (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (V8)

It is quite hard to differentiates the members of this group as
compared to others as share similar characteristics with other

departments/units.

(F) Library

Wholeness (V1)

Members are working together in most of the activities performed.

Propasitional (V2)

There is no clear directions given but in situation that need one, it
will mostly be based on past history.

Normative (V3)

Norms are shared together. Everybody behave similarty.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (V6)

itis quite hard to differentiates the members of this group as
compared to others as share similar characteristics with other

departments/units.
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(G) Inspectorat & Management Unit

APPENDIX 3A

Wholeness (V1)

Most activities require cohesiveness but the paperworks are done
on individual basis.

Propositional (V2)

Directions are based mastly on past.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Qutput produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (VB)

Members can be recognized and differentiates from others.

(H) Ticketing Unit

Wholenass (V1)

Activities mostly involves individual actions rather than in group.

Propositional (V2)

Directions are based mostly on past.

Normative (V3)

There is clear characteristics that differentiates the activities done
in comparison to other systems. But some of the norms are not
shared together.

Extension (V4)

There Is clear characteristics that differentiates the actlvities done
in comparison to other systems.

Qualities (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generlic |dentity (V8)

Itis quite hard to differentiates the members of this group as
compared to others as share similar characteristics with other
departments/units.
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Service Division

APPENDIX 3A

Wholeness (V1)

Most activities require cohesiveness but the paperworks are done
on individual basis.

Propositional (V2)

Directions are based mostly on past.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characterstics that differentiates the activities done
in comparison ta other systems. However, there are some that is
quite similar to the QD Division.

Qualities (V5)

Qutput produced can be identified but hardly ta agree on the
quality of the output.

jeneric identity (V6)

Members can be recognized and differentiates from others.

Organizational Development Unit

Wholeness (V1)

Most activities require cohesivenass but the paperworks are done
on individual basis.

Propositional (V2)

Directions are based mostly on past.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There Is clear characlenstics that diffarentiates the activities done
in comparison to other systems, However, there are some that is
quite similar to the Service Division.

Qualities (V5)

OQutput produced can be identified but hardly to agree on the
quality of the output,

Seneric |dentity (V6)

Members can be recognized and differentiates from others.
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APPENDIX 3A
(K) Consular Section

Wholeness (V1) 3 Most gchvntles 'are done on indivigual basis but require
cohesiveness in the implementation.

Propaositional (V2) 2 Directions are based mostly on past.
Normative (V3) 4 Norms are shared together. Everybody behave similarly.
Extension (V4) 4 There is clear characteristics that differentiates the activities done

in comparison to other systems.

Qualities (V5) 3 Output produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (V6) 4 Members can be recognized and differentiates from others.

(L) Budget Section

(Taa

Wholeness (V1) 3 Most activities are done on individual basis but require
cohesiveness in the implementation,

3 Directions ars based mastly on the yearly budget policy made by

Frapasitemal {v2) the central agency.

Normative (V3) 4 Norms are shared together, Everybody behave similarly.

There 1s clear characteristics that differentiates the activities done
Extension (V4) 3 in comparison to other systems. However, share similar
characteristics with Account Section.

Output produced can be identified but hardly to agree on the
Qualities (V5) 2 quality of the output.

Members can be recognized and differentiates from others.
Geaneric dentity (V6) 3 However, may be mistaken with either the Procurement or the
Account members.
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Procurement Section

APPENDIX 3A

Wholeness (V1)

Most activities are done on individual basis but require
cohesiveness in the implementation.

>ropositional (V2)

Directions are based maostly on the yearly budget policy made by
the central agency.

Normative (V3)

Norms are shared together. Everybady behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Qutput produced can be identified but hardly to agree on the
quality of the output.

eneric ldentity (V6)

Members can be recognized and differentiates from others.
However, may be mistaken with either the Budget or the Account
members.

Account Section

Wholeness (V1)

Most activities are done on individual basis but require
cohesiveness in the implementation.

Propositional (V2)

Directions are based mostly on the yearly budget policy made by
the central agency.

Narmative (V3)

Norms are shared together, Everybody behave similarly.

Extension (V4)

There Is clear charactenistics that differentiates the actvities done
in comparison to other systems. However share similar
characteristics with Budget Section.

Qualities (V5)

Qutput produced can be identified but hardly to agree on the
quality of the output.

ieneric Identity (VB)

Members can be recognized and differentiates from others.
However, may be mistaken with either the Pracurement or the
Budget members.
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(Q) Development Section

APPENDIX 3A

Wholeness (V1)

Activities are done in group and highly cohesive.

Propositional (V2)

Directions are based mostly on the yearly budget policy made by
the central agency.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extansion (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generic identity (V6)

Members can be recognized and differentiates from others.

(P) Internal Audit Unit

Wholeness (V1)

Activities are done on individual basis but highly cohesive.

Propositional (V2)

There is strong basic set of assumptions, logic and orientation for
organized activity.

Narmative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Qutput produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (VB)

Members can be recognized and differentiates from others.

Page 8 of 11




APPENDIX 3A

(Q) Information & Communication Technology Division

Wholeness (V1)

Activities are mostly done on individual basis but highly cohesive.
Moreover, there are some activities that are done in group and
highly cohesive.

Propositional (V2)

There is strong basic set of assumptions, logic and orientation for
organized activity.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems.

Qualities (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (V6)

Members can be recognized and differentiates from others.

(R) ASEAN Department

Wholeness (V1)

Most activities are done on individual basis but require
cohesiveness in the implementation.

Propositional (V2)

Directions are mostly done according to the current foreign policy
and also the current issues in the ASEAN meetings.

Normative (V3)

Norms are shared together. Everybody behave similarly.

Extension (V4)

There is clear characteristics that differentiates the activities done
in comparison to other systems. However share similar
characteristics with the Multilateral Department.

Qualities (V5)

Output produced can be identified but hardly to agree on the
quality of the output.

Generic |dentity (V8)

Members can be recognized and differentiates from others.
However, may be mistaken with either the Political and Multilateral

Department.
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APPENDIX 3A
(S) Protocol Department

Most activities are done on individual basis but require

Wholeress {1} 3 cohesiveness in the implementation.

Propositional (V2) 2 Directions are mostly based on the past decisions.
Normative (V3) 4 Norms are shared together. Everybody behave similarly.
Extension (V4) 4 There is clear characteristics that differentiates the activities done

in comparison to other systems.

Output produced can be identified but hardly to agree on the

Qualities: (¥S) 8 quality of the output.

Members can be recognized and differentiates from others.
Generic Identity (V6) 3 However, may be mistaken with some other departments/units as
there is no strong generic identity that differentiate it with others.

(T) Legal Advisor Office

Wholeness (V1) 2 Most activities are done on individual basis and does not involves
a lot of cohesiveness in the implementation.

Propositional (V2) 2 Directions are mostly based on the past decisions.
Normative (V3) 4 Norms are shared together. Everybody behave similarly.
Extenision (V4) 4 There is clear characteristics that differentiates the activities done

in comparison to other systems.

Quallties (V5) 3 Output produced can be identified but hardly to agree on the
quality of the output.

Generic Identity (V6) 4 Members can be recognized and differentiates from others,
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APPENDIX 3A
{U) Institute of Diplomacy & Foreign Relation

Wholeness (V1) 3 Most activities are done on individual basis and but involves a lot
of cohesiveness in the implementation.

Propositional (V2) 2 Directions are mostly based on the past decisions.
Normative (V3) 4 Norms are shared together. Everybody behave similarly.
) There is clear characteristics that differentiates the activities done

Extension (V4) 4 . )
in comparison to other systems.

Qualities (V5) 4 Oulput produced can be identified both in terms of quantity and
quality.

Generic |dentity (V6) 4 Members can be recagnized and differentiates from others.
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SUMMARY OF RESULTS
ACTOR SYSTEM DIAGNOSTIC - GENERIC
WISMA PUTRA (ADMIN & CONSULAR)

VA v2 V3 v4 V5 vé Means
| TKSU 11l Office 4 3 4 4 4 4 3.83
Aaminatration & 2 2 4 4 3 4 317
Security Division
Diplomatic Bag Unit 2 2 4 4 2 2 2.67
Filipg (registration) 3 2 4 4 2 2 283
Unit
Communication
1 1 4 4 2 2 2.33
{Saifer) Unit
Library 4 1 4 4 2 2 2.83
Inspectorat &
3.
Management Unit 3 2 4 4 3 4 -
Ticketing Unit 1 2 3 4 3 2 2.50
Service Division 3 2 4 3 3 4 317
Organizational
Development Unit : 2 4 3 3 . 3,17
Consular Section 3 2 4 4 3 4 3.33
Budget Section 3 3 4 3 3 3 3.7
Procurement 3 3 4 4 3 3 3.33
Section
Account Section 3 3 4 3 3 3 3.7
Development 4 3 4 4 3 4 3.67
Section
Internal Audit Unit 4 4 4 4 3 4 3.83
ICT Division 4 4 4 4 3 4 3.83
ASEAN Department 3 4 4 3 3 3 3.33
Protocol Department 3 2 4 4 3 3 317
Legal Advisor Office 2 2 4 4 3 4 317
inst. of Diplomacy &
Foreign Relations 3 2 4 4 4 4 i
MEANS 2.90 243 395 3.76 2,90 3.29 3.21

Page 1 of 2

APPENDIX 3B



APPENDIX 3B

FREQUENCY ANALYSIS OF THE ACTOR SYSTEM DIAGNOSIS-GENERIC RESULT

VARIABLES POOR (1) FAIR (2) SATESF(?;)CTORY GOQCD (4) EXCELLENT (5)
V1 (Wholeness) 2 3 11 5 0
V2 (Propositional) 2 11 5 3 0
V3 (Normative) 0 0 1 20 0
V4 (Extension) 0 0 5 16 0
V5 (Qualities) 0 4 15 2 Q
V6 (Generic Identity) 0 5 5 11 0

FREQUENCY ANALYSIS OF THE ACTOR SYSTEM DIAGNOSIS-GENERIC RESULT

(IN PERCENTAGES)

VARIABLES POOR (1) FAIR (2) SATlSF(':)CTORY GOOD (4) EXCELLENT (5)
V4 (Wholeness) 9.524 14.286 52.381 23.810 0
V2 (Propositional) 9.524 52.381 23.810 14.286 0
V3 (Normative) 0 0 4,762 95.238 0
- [v4 {(Extension) 0 0 23.810 76.190 0
-~ [v5 (Qualities) 0 19.048 71.429 9.524 0
 [v6 (Generic Identity) 0 23.810 23.810 52.381 0
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APPENDIX 4A

DISSIPATIVE STRUCTURE SYSTEM DIAGNOSTIC

WISMA PUTRA (ADMIN. & CONSULAR)

(A) Deputy Secretary General lll's Office

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity. :

Actions Toward
Deviation (V2)

Organization sometimes failed to proactively react to some of the
faulties practices/activities.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the members of the organization are receptively slow in
accepting the ideas.

Tendency of Form (V4)

The members of the organization are most likely to act according
to the situation rather than keep on changing proactively.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referant (V6)

Activities/tasks involved are mostly non-routine. However, some
paperworks are those of routine and formatted and does not
require a lot of efforts.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.

(B) Administration & Security Division

Structural Qrientation
(V1)

As a result of modern technology and improvement in work
activities, the division structure is keep on changing accordingly to
the needs of staffs,

Actions Toward
Deviation (V2)

Staffs are more often than not failed to react proactively towards
any changes in the environment.

Dynamic (V3)

The leader only have one way thinking and quite receptive towards
any new ideas.

Tendency of Form (V4)

The members of the organization are most likely to act according
to the situation rather than keep on changing proactively.

Internal Caondition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks involved are highly routine.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.
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(C) Diplomatic Bag Unit

APPENDIX 4A

Structural QOrientation
(V1)

[The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are aiready at its maximum
capacity.

Actions Toward
Deviation (V2)

Staffs are more often than not failed to react proactively towards
any changes in the environment.

Dynamic (V3)

The leader only have one way thinking and quite receptive towards
any new ideas.

Tendency of Form (V4)

The members of the organization are most likely to act according
to the situation rather than keep on changing proactively.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks involved are highly routine.

Logical Organization
(V7)

Changes made are hardly irreversible,

System Type (V8)

System is close to conservative with possible growth.

(D) Filing (Registration) Unit

Structural Orientation
(V1)

T":he structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The staffs sometimes tried to proactively react towards the
improvement of the system but in most of the times situations do
not allow them to effectively implement proactive changes.

Dynamic (V3)

The leader/supervisor is not dynamic but the staffs are mostly
having good ideas that may bring improvement to the
organizations.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks involved are highly routine but the staffs are likely to made
things more lively.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.
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(E) Communication (Saifer) Unit

APPENDIX 4A

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to

15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

Staffs are more often than not failed to react proactively towards
any changes in the environment.

Dynamic (V3)

The leader only have one way thinking and quite receptive towards
any new ideas.

Tendency of Form (V4)

The members of the organization are mast likely to act according
to the situation rather than keep on changing proactively.

internal Condition (V3)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks involved are highly routine.

Logical Organization
(V7)

Changes made are hardly irreversibie.

System Type (V8)

System is close to conservative with possible growth.

(F) Library

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

Turnkey operations are not done excellently although the listing of
the new inventory are done proactively.

Dynamic (V3)

The leader fails to come out with excellent ideas on how the library
may implement new changes that may attract readers.

Tendency of Form (V4)

The members of the organization are most likely to act according
to the situation rather than keep on changing proactively.

Internai Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks involved are highly routine.

Logical Organization
(V7)

Changes made are hardly Irreversible.

System Type (V8)

System is close to conservative with possible growth.
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(G) Inspectorat & Management Unit

APPENDIX 4A

Structural Orientation
(V1)

TThe structure are most likely to remain the same for the next 10 to
16 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members,

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the members of the organization are receptively slow in
accepting the ideas.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are closely to non-routine but there are still some routine
jobs that made the members closer to steady state.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.,

(H) Ticketing Unit

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

Staffs are more often than not failed to react proactively towards
any changes in the environment.

Dynamic (V3)

The leader only have ane way thinking and quite receptive towards
any new ideas,

Tendency of Form (V4)

The members of the organization are most likely to act according
to the situation rather than keep on changing proactively.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks involved are highly routine.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System Is close to conservative with possible growth.
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{l) Service Division

APPENDIX 4A

Structural Orientation
(V1)

A_ﬁ?he structure are most likely to remain the same for the next 10 to

15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members. However, mara often than not members are more likely
to counter react to situation.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the members of the organization are receptively slow in
accepting the ideas.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are mostly routine but mostly involved different
scenarios/cases,

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.

{J) Organizational Development Unit

Structural QOrientation
(V1)

[The structure are most likely to remain the same for the next 10 to

15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
membaers. However, members are most likely to counter react to
situation.

Dynamic (V3)

There is low tendency for dynamism, especially in generating new
ideas, from the members.

Tendency of Form (V4)

Very low tendency towards incipativeness.

internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are not supposed to be routine but practice made it so as
most paper works are done by other departments/units.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.
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(K) Consular Section

APPENDIX 4A

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work are highly counter-reacting towards
situation.

Dynamic (V3)

The leader/supervisors are higly dynamic but the members made it
difficult for new changes to take place as they rather keep things at
steady state.

Tendency of Form (V4)

Very low tendency towards incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are highly routine but involves different cases and thus
different approaches in carrying out the tasks.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.

{L) Budget Section

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members. However, more often than nat members are more likely
to counter react to situation.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the members of the organization are receptively slow in
accepting the ideas.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are mostly routine but mostly involved different
scenarios/cases.

Logical Organization
(V7)

Changes made are hardly irreversibie.

System Type (V8)

System is close to conservative with possible growth.
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(M) Procurement Section

APPENDIX 4A

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work are highly counter-reacting towards
situation.

Dynamic (V3)

Supervisor as well as members rather kept themselves at steady
state than persuing changes for improvement.

Tendency of Form (V4)

The members of the organization are most likely to act accarding
to the situation rather than keep on changing proactively.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are highly routine.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.

(N} Account Section

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

Staffs are mare often than not failed to react proactively towards
any changes in the anvironment.

Dynamic (V3)

he leader ara excellently dynamic in terms of generating new
ideas but the members of the organization are receptively slow in
accepting the ideas.

Tendency of Form (V4)

There is low tendency for incipativeness.

Internal Condition {V5)

Changes are done mare on gradual basis rather than dramatic.

Referent (V6)

Tasks are mostly routine but mostly involved different
scenarios/cases.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.
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(O) Development Section

APPENDIX 4A

Structural Orientation
(V1)

FThe structure are most likely to remain the same for the next 10 to

15 years as the job assignments are already at its rnaximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members. However, more often than not members are more likely
to counter react to situation.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the members of the organization are receptively siow in
accepting the ideas.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are non-routine and require different feedbacks.

Logical Organization
(vV7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.

(P) Internal Audit Unit

Structural Orientation
(V1)

The structure are likely to change as the importance of the
activities are becoming increasing.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the implementation of the ideas pending to the
management's approval.

Tendency of Form (V4)

There Is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic,

Referent (V6)

Tasks are non-routine and require different feedbacks.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth.
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APPENDIX 4A

(Q) information & Communication Technology Division

Structural Orientation
(V1)

The structure are likely to change as the importance of the
activities are becoming increasing.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the implementation of the ideas pending to the
management's approval.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

internal Condition (VS)

Changes are done radically with maost of the times the organization
faced many changes.

Referent (V6)

Tasks are non-routine and require different feedbacks.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to open and continously changing.

(R) ASEAN Department

Structural Orientation
(V1)

TThe structure may change according to the changes in the
ASEAN. However, they are most likely to remain the same for the
next S years.

Actions Toward
Deviation (V2)

The nature of the work mostly involves proactive reaction from the
members, However, mare often than not members are more likely
to counter react to situation.

Dynamic (V3)

The leader are excellently dynamic in terms of generating new
ideas but the members of the organization are receptively slow in
accepting the ideas.

Tendency of Form (V4)

There is quite high tendency for incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are non-routine and require different feedbacks.

Logical Organization
(vV7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth,
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{8) Protocol Department

APPENDIX 4A

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are already at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work are highly counter-reacting towards
situation.

Dynamic (V3)

The leader/supervisors are higly dynamic but the members made it
difficult for new changes to take place as they rather keep things at
steady state.

Tendency of Form (V4)

Very low tendency towards incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are highly routine but involves different cases and thus
different approaches in carrying out the tasks.

Logical Organization
(V7)

Changes made are hardly irreversible.

System Type (V8)

System is close to conservative with possible growth,

(T) Legal Advisor Office

Structural Orientation
(V1)

The structure are most likely to remain the same for the next 10 to
15 years as the job assignments are aiready at its maximum
capacity.

Actions Toward
Deviation (V2)

The nature of the work are highly counter-reacting towards
situation.

Dynamic (V3)

The leaders as well as its members are leaning towards one-way
thinking rather than dynamics.

Tendency of Form (V4)

Very low tendency towards incipativeness.

Internal Condition (V5)

Changes are done more on gradual basis rather than dramatic.

Referent (V6)

Tasks are highly routine but involves different cases and thus
different approaches in carrying out the tasks.

Logical Organization
(V1)

Changes made are hardly irraversible.

System Type (V8)

System is close to conservative with possible growth.

Page 10 of 11




APPENDIX 4A

(U) Institute of Diplomacy & Foreign Relatlon

Structural Orientation 3 The structure are likely to change as the importance of the
(V1) activities are becoming increasing.
Actions Toward 4 The nature of the work mostly involves proactive reaction from the
Deviation (V2) members.

The leader are excellently dynamic in terms of generating new
Dynamic (V3) 3 ideas but the implementation of the ideas pending to the
management's approval.

I Tendency of Form (V4) 3 There is very high tendency for incipativeness.

Internal Condition (V5) 4 Changes are done radically with most of the times the organization
faced many changes.

Referent (V6) 4 Tasks are non-routine and require different feedbacks.

Logical (()\;g?mzanon 2 Changes made are hardly irreversible.

System Type (V8) 3 System is close to open and continously changing.
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SUMMARY OF RESULTS

DISSIPATIVE STRUCTURE SYSTEM DIAGNOSTIC

WISMA PUTRA (ADMIN & CONSULAR)

APPENDIX 4B

V1 V2 V3 V4 V5 V6 V7 V8 Means

TKSU Il Office 1 3 3 2 2 3 2 2 2.25
Administration & 3 2 1 2 2 1 2 2 1.88
Security Division
Diplomatic Bag Unit 1 2 1 2 2 1 2 2 1.63
Filir\g (registration) 1 3 5 3 5 2 2 9 213
Unit
Communication
(Saifer) Unit 1 2 1 2 2 1 2 2 1.63
Library 1 2 1 2 2 1 2 2 1.83
Inspectorat & i 4 3 3 2 3 2 2 2.50
Management Unit
Ticketing Unit 1 2 1 2 2 1 2 2 1.63
Service Division 1 3 3 3 2 2 2 2 2.25
Organizational ‘ 1 2 o 2 2 2 5 2 1 88
Development Unit
Consular Section 1 1 3 2 2 3 2 2 2.00
Budget Section 1 3 3 3 2 2 2 2 2.25
Procurement
Section 1 1 1 2 2 1 2 2 1‘50,
Account Section 1 2 3 2 2 2 2 2 2.00
Development 1 3 3 3 2 4 2 2 2.50
Section
Internal Audit Unit 3 4 3 3 2 4 2 2 2.88
ICT Division 3 4 3 3 4 4 2 3 3.25
ASEAN Department 2 3 3 3 2 4 2 2 2.63
Protocol Department 1 1 3 2 2 3 2 2 2.00
Legal Advisor Office 1 1 2 2 2 3 2 2 1.88
Inst. of Diplomacy &
Foreign Relations 3 4 3 3 4 4 2 3 325

MEANS 1.43 2.48 2.29 2.43 2.19 2.43 2.00 2.10 247
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APPENDIX 4B

FREQUENCY ANALYSIS OF THE DISSIPATIVE STRUCTURE SYSTEM DIAGNOSIS RESULT

SATISFACTORY

GOOD

VARIABLES POOR (1) FAIR {2) (3) 4) EXCELLENT (5)
V1 (Structural
Orientation) 16 ! 4 0 0
V2 (Actions Toward 4 7 6 4 0
Deviation)
V3 (Dynamic) 6 3 12 0 0
[V& (Tendency of 0 12 . o ;
form)
V5 (internal
Condition) 0 19 0 2 0
V6 (Referent) 6 5 5 5 0
V7 (Logical 0 21 0 0 0
Organization)
V8 (System Type) 0 19 2 0 0

FREQUENCY ANALYSIS OF THE DISSIPATIVE STRUCTURE SYSTEM DIAGNOSIS RESULT
(IN PERCENTAGES)

SATISFACTORY

GOOD

VARIABLES POOR (1) FAIR (2) (3) (4) EXCELLENT (5)
r
V1 (Structural
Orientation) _ 76.190 4.762 19.048 0 0
V2 {Actions Toward
IDeviation) 19.048 33.333 28.571 19.048 0
V3 (Dynamic) 28.57 14.29 57.143 0 0
f —
V4 (Tendency of
rForm) 0 57.143 42.857 0 0
V5 (internal
Condition) 0 90.4786 0 9.524 0
V6 (Referent) 28.57 23.810 23.810 23.810 0
o n
V7 (Logical
Organization) 0 100 0 0 0
V8 (System Type) 0 90.478 9.524 0 0
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APPENDIX 5A

SIX LEVEL. ORGANIZATIONAL DIAGNOSTICS -
WISMA PUTRA (ADMIN & CONSULAR)

1% Level — General Environment

a) Deputy Secretary General llI's Office

1.

V1 (social): Score =4

There is high tolerance between the races in the society and each community live
in peaceful and harmony. General populace relatively free to do what they want
as long as do not disturb the security of the country, and most communities are
provided with the basic needs.

V2 (Economics): Score = 3
The unemployment level is relatively low as compared to the other Asian
country's rate of unemployment. The GDP is also grow at the expected rate.
However, there is quite an uncertainty in term of near future economics as well as
debt situation of the country.

V3 (Honesty): Score = 1

Every Government agencies as well as most of private companies, in most of the
time, failed to get things done according to the mission statements, objectives or
the client charter, This leads to problem in coordinating meetings between
departments as well as getting feedback from other agencies as most will tikely
delayed actions.

V4 (Technological): Score = 1

The technological changes in the administrative area are not being adopted
widely. Most administrative staff in the government are still backward in terms of
using technology (like computer) for work. This has also influence the Unit as
most staff do not try to learn more on new technoiogies.

V5 (Ecological). Score =3
The general's view on ecological issues da not effect the attainment of the unit's
objectives.

V6 (Political): Score =5
The political forces (Government in power) have always been helpful in
supporting the Office’s plans and actions.

b) Administration & Security Division

1.

3.

V1 (social): Score = 4

There is high tolerance between the races in the society and each community live
in peaceful and harmony. General populace relatively free to do what they want
as long as do not disturb the security of the country, and most communities are
provided with the basic needs. The social environment is not a hindrance to the
attainment of the Division's objectives.

V2 (Economics): Score = 1

Since the country is now out of the econamic recession, jobs are quite available
outside. This situation has made it hard for the division to employ enough
security officer for the Ministry. It has also made it hard to employ secretary as
well as typist since the Government pay for these position is quite low as
compared to the private sectors.

V3 (Honesty): Score = 1
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Most divisions/units that are involved with the Division failed to get things done
according to agreed specifications and obligations. They normally delays their
actions up to the very last minutes.

V4 (Technological): Score = 1

The technological changes in the administrative area are not being adopted
widely. Most administrative staff in the government are still backward in terms of
using technology (like computer) for work. This has also influence the Unit as
most staff do not try to learn more on new technolagies.

V5 (Ecological): Score = 1

The Division find it hard to achieve its objective of maintaining a heailthy as well
as clean environment in the Wisma Putra compiex as most people do not have a
high regard for basic hygiene and cleanliness.

V6 (Political): Score =5
The political forces (Government in power) have always been helpful in
supporting the Division's plans and actions.

c) Diplomatic Bag Unit

1.

V1 (social): Score = 4

There is high tolerance between the races in the society and sach community live
in peaceful and harmony. General populace relatively free to do what they want
as long as do not disturb the security of the country, and most communities are
provided with the basic needs. The social environment is not a hindrance to the
attainment of the Unit's objectives.

V2 (Economics). Score =2

High rate of exchange between RM and other currencies has raise the cost of
transporting the diplomatic cargeo to overseas but at the same time has made it
quite relatively low for incoming cargo/bag.

V3 (Honesty): Score =3
The airlines industry rarely failed to deliver the items or cargo according to the
agreed time and places.

V4 (Technological): Score =3

The technological changes in airling industry enable the services to be conducted
efficiently and effectively.

V5 (Ecological): Score =3
High regard of non-renewable resources and preservation of the environment has
no direct effect on the efficiency and effectiveness of the Unit.

V6 (Political); Score =5
The political forces (Government in power) have always been helpful in
supporting the Unit's plans and actions,

d) Filing & Registration of Diplomatic Notes Unit

1.

V1 (social). Score = 4

There is high tolerance between the races in the society and each community live
in peaceful and harmony. General populace relatively free to do what they want
as long as do not disturb the security of the country, and most communities are
provided with the basic needs. The social environment is not a hindrance to the
attainment of the Unit's objectives.

V2 (Economics): Score = 2
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The economic situation has raised the cost of new compactors as well as filing
cabinets. This has made it hard for the Unit to maintain the files as budget is also
low for procurement.

V3 (Honesty): Score =1
Officers of other departments/units rarely maintain or updates their files. They
also failed to return each files on loan on time to the Unit,

V4 (Technological): Score = 1
Slow changes in new technology that may create efficiency and effectiveness for
Filing systems.

V5 (Ecological): Score = 3
Do not have any effect on the unit’s performance.

V6 (Political): Score =8
The political forces (Government in power) have always been helpful in
supporting the Unit's plans and actions.

@) Communication & Cipher Unit

1.

V1 (social): Score =2

Although the Malaysian lives in harmony, in terms of information secrecy, there is
threat from certain group of people. The opposition or certain groups always try
to get pass through security in getting the top secret information. This group of
people may affect the Unit from securing incoming and outgoing information.

2. V2 (Economics). Score =2
The economic situation has raised the cost of operating and maintaining the
machines for communication and ciphering.

3. V3 (Honesty). Score = 1
As nobody can hardly be trusted, especially in the world of diplomatic where
evarybody may involve in espionage, its going to be hard for the Unit to secure
the communication and information lines.

4, V4 (Technological): Score =5
The communication technology is changing rapidly making it better for the unit to
find the best and most secured for conveying messages throughout all the
missions abroad.

5. V5 (Ecological); Score =3
Do not have any effect on the unit's performance.

8. V6 (Political): Score =5
The political forces (Government in power) have always been helpful in
supporting the Unit's plans and actions.

f) Library

1. V1 (social): Score =1
The Malaysian society is not keen in reading. Those that read do not go for
knowledge book; instead they enjoy reading entertainment & leisure books. This
make it hard for the Library to be as the main info-center for the Ministry.

2. V2 (Economics): Score =2
The economic situation has raised the cost of imported books.

3. V3 (Honesty): Score =1

Mast people did not return the book on time.
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V4 (Technological); Score = 1
As people now go for webpage for information, the library has lost its role as info-
center,

V5 (Ecological): Score =3
Do not have any effect on the unit's performance.

V6 (Political); Score =5
The government is encouraging the nation to read. Many programs have been
implemented towards creating knowledge society.

g) Inspectorat & Management Unit

1.

V1 (sacial): Score = 1

The global sacial environment is unstable. Since countries have different
cultures and regulations for their society, it is hard for the Unit to come out with a
standard operating guideline for every mission abroad.

V2 (Economics). Score = 1
The global economic situation that is quite unpredictable made it hard for the Unit
to come out with the best pay scale for each mission according to region/country.

V3 (Honesty): Score =3

Most home based staff (diplomat) working in the mission abroad reports on time
and do their reports according to the specifications. This enable the Unit to come
out with a through analysis for their research.

V4 (Technological): Score = 2

Computer and ICT has made the job easier for the staff to do their research.
However, the terminal is not reliable that there is too many occasions where the
server is down for a long period of time.

V5 (Ecological): Score = 3
Do not have any effect on the unit's performance.

VB (Political): Score = 1
The Central Agencies (JPA and Treasury) are not very keen to approve the
ravision of some circular especially those that involves monetary elements.

h) Ticketing Unit

1.

V1 (social); Score = 3

The travel agents and airlines employees especially those on the counter
services are very helpful and friendly when dealing with the Unit. This made the
work easier for them especially when doing last minute booking and upgrading of
class,

V2 (Economics). Score = 1
The price of airfares keeps on changing as oil prices are also fluctuating. This
made it hard for the Unit to prepare a budget in advance.

V3 (Honesty): Score = 3
Things get done accordingly to the agreed specifications and obligations. Rarely
the travel agents missed things out.

V4 (Technological): Score =2

The local travel agency is not using the computer network widely yet, Even the
airlines do not have online ticket ordering yet. However, there is a move towards
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the online system among the airlines, travel agents and the Embassy/High
Commission.

V5 (Ecological): Score =3
Do not have any effect on the unit's performance.

V6 (Political): Score =2 _

Unit finds it hard to get the best routing for certain destination as the Government
made it clear to save/cut cost on foreign visit. As this is the case, the price may
be low but officar may end up transiting in many countries.

Service Division

1.

V1 (social): Score =1
Majority of those who deals with the Division have certain preconception that the
division is practicing cronyism and biases in the decision making.

V2 (Economics): Score = 1

As the country is now in the going once again, there is increased pressures faced
by the Division to select the appropriate candidates for the Malaysian Foreign
Services (Diplomats). This is due to the fact that most of the best candidates
opted to work in the private sector since the pay is higher.

V3 (Honesty): Score =2
Itis hard to trust the staffs as most will give reasons when assigned for "hardship
posting”.

V4 (Technological): Score =3
The technological area does not affect the attainment of the Division’s objectives.

VS (Ecological): Score =3
Do not have any effect on the unit's performance.

V8 (Political): Score =5
The Ministers as well as the Secretary General have always been helpful in
supporting the Division's plans and actions.

Organizational Development Unit

1.

V1 (social). Score = 1
As Malaysian standard of education is getting higher, the Unit faced problems in
planning the optimum force for supporting staff level.

V2 (Economics): Score = 1
The economic condition does not permit the Unit to fill all the vacant posts. Even
if it is permitted, it will be hard to find a suitable candidates for certain posts as
the starting pay is quite low.

V3 (Honesty): Score = 1

Most Divisions/Units complain that they could not perform as they are having
shortages. However, when proper analysis/research is done on the
Divisions/Unit, many staffs are having their own sweet time to complete their
tasks.

V4 (Technological): Score = 4
The technological advances in workplace may reduce the number of staffs
needed to complete certain tasks/functions.

V5 (Ecological): Score =3
Do not have any effect on the unit's performance.
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V6 (Political): Score = 2

The Ministers as well as the Secretary General have always been helpful in
supporting the Division's plans and actions. However, the Central Agency (JPA &
Treasury) are not keen on creating more additional of staffs in each Ministry.

Consular Section

1.

V1 (social): Score = 1
Public are not willing to wait in line. Some even got mad when they failed to get
the service they wanted even when what they are asking for is against the law.

2. V2 (Economics): Score =5
As the economic is getting better, companies are starting to employ foreigners
once again. This increase the number of endorsement made on fegal papers as
well as the Section's revenue.

3. V3 (Honesty): Score = 1
There have been some forgery cases on the original as well as the copy
documents. Since the number of cases has been increasing, it is hard for the
consular to effectively and efficiently carry out the functions.

4. V4 (Technological): Score =3
While the have been technolagical breakthrough in the counter services system,
most of them are not applicable for public services counter system. However,
online checking of visa, passport and identification card which will be introduced
in the e-government may make the Section's job faster and easier.

5. V5 (Ecological). Score = 1
Public (client) always left bottles and some food wrappers at the counter as well
as at the waiting areas making the Section not presentable.

6. V6 (Political): Score = 1
There is conflict between politician needs and current regulations. Sometimes
there is high demand from certain politician/upper management persuading the
Section to loosen its regulation.

Budget Section

1. V1 (social): Score =1
As there is increase in public demand for the government to spend smartly and
be more transparent in spending, the Section's function has become more
complicated.

2. V2 (Economics). Score = 1
Current economic situation has effected the Section on a number of ways. First,
there is limited amount of money to be spent. Second, it is hard for the Section to
effectively plans budget for overseas mission as some regions are still having
economic problems and thus their currency fluctuates a lot against the USD.

3. V3 (Honesty): Score = 1
Most missions failed to spend according to the agreed budget and maijority failed
to report it to the Section.

4. V4 (Technological); Score = 4
Latest introduction on the “spider” network that links the Section with all the
missions abroad will make it easier for the Section to monitor ovaerseas budget
spending.

5. V5 (Ecological). Score =3
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The increase awareness among home based staff in overseas mission on
environment has reduce the cost of stationaries and papers (A4  paper
especially).

V6 (Political): Score =2
The Government has always insisted on smart spending and cutting budget on
operational activities. ‘

m) Procurement Section

1.

V1 (social): Score =1
The society within the Ministry has low regards for maintaining government
property. Most are ungrateful which leads to new things have to be replace
sooner than expected.

V2 (Economics): Score = 2
Imported items has been very costly.

V3 (Honesty): Score = 1
People sometimes use the government property for their own interests. There is
also high rate of usage for personal matters for certain items such as printers,
papers, and stationaries.

V4 (Technological): Score = 2

The introduction of online ordering between the Section and other
divisions/sections/units has made the process more efficient. However, in terms
of ordering from the suppliers, the process still takes longer time since it is still
done using the conventional ways - letter.

V5 (Ecological). Score = 3
There is increase awareness from the staff on saving usage on certain things
such as papers and stationaries.

V6 (Palitical): Score = 2
There is pressures from the upper management and ministers especially when
the contract involves huge money.

Account Section

1.

V1 (social): Score =1
There is increase number of people who questions the credibility of public
accounts.

V2 (Economics): Score = 1

The economic condition has made it hard for the Section to fill up the vacant post.
Many accounting graduates are reluctant to work with the government agency as
the pay is low.

V3 (Honesty): Score = 1

Most missions failed to send their accounts statement on time and most of the
time failed to close their accounts.

V4 (Technological): Score = 1

Account work is still done manually at most missions which explain lateness in
sending the account report.

V5 (Ecological): Score =3
Does not affect the Section's performance.

V8 (Political): Score =1
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The Upper Management fails to punish those that misuse the money/budget and
those who did false report on the accounts.

Development Section

1,

V1 (social). Score =1

The social world of construction industry is full of corruption making the cost
higher. There is also increase critiques from the public on corruption in
Government agencies involving in development areas.

V2 (Economics): Score = 1
The economic condition teads to slow progress of projects implementation.
Companies are reluctant to speed up their work as the government is also slow
on the progress of payment.

V3 (Honesty): Score =1
Most contractors try to cheat a little bit in most projects done. Sometimes
infrastructure is not build according to the agreed specifications.

V4 (Technological). Score = 3
The technological advances in the construction areas has made the progress
faster and reduce the cost of developmant.

V5 (Ecological): Score = 1
Increase awareness of preservation of environment has raised the cost of
developmant especially in Western countries.

V6 (Political): Score =4
There is strong support from the government on the devalopment policy.

Internal Audit Unit

1.

V1 (social): Score = 3

There is increase number of people that support the idea of random inspection in
government agencies in order to increase effectiveness and efficiency in the
government. This make the work easier for the Unit as staff will not be
complaining a lot when inspection takes place.

V2 (Economics): Score = 2

The economic condition made it hard for the Unit to do a random check-up on
missions abroad.

V3 (Honesty): Score = 1
Most staffs (especially) those In the mission abroad are more likely to hide their
errors as they are labelling the Unit as Unit that find faults.

V4 (Technological): Scorg =3
The use of computer and ICT has made it easier for the Unit to monitor and
comparing things.

V5 (Ecological); Score =3
Does not affect the Unit's performance.

V6 (Political): Score =2

Although there is strong support from the government as well as management,
most of the times those that did wrongly failed to be punished. Even so, most of
the times those that are punished were the lower level while the higher level got
their way around the system.,
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Information & Communication Technology Division

1.

V1 (social): Score =5
The society is getting more into the world of ICT.

V2 (Economics): Score = 1

The economic condition made it costly for the Division to purchase new softwares
as well as hardwares. In addition, the Division also finds it hard to fill in the
vancant post with the best candidates since the best normally work in the private
company.

V3 {(Honesty): Score =2

Most things get done according to the agreed specifications. However, since the
world of internet is not secured and people are aiways trying to get into the
terminal/server of government agency, the Division's find it hard to secure
incoming as well as outgoing data.

V4 (Technological): Score =5
Rapid changes in the ICT and computer industry have made the division's
function becoming more important,

V5 (Ecological): Score =3
Does not affect the Unit's performance.

V6 (Potitical); Score =5
There is strong support from the government on increasing the knowledge and
function of ICT.

ASEAN Department

1.

V1 (social): Score =5
The ASEAN members' society is becoming stronger as the region is moving into
AFTA,

V2 (Economics): Score = 1
The tight budget policy made it hard for the Department to attend overseas
meeting and visits to the ASEAN nations.

V3 (Honesty): Score =2
Members of the ASEAN most of the time have different agendas. Sometimes the
statement made from representatives may not imply the same meaning.

V4 (Technological); Score = 2

Technological advances made it possible for the representatives to conduct a
vitual meeting. However, in terms of diplomacy, this technology is not well
accepted yet.

V5 (Ecological): Score = 2

Environmental policy on maost countries has become one of the major issues to
be discussed in every meetings. As Malaysia is one of the countries that has
always being critisized by others because of its lumbering activities, the
Department has to come out with stronger image to play an effective roles in
battling with the issues.

V6 (Poiitical): Score =5

The Government has made it clear that Malaysia need to be the leader for
ASEAN,

9of t1



APPENDIX 5A

s) Protocol Department

1.

V1 (social): Score =4
As Malaysia is a harmony and peaceful nation, there is less concern for tight
security during Foreign Head of Country's visit.

V2 (Economics): Score = 3 .
The financial crisis that occurred around the globe does not effect the number of
visit from foreign country, making the function of the Department still in demand.

V3 (Honesty): Score =2
Most planned visit get delayed or cancelled at the very last minute when
averything has been arranged.

V4 (Technological): Score = 3
Computers as well as internet has made the work easier for the Department.

V5 (Ecological): Score = 2
As the level of hygiene and cleanliness differs from one country to another, the
Department do not have a standard way to deal with the delegation.

V6 (Political); Score =5
The Department receives strong support from upper management.

t} Legal Advisor Office

1.

V1 (social): Score =3

There is an increase number of knowledge worker in the field of law in the
Malaysian foreign services has made it easier for the Office to liaise with the
Departments/Units.

V2 (Economics). Score = 3
Low demand of law degree holders in the market made it easier for the Office to
get the vacant post to be filled with suitable candidates.

V3 (Honesty): Score =1
Most cases got delayed because respective departments/units failed to submit
their reports on time.

V4 (Technological): Score =3
Computers as well as internet has made the work easier for the Department.

V5§ (Ecological): Score = 3
Does not affect the Office’s performance.

V6 (Poiitical): Score =5
The Department receives strong support from upper management.

u) Institute of Diplomacy and Foreign Relations

1.

2.

3

V1 (social). Score = 3
The increase awareness of society in foreign cultures and lifestyles has made it
easier for the centre to train the trainee/diplomat to be.

V2 (Economics); Score = 2
Tight budget means that certain overseas training need to be cancelled or
reprogrammed.

V3 (Honesty): Score = 1
Most traines failed to practice what they have learned from the course.
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4. V4 (Technological). Score = 3
Used of computers and video conferencing made the training more enjoyable and
easier.

5. V5 (Ecological): Score = 3
Increase awareness of cleanliness and hygiene made the training course on
protocol and etiquette easier.

6. V6 (Political): Score =5
The learning center receives strong support from upper management.
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APPENDIX 6A

SIX LEVEL ORGANIZATIONAL DIAGNOSTICS —
WISMA PUTRA (ADMIN & CONSULAR)

B) 2" Level - Industry Structure

a) Deputy Secretary General ll's Office

1.

V1 (Suppliers): Score =3
The office supplies is being controlled by the Procurement Section.

V2 (Buyers): Score = 1

The buyers (in this case customers/client/stakeholders) includes many
government agencies as well as internal customers. However, as there is only
one dominant stakeholders (clients) that the Office has to take care, which is the
Cabinet Minister, than the office has little to say in decision making.

V3 (Rivalry among competitors): Score = 1

The office has not only has to compete with the other 2 Deputy Secretary
General's Office in the Ministry but also has to compete with the rest of the other
Government agencies in getting the proposed annual budget.

V4 (Threat of substitutes): Score = §
There is no pervasive threats that the function of the office will be terminated by
the Government in the near future,

V5 (Threats of entry): Score = 2

In term of competing for the desired budget and becoming the main player of
foreign policy, there is a possibility that the Office has to compete with new
entrants yearly because of new agencies being created in the government.

V6 (Threats of complementary): Score =3

All the three Deputy Secretary General's Office of the Ministry is complementing
one another. The service of the office also complements with other Embassies
and High Commissions and vice versa.

b) Administration & Security Division

1.

V1 (Suppliers); Score =2

There is quite a number of Malaysian who may work in the Ministry security
services and other administrative services such as driver and cleaner. On the
other hand, as the private companies are paying more, it fs hard for the Division
to find good security officers as well as drivers. However, as the nation is facing
economic uncertainty, there is an ample supply of candidates who apply for the
vacancies.

V2 (Buyers/Clients/Stakeholders): Score = 1

The buyers (in this case customers/client/stakeholders) includes many
government agencies as well as internal customers. However, as there is only
one dominant stakeholders (clients) that the Office has to take care, which is the
Cabinet Minister, than the office has little to say In decision making.

V3 (Rivalry Among Competitors): Score = 1
The Division is competing with many private sectors in order to get the worker for
security, driver and cleaner services.

V4 (Threat of substitutes). Score = 1

There is high likelihood that the Division may get axed in the future as most of the
functions can be privatised or outsourced.
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V5 (Threats of entry): Score =1
There are many new companies coming into the security as well as the cleaning
industry, which made the cost of outsourcing the services becoming cheaper.

V6 (Threats of complementary). Score =2
There is no pervasive presence of complementary.

¢) Diplomatic Bag Unit

1.

V1 (Suppliers): Score = 4
There is a number of airlines cargo service available.

V2 (Buyers): Score =3
Services is being carried not only for the Ministry but also for other countries
embassies.

V3 (Rivalry among competitors): Score = 4
There is no competition at all as there can only be one agency in control of
outgoing cargo or mails that can be claimed as diplomatic items.

V4 (Threat of substitutes): Score = 4
No threat at all except if the Parliament enact new laws on handling of diplomatic
cargo.

V5 (Threats of entry): Score = 4
No pervasiva threats of entry at all.

V6 (Threats of complementary); Score =2
There is no pervasive presence of complementary.

d) Filing & Registration of Diplomatic Notes Unit

1.

V1 (Suppliers): Score = 1

The supplies are being controiled by the procurement unit. However, as most
inventories are done by centralized contract, price of some items are higher than
the market price.

V2 (Buyers/Clients/Stakeholders), Score = 4
Unit is in-charge of all the various Divisions/Units filing activities.

V3 (Rivalry among competitors): Score = 2
Currently, all the files and diplomatic notes are being handled by the Units.
However, there are also some Divisions/Units that handle their own files.

V4 (Threat of substitutes): Score = 1

As government is going for fully computerization and paperless government (e-
government idea), there is a possibility that management of files will be
computerized in the near future.

V5 (Threats of entry): Score = 1
As other divisions are going for having own filing rooms, there is high probability
that the functions of the Unit will not be needed in the near future.

V6 (Threats of complementary): Score =3
There is pervasive prasence of complementary as the Units is also doing all the
work of destroying confidential documents.

e) Communication & Cipher Unit

1.

V1 (Suppliers). Score =2
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The procurement is done on central contract basis. Thus, Unit has little control
over the cost of procuring necessary inventories.

V2 (Buyers/Users/Stakeholders). Score =3
The Unit is in-charge of all the various Divisions/Units communication network.

V3 (Rivalry among competitors): Score =2 .

Currently the Unit only complete with the ICT Division in getting the proposed
budget for the area of communication. Since the functions of both are quite
similar, the Unit has to distinguish itself and perform better than the latter in order
maintain its presence.

V4 (Threat of substitutes). Score = 1

With rapid advancement in computer and communication technology, the roles of
this unit may diminish over times.

V5 (Threats of entry). Score = 1

The ICT is gaining its ground from various department as the main section
controlling the communication network..

V6 (Threats of complementary). Score = 1
There is no pervasive presence of complementary.

f)y Library

1.

V1 (Suppliers): Score = 4
The Library is able to do its own procurement. Since there are a number of book
suppliers and distributors, the price can be negotiated.

V2 (Buyers/Users/Stakeholders): Score =2
The users/clients consist only the Ministry staffs.

V3 (Rivalry among competitors): Score = 1
As other external Libraries are more well equip has more extensive choice of
books, users are less likely to use the service of the Ministry’s Library.

V4 (Threat of substitutes): Score = 1
With rapid advancement in computer and communication technology, the roles of

this unit may diminish over times as people can check books of other Libraries
from online internet.

V5§ (Threats of entry). Score =3

New Libraries will have a hard times to get reasonable number of users as
current Libraries are also having difficulties in attracting readers .

V6 (Threats of compiementary). Score = 1

There is no pervasive presence of complementary. The library offers no other
services.

g) Inspectorat & Management Unit

1.

V1 (Suppliers): Score = 2
The Unit depends entirely on various Divisions' feedback.

V2 (Buyers/Users/Stakeholders): Score = 2
The users/clients consist only the Ministry staffs.

V3 (Rivalry among competitors); Score = 3
Only the Internal Audit Unit have quite similar function with the Unit,
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V4 (Threat of substitutes): Score = 1

The Ministry may use external consultant in analyzing and researching on the
change management,

V5 (Threats of entry): Score =1
There is increase number of growing acceptance from Government agencies in
getting consulting services from external.

V6 (Threats of complementary). Score = 3
As the Unit offers extensive research on payment/salary and benefits, most
divisions do agree that the Unit is needed in the organization.

h) Ticketing Unit

1.

V1 (Suppliers): Score =2
The Unit liase with various airline companies as well as travel agents in getting
the best fare for travelling.

V2 (Buyers/Users/Stakeholders). Score = 3
The staffs are always in need of the Unit's services as most have to at least
attend overseas seminar/work once in year.

V3 (Rivalry among competitars): Score =5

This is the only Unit offering the services in the Ministry. Other divisions/units
cannot order/book their ticket directly from the agents as it is against the
Government regulations.

V4 (Threat of substitutes). Score = 2

Once e-government is fully in operation, the function of this unit may not be
needed as Divisions may directly book their ticket from the agents since there will
be anline services between Ministry and the Central Agency.

V5 (Threats of entry): Score =1
There is no threats of new entrants at all.

V6 (Threats of complementary). Score = 4
Apart from booking the seat for the staffs, the Unit alsc managed to upgrade the
seating class in most of the time as it has good networks with the agents.

Service Division

1.

V1 (Suppliers): Score = 4

There is a pool of Malaysian graduates that is suitable for the Diplomatic
services.

V2 (Buyers/Users/Stakeholders): Score = 3

The Division is in control of providing good quality diplomats to the Ministry's
various divisions as well as mission abroad.

V3 (Rivalry amang competitors): Score = 3

There is similarity in activities/functions between this Division and the Admin.
Division. The difference is only that Admin is only in contral of staffs of security,
cleaning and driver while the Division takes care of the rest.

V4 (Threat of substitutes): Score = 3
No threats of substitutes as the Division is the only that offers its services.

V5 (Threats of entry): Score = 1

The HRM Division which is proposed by the Central Agency may be taking over
the role of this division.
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VB (Threats of complementary). Score =3

The Division is also in charge of career advancement as well as providing special
courses for the Ministry staffs to enhance their skills as well as knowledge in the
Diplomatic service.

Organizational Development Unit

1.

V1 (Suppliers): Score =2
The Unit depends entirely on various Divisions' feedback on its research and
analysis on the effectiveness of the Ministry's organizational structure.

V2 (Buyers/Users/Stakeholders). Score = 1
There is only one stakeholder that the Unit has to serve - the Upper
Management of the Ministry.

V3 (Rivalry among competitors). Score = 1

The Unit has to compete not only with the other 24 Ministries but aiso various
Government Departments as well as local authority in getting the quota for
budget as well as the approval for addition of new posts in the Ministry.

V4 (Threat of substitutes): Score = 1

As the Central Agency may directly communicate with other Divisions/Unit on the
research on additional new posts, there might be a chance that Divisions/Units
will directly convey their proposal to the Central Agency without submitting it first
to the Division for further analysis and recommendations.

V5 (Threats of entry): Score = 1
The newly proposed HRM Division may posed greater threats to the Unit's
relevancy.

V6 (Threats of complementary): Score = 1
The Unit does not have any other services to offer.

Consular Section

1.

V1 (Suppliers): Score = 2
The supplies for forms are being controlled only by the respective Government
agencies.

V2 (Buyers/Users/Stakeholders): Scorg = 2
The clients include various Government Department as well as the public.

V3 (Rivalry among competitors): Score = 4
Currently, the Section is the only one offering its kind of services. Other
Embassies in Malaysia only offers limited number of services.

V4 (Threat of substitutes): Score =2
Certain functions such as issuance of visa, issuance of Letter of Good Conduct,

and Issuance of Passport can directly be done by the respective Government
agencies.

V5 (Threats of entry): Score =5
There is no threat of new entrant at all.

V6 (Threats of complementary): Score =4 '
The Section deals with as many as nine core activities that also include personal
assistance in consulitation for Malaysian and Foreigners,

Budget Section
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V1 (Suppliers): Score =2
The Unit depends entirely on various Divisions' feedback, It will not be able to
come out with the Ministry budget proposal without the help from others.

V2 (Buyers/Users/Stakeholders): Score = 2
The users/clients consist only the Ministry staffs.

V3 (Rivalry among competitors): Score = 1
The Unit has to compete not only with the other 24 Ministries but also various
Government Departments as well as lacal authority for the budget.

V4 (Threat of substitutes): Score = 1
As the government is moving towards e-government, there is possibility that the
Divisions/Units can directly proposed their budget to the Treasury for approval.

VS5 (Threats of entry): Score = 2

The newly proposed HRM Division may present a threat to the relevancy of the
Unit,

V8 (Threats of complementary); Score = 1
There is no presence of complementary.

m) Procuremant Section

1.

V1 (Suppliers), Score = 1
There are only few suppliers approved by the Central Agency and most of the
procurement was done through the central contract.

V2 (Buyers/Users/Stakeholders): Score =3

All the Divisions/units in the Ministry except for two, library and ICT, used the
Section’s services.

V3 (Rivalry among competitors): Score=3
As the prices paid for most items normally higher than the market price, the
Section does not have difficulty in getling the orders,

V4 (Threat of substitutes): Score = 1
There is a possibility that the service of the section may not be relevant anymore
if the Divisions/units are allowed to handle their own procurement.

V5 (Threats of entry). Score = 2
There is no presence of strong new entrants,

V6 (Threats of complementary): Score = 4
The Section is also incharge of the maintenance of certain machines.

n) Account Section

1.

3.

V1 (Suppliers). Score = 1
The Section has to rely only on the other Divisions account reports before the

final summary and reports can be made lo the Treasury and Accountant
General's Office (AG).

V2 (Buyers/Users/Stakeholders): Score = 2
Stakeholders include the Parllament, AG, Treasury and the Upper Management
of the Ministry.

V3 (Rivalry among competitors). Score = 3
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The section's effectiveness is based on the performances of the other 24
Ministries as well as Government agencies. If the Section failed to perform as
good as the rest, it will be getting negative remarks.

V4 (Threat of substitutes): Score = 2
There is a possibility that the accounts reports and summary is handle directly by
the respective divisions/units of the Ministry.-

V5 (Threats of entry). Score = 4
There is no threat of entry at ail.

V6 (Threats of complementary). Score = 1
There is no presence of complementary.

o) Development Section

1.

V1 (Suppliers): Score =3

The Section does not has to rely on other divisions feedback on what kind of new
development or project should be done by the Ministry. In terms of who should
do the contract, it is based on open tender and the company that managed to
present the best proposal will be the one get selected.

V2 (Buyers/Users/Stakeholders). Score =2
Stakeholders are the Parliament and the Upper Management of the Ministry as
well as various divisions/units of the Ministry.

V3 (Rivalry among competitors): Score = 3

The section's effectiveness is based on the performances of the other 24
Ministries as well as Government agencies. |f the Section failed to perform as
good as the rest, it will be getting negative remarks.

V4 (Threat of substitutes): Score = 2

There is a possibility that the development proposal is handle directly by the
respective divisions/units of the Ministry while the implementation is handle by the
{CU of the Prime Minister Department.

V5 (Threats of entry): Score =4
There is no threat of entry at all.

V6 (Threats of complementary): Score = 1
There is no presence of complementary.

p) Internal Audit Unit

1.

V1 (Suppliers): Score = 2

Although the Unit does not get hints from internal units, there are quite a number
of public that send their comments on some things mistakenly done by the
divisions/units of the Ministry, However, there are not many that may hints the
Unit on mistakes or error dona.

V2 (Buyers/Users/Stakeholders): Score = 1
As the stakeholders include only the upper management, there are times when
the Unit could not report its findings.

V3 (Rivalry among competitors): Score = 3
Only the Inspectorat have quite similar function with the Unit.

V4 (Threat of substitutes): Score = 2

The Ministry may use external auditor to inspect and examine certain
issues/things,

7of 10



q)

APPENDIX 6A

V5 (Threats of entry): Score =3

High barrier of entry as there should only be one internai auditor in an
organization.

V6 (Threats of complementary). Score = 3
The Unit also offers consultation on preventing mistakes made and also on how
to make things better or back to normal.

(nformation & Communication Technolegy Division

1.

V1 (Suppliers): Score =4

As the procurement is done directly by the Division, it may choose which offers
the best, Presently, there are many companies that offer extensive range of
computer items as well as services. Thus, the price can be negotiated.

V2 (Buyers/Users/Stakeholders): Score = 2
The users consist only the Ministry.

V3 (Rivalry among competitors): Score =3

Currently the Unit only complete with the Communication Division in getling the
proposed budget for the area of communication. Since the functions of both are
quite similar, the Unit has to distinguish itself and perform better than the latter in
order maintain its presence. However, as the Government is moving into the
computerization era, the Division has been able to make its presence.

V4 (Threat of substitutes): Score = 2

The Ministry may outsource certain projects, which later may lessen the
relevancy of the Division.

V5 (Threats of entry); Score = 1

High threats of new entrants as external consultants/private companies may offer
better deal on new projects.

V6 (Threats of complementary). Score = 1
There is no pervasive presence of complementary.

ASEAN Department

1

V1 (Suppliers): Score = 2
The Department had many networks as well as news reports that it can rely on to
get the latest update/information on the world of ASEAN.

V2 (Buyers/Users/Stakeholders): Score = 1
The Department's visions as well as missions are directly under the control of the
Cabinet Minister as Malaysian is trying to be the head of ASEAN country.

V3 (Rivalry among competitors): Score = 4
The Department is the main secretariat representing Malaysia in the ASEAN

forum. It's only rival is the Political Desk of the Ministry that is in charge of the
South East Asian regions,

V4 (Threat of substitutes): Score = 2
The Ministry may also delegate certain function to the Political Desk, especially
those that involve bilateral issues.

VS (Threats of entry): Score =3
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The Division that in charge of ASEAN trade matters in the MITI may shadow the
Department during Trade Meetings.

V8B (Threats of complementary). Score =1
There is no presence of complementary,

s} Protocol Department

1.

V1 (Suppliers). Score = 4
The Department may also get the needed help from various government agency

as well as private companies in arranging official visits from the Head of Nation of
foreign country.

V2 (Buyers/Users/Stakeholders): Score = 2

As the Department’s clients only involves Head of Nations, it does not have says
in certain issues when arranging the visit,

V3 (Rivairy among competitors): Score = 4
The Department only rival is the Pratocol Office of the Prime Minister Department
that may also involves in the arranging visit of foreign Head of Natian.

V4 (Threat of substitutes): Score = 4
There is no presence of substitutes at the time being.

VS (Threals of entry): Score =4
There is no presence of new entrants at the time being.

V8 (Threats of complementary):. Score = 1
There is no presence of complementary.

t} Legal Advisor Office

1.

V1 {Suppliers): Score =4
The Office nat only can rely from various Legal Office but also can rely to the

Attorney General's Chambers in getting clarification on certain legal/rogatory
matters.

V2 (Buyers/Users/Stakeholders): Score = 2
The Office stakeholders include both internal and external government
departments as well as the public.

V3 (Rivairy among competitors). Score = 3
There is no other divisions that have the same roles as the office.

V4 (Threal of substitutes): Score = 2
The Ministry may wish to use other legal offices services (government or private
firms) to represent Malaysia or the Ministry in any legal case.

V5 (Threats of entry): Score = 4
There is no presence of new entrants at the time being,

V6 (Threats of complementary). Score = 1
There is no presence of complementary.

u) Institute of Diplomacy and Foreign Relations

1.

V1 (Suppliers): Score =2
Trainers only can be selected from those who are converse in the world of
diplomatic. As that is the case, there is lack of number of trainers in the Institute.
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V2 (Buyers/Users/Stakeholders): Score = 4

The trainees include not only the Ministry staffs but also other government
agencies' staffs as well as those of the private sector.

V3 (Rivalry among competitors). Score = 1
There is strong competition between the Institution and INTAN as both offers
similar courses with INTAN having the advantage.

V4 (Threat of substitutes): Score =2
The Ministry may send the staffs overseas for the training.

V5 (Threats of entry): Score =4
There is no presence of new entrants at the time being.

V6 (Threats of complementary): Score = 1

The Institution also offers twinning diplomatic courses with other foreign
Diplomatic Institutions, such as JFK School of Government and etc.
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APPENDIX 7A

SIX LEVEL ORGANIZATIONAL DIAGNOSTICS -
WISMA PUTRA (ADMIN & CONSULAR)

C) 3™ Level — Strategic Orientation

a) Deputy Secretary General llI's Office

b)

1.

V1 (Strategy): Score =3
The missions, goals and objectives are clearly stated and easily understood.

However, the strategic intent and some policies are not made known to the
members of the organization.

V2 (Core activity systems). Score =2
There are uncertainties on the information processing and decision making
process as they are not formalized nor routinized. Each situations or cases may

be analyzed differently and some of the decisions differs although the cases are
similar in nature.

V3 (Human resources systems). Score =3

SSB is used for appraising and rewards the org. members. In terms of selecting,
those in the office are directly choosen by the Deputy Secretary General lil.
However, need to develop appraisal for staffs' development program.

V4 (Structural systems): Score =5

Highly transparent division and coordination of work, Each staff has been
assigned with own job description and hierarchy structure aiso presence.

V5 (Measurement systems). Score = 2
Although there is monthly coordination meeting, the monitoring activities are not

done effectively and in timely manner. That is, the results normally is kept within
certain group of peopie.

V6 (Culture): Score = 4
Highly protocol and each level of staffs have different cultures.

Administration & Security Division

1.

V1 (Strategy): Score = 1

The missions, goals and abjectives are not clearly stated and thus most staffs
does not clearly understand what to achieve,

V2 (Core activity systems). Score =2
No training is provided before staffs are being assigned to their duties. Thus,
everybody may perform the duty in their own way, There Is no formalization and

routinization of the work process. However, there is manual and job description
for each positions.

V3 (Human resources systems): Score = 1

SSB is used for appraising and rewards the org. members. In terms of selection,
the interview done was not structured.

V4 (Structural systems): Score =3

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. The
differentiation between activities are well assigned but the there is no job
assignment on the cleaning activity, leaving some areas not being cleaned.

V5 (Measurement systems): Score = 2
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Monitoring not done properly as there may be lack of staffs at the supervisory
level. The log book record may gives certain record and checklists on work done
by the respective staffs. However, there is no feedback to the actuators and thus
nobody knows whether what they did is actually the right way of doing it.

V6 (Culture): Score = 4
Highly protocol and each level of staffs have different cultures.

Diplomatic Bag Unit

1.

V1 (Strategy): Score = 1
The missions, goals and objectives are not stated and made available to others.

V2 (Core activity systems). Score = 4
There are standard operating procedures as well as manual in operating the
delivering and receiving of diplomatic cargo or items.

V3 (Human resources systems): Score = 1

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is also no mechanism for developing the skills and
knowledge of the staffs.

V4 (Structural systems): Score = §
Highly transparent division and ccordination of work, Each staff has been
assigned with own job description and hierarchy structure also presence.

VS (Measurement systems). Score = 1

The main concern is only on whether all bags send are received by the receiving
party and making sure that every receiving dipiomatic cargo/bag Is in good
condition. There is no standard system that monitor its operation and give
feedback on its work activities.

V6 (Culture): Score =2
Moderately protocol and each level of staffs have different cultures. However,
there is no dominant culture for this unit,

Filing & Registration of Diplomatic Notes Unit

1.

V1 (Strategy). Score = 1
The missions, goals and objectives are not stated and made available to others.

V2 (Core activity systems): Score = 4
There are standard operating procedures as well as manual in the operations.

V3 (Human resources systems). Score = 1

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is also no mechanism for developing the skilis and
knowledge of the staffs,

V4 (Structural systems): Score =5
Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence.

V5 (Measurement systems). Score = 3

Present measurement systems monitor all the filing activities and provide
feedback to the members of the unit on what to improve on.
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V6 (Culture): Score =2
Moderately protocol and each level of staffs have different cultures. However,
there is no dominant culture for this unit.

e) Communication & Cipher Unit

1.

V1 (Strategy): Score =2

The missions, goals and objectives are clearly stated. However, it failed to
emphasize the importance of achieving it as many are not working towards
achieving them.

V2 (Core activity systems): Score = 4
There are standard operating procedures as well as manual in the operations.

V3 (Human resources systems). Score = 1

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is also no mechanism for developing the skills and
knowladge of the staffs.

V4 (Structural systems): Score = §

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities.

V5 (Measurement systems): Score = 3
Activities are closely monitored as the operations involves highly classified
information.

V6 (Culture): Score = 4
Highly protocol and each level of staffs have different cultures. The Unit has their
own set of culture - very secretive organization.

fy Library

1.

V1 (Strategy): Score =4
The missions, goals and objectives are clearly stated and easily to understand.
The target set is also achievable.

V2 (Core activity systems): Score =4
There are standard operating procedures as well as manual in the operations.

V3 (Human resources systems): Score =3

SSB is used for appraising and rewards the org. members. As the staffs are
cader post of National Library, selection is being done throughly by the National
Library and thus those that are selected are suitable for the job. The organization
has their own program for self development for the staffs.

V4 (Structural systems): Score =3

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence.
Although there is formal structure of the organization, there is no assignment or
division of work according to functions and activities.

V5 (Measurement systems). Score = 1
No methods of gathering, assessing and disseminating information on the
activities of groups and individuals in the organization.

V6 (Culture): Score = 4
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There is explicitness in the norms and language and style of services. The
culture emphasizes friendly and helpful service.

g) Inspectorat & Management Unit

1.

V1 (Strategy); Score = 1 .
The missions, goals and objectives are not clearly stated not only to the public
but also to the staffs.

V2 (Care activity systems): Score = 2

There are standard operating procedures as well as manual in the operations.
However, works/operations done are those of technical uncertainty - difficuit to
plan and routinized.

V3 (Human resources systems). Score =4

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is formal mechanism for developing the skills and
knowledge of the staffs — career advancement and enhancement program.

V4 (Structural systems): Score = §

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities,

V5 (Measurement systems). Score = 4
Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on monthly basis.

V8 (Culture). Score =5
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic.

Ticketing Unit

1

V1 (Strategy): Score =1
The missions, goals and objectives are not stated and made public.

V2 (Core activity systems): Score = 2

There are standard operating procedures as well as manual in the operations.,
However, operations should be reviewed as work are still done manually — may
save costs and time if computerized.

V3 (Human resources systems). Score =2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is no mechanism for developing the skills and
knowledge of the staffs.

V4 (Structural systems): Score =5

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities.

V5 (Measurement systems): Score = 2
Activities are not closely monitored.

V6 (Culture); Score = 1
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Does not have own culture. Every members may react differently on how to carry
out the tasks given.

Service Division

1.

V1 (Strategy): Score =3
The missions, goals and objectives are clearly stated and understandable.
However, does not clearly state the strategic intention of the organization.

V2 (Core activity systems): Score =3

There are standard operating procedures as well as manua! in the operations.
However, works/operations done are those of technical uncertainty — difficuit to
plan and routinized.

V3 (Human resources systems): Score = 4

SSB is used for appraising and rewards the org. members. The selection for the
Ministry labor force is being done the division. There is certain set of criteria used
to distinguished the best candidates for foreign services. There is formal
mechanism for developing the skills and knowledge of the staffs — career
advancemaent and enhancement program.

V4 (Structural systems): Score =5

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities.

V5 (Measurement systems): Score = 4
Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on weekly basis.

V6 (Culture): Score=5
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic.

Organizational Development Unit

1.

V1 (Strategy). Score =3
The missions, goals and objectives are clearly stated. The strategic intentions
are also clear and understandable but most are only broadly defined.

V2 (Core activity systems): Score = 2

There are standard operating procedures as well as manual in the operations.
However, works/operations done are those of technical uncertainty — difficult to
plan and routinized.

V3 (Human resources systems). Score =3

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is formal mechanism for developing the skills and
knowledge of the staffs - career advancement and enhancement program.

V4 (Structural systems). Score = 3

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities. However, there is duplication of
functions between the senior executive and the executives as both are having
similar activities and functions,

V5 (Measurement systems); Score = 4
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Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on monthly basis.

V6 (Culture): Score = 1
Does not have a clear culture. Every sub unit has their own way of doing things.

k) Consular Section

1.

V1 (Strategy): Score =1
The missions, goals and objectives are not clearly stated not only to the public
but also to the staffs. There is no strategic intentions stated.

V2 (Core activity systems): Score = 1
There are standard operating procedures as well as manual in the operations,
However, works/operations are not done according to the manual as the manual
does not apply to the current situation.

V3 (Human resources systems): Score =2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions {service) and thus sometimes may receive those that are
not suitable for the job. There is no formal mechanism far developing the skiils
and knowledge of the staffs.

V4 (Structural systems): Score =2

There is formal structure of work but many functions are overlapping. Certain
officer have heavy workload and certain has very light work load — work not being
assigned efficiently.

V5 (Measurement systems):. Score =1
Lack of monitoring as well as feedback system making each officer work on their
own.

V6 (Culture); Score = 1
No presence of corporate culture.

l) Budget Section

1.

V1 (Strategy): Score =3
The missions, goals and objectives are clearly defined but did not have specific
targets - only broadly defined.

V2 (Core activity systems). Score =2

There are standard operating procedures as well as manual in the operations.
However, did not have integration with other departments leading to the output
for yearly budget proposal not done accurately.

V3 (Human resources systems). Score =2

SSB is used for appraising and rewards the org. members. Selection is being
dane by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There no formal mechanism for developing the skills and
knowledge of the staffs — career advancement and enhancement program, May
need to have different compensation as staffs on account and finance may
receive more if work in the private sector (needed in order to increase
motivation).

V4 (Structural systems). Score =3

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities. However, distribution of activities
need to be reviewed as many are having heavy workloads.
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V5§ (Measurement systems): Score = 4

Activities are closely monitored. Each respective sieunit will submit reports and
will be given feedback on monthly basis,

V8 (Culture): Score=5

Higyhly protocol and each level of staffs have ownat of cultures. The Unit has
their own set of culture that emphasize performanaariented and bureaucratic.

m) Procurement Section

1.

V1 (Strategy): Score = 1
The missions, goals and objectives are not defined.

V2 (Core activity systems): Score = 2

There are standard operating procedures as welis manual in the operations.
However, operations should be reviewed as worlare still done manually — may
save costs and time if computerized,

V3 (Human resources systems). Score = 2

SSB is used for appraising and rewards the org.sembers. Selection is being
done by other divisions (service) and thus sometimss may receive those that are
not sutable for the job, There no formal mechanissfior developing the skills and
knowledge of the staffs - career advancement andmivancement program.

V4 (Structural systems). Scors =2
No formal structure and division of work for supportig;staffs.

V5 (Maasurement systems): Score = 3

Activities are closely monitored only on procuremnt; not on the maintenance.
Each respective sub-unit will submit reports antwil be given feedback on
manthly basis,

V6 (Culture): Score = 2 .
Has no corporate culture. Only foliow the culture ahesMinistry.

n) Account Section

1.

V1 (Strategy): Score = 3 ‘ .
The missions, goals and objectives are clearly deliedt but did not have specific
targets - only broadly defined.

V2 (Core activity systems): Score = 2 ' .
There are standard operating procedures as welay manual in the operations.
However, did not have integration with other depaments making the preparation
for account report nat being done efficiently and efftively.

V3 (Human resources systems). Score =2 SR S
SSé is used for appraiging and rewards the org.sembers. Selection is being
done by other divisions (service) and thus sometinsmay receiye those that arz
not suitable for the job. There no formal mechanisier developing the skills an
knowledge of the staffs — career advancement anﬁnhan@ement program. May
need to have differant compensation as staffs m aocount and finance may
raceive more if work in the private sector (mded In. order  to .increase
motivation). ‘ [

V4 (Structural systems): Score = 3

i ; . Each staff has been
Highly transparent division and coordination ofimk.
asgsig%ed with own job description and hierarchy sheture also presence. There
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is formal structure of functions and activities. However, distribution of activities
need to be reviewed as many are having heavy workloads.

V5 (Measurement systems): Score = 4
Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on monthly basis.

V6 (Culture): Score =95
Highly protocol and each level of staffs have own set of cultures. The Unit has

their own set of culture that emphasize performance oriented and bureaucratic.

o) Development Section

1.

V1 (Strategy): Score =3 .
The missions, goals and objectives are clearly defined but did not have specific
targets — only broadly defined.

V2 (Core activity systems): Score =2

There are standard operating procedures as well as manual in the operations.
However, did not have integration with other departments leading to some of the
development programs being not efficient and effective.

V3 (Human resources systems). Score =2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimas may receive those that are
not suitable for the job. There is no formal mechanism for developing the skills
and knowledge of the staffs — career advancement and enhancement program.,

V4 (Structural systems): Score =3

Highly transparent division and coordination of work., Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities.

VS5 (Measurement systems). Score = 4
Activities are closely monitored. Each respective sub-unit will submit reparts and
will be given feedback on yearly basis.

VB (Culture): Score = §
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic.

p) Internal Audit Unit

1.

4.

V1 (Strategy): Score = 4
The missions, goals and objectives are defined clearly and very specific.

V2 (Core activity systems): Score =2
There are standard operating procedures as well as manual in the operations.
Very organized.

V3 (Human resources systems): Score = 2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There no formal mechanism for developing the skills and
knowledge of the staffs — career advancement and enhancement program.

V4 (Structural systems). Score = 3

Each staff has been assigned with own job description and hierarchy structure
also presence. There is formal structure of functions and activities.
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V5 (Measurement systems): Score = 2

Activities are closely monitored, directly by the upper management. However, for
most of the serious cases there is lack of transparent and feedback from both the
Unit and the upper management.

V6 (Culture): Score =5
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic.

q) Information & Communication Technology Division

1.

V1 (Strategy): Score =3
The missions, goals and objectives are clearly defined but did not have specific
targets — only broadly defined.

(Core activity systems): Score =2
There are standard operating procedures as well as manual in the operations.
Very formalized but the product realization system are not dependable and

reliable.

V3 (Human resources systems): Score = 2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There no formal mechanism for developing the skills and
knowledge of the staffs — career advancement and anhancement program.

V4 (Structural systems): Score = 2

Each staff has been assigned with own job description and hierarchy structure
also presence. There is formal structure of functions and activities. However,
structure has to be reviewed as certain posts are not relevant (tco many staffs).

V5 (Measurement systems): Score = 4
Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on monthly basis.

V6 (Culture): Score =5
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic.

r) ASEAN Department

1.

V1 (Strategy). Score =4
The missions, goals and objectives are clearly defined and have specific target.

V2 (Core activity systems): Score = 4
There are standard operating procedures as well as manual in the operations.
Very organized.

V3 (Human resources systems): Score =2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There no formal mechanism for developing the skills and
knowledge of the staffs — career advancement and enhancement program.

V4 (Structural systems). Score = 4

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities, Optimal work distribution.
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V5 (Measurement systems): Score = 4

Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on monthly basis.

V6 (Cuiture): Score =5
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic.

Protocoi Department

I

V1 (Strategy). Score=2

The missions, goals and objectives are broadly defined and do not have specific
target.

V2 (Core activity systems). Score = 4
There are standard operating procedures as well as manual in the operations.
Very organized.

V3 (Human resources systems). Score =2

SSB is used for appraising and rewards the org. members, Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There no formal mechanism for developing the skills and
knowledge of the staffs — career advancement and enhancement program.

V4 (Structural systems): Score = 4

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities. Optimal work distribution.

V5 (Measurement systems): Score = 4
Activities are closely monitored, Each respective sub-unit will submit reports and
will be given feedback.

V86 (Culture); Score =5
Highly protacol and each level of staffs have own set of cultures. The Unit has
their own set of culture that emphasize performance oriented and bureaucratic,

Legal Advisor Office

l.

V1 (Strategy). Score = 1
The missions, goals and objectives are not stated and have no specific target.

V2 (Core activity systems). Score = 2
There are standard operating procedures as well as manual in the operations.
However, most items in the manual are outdated and need to be reviewed.

V3 (Human resources systems). Score = 2

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There no formal mechanism for developing the skills and
knowledge of the staffs - career advancement and enhancement program.

V4 (Structural systems): Score =2

Each staff has been assigned with own job description and hierarchy structure
also presence. There is formal structure of functions and activities. However,
there is redundancy of functions in the management & executive level.

V5 (Measurement systems): Score =3

10of 11



APPENDIX 7A

Activities are closely monitored by the AG Chambers as well as the upper
management. However, no yearly monitoring system that provide feedback and
comparison of work target and output is available.

V6 (Culture): Score =5
Highly protocol and each level of staffs have own set of cultures. The Unit has
their own set of culture that belongs to the legal world.

u) Institute of Diplomacy and Foreign Relations

1.

V1 (Strategy): Score =35
The missions, goals and abjectives are clearly defined and have very specific
targets. The strategic intentions are aiso clearly defined.

V2 (Core activity systems): Score = 4
There are standard operating procedures as well as manual in the operations.
Very organized.

V3 (Human resources systems). Score =3

SSB is used for appraising and rewards the org. members. Selection is being
done by other divisions (service) and thus sometimes may receive those that are
not suitable for the job. There is formal mechanism for developing the skilis and
knowledge of the staffs — career advancement and enhancement program.

V4 (Structural systems). Score = 4

Highly transparent division and coordination of work. Each staff has been
assigned with own job description and hierarchy structure also presence. There
is formal structure of functions and activities. Optimal work distribution.

V5 (Measurement systems). Score = 4
Activities are closely monitored. Each respective sub-unit will submit reports and
will be given feedback on monthly basis.

V6 (Culture): Score =5
Highly protocol and each level of staffs have own set of cultures, The Unit has
their own set of culture that emphasize performance and achievement oriented.
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APPENDIX 8A

SIX LEVEL ORGANIZATIONAL DIAGNOSTICS -
WISMA PUTRA (ADMIN & CONSULAR)

D) 4" Level — Group Level

a) Deputy Secretary General lll's Office

b)

1.

V1 (Goal clarity): Score =3
The goals are clearly understood by its members and there are effective systems
of measuring, monitoring and feeding back information about goal achievement.

V2 (Task structure): Score = 3

There is formal organizational structure. Works are highly coordinated and there
is effective interaction between members. However, the structure does not
provide the team members with the freedom necessary to regulate their tasks
since most decisions have to be referred to the Deputy Secretary General Il

V3 (Group functioning): Score =3

As the Office structure is relatively small, members act more as a family. Each
members are supportive and heipful. However, most members do not reveals
their perceptions towards the behavior of thelr colleagues openly as there is a
gap between the level/status of each member.

V4 (Performance norms): Score = 4
The performance norms are highly agreeable among the members. Each try to
perform accordingly to these norms.

V5 (Group composition): Score = 3

The team is composed of a balance between the upper management, executives
and the supporting group level. There is a balance of demographic amongst
members to carry out the task effectively and efficiently. However, in terms of
age, most members are in the older ages and thus some new Ideas may not be
discovered (most are still in the conservative thinking).

Administration & Security Division

1,

V1 {Goal clarity): Score =2

lts members vaguely understand the goals. There are systems of measuring and
monitoring but lack the methods of feeding back information about goal
achievement,

V2 (Task structure): Score = 1

There is formal organizational structure, However, works are highly un-
coordinated and there is poor interaction between members especially those of
the cleaning functions. The structure also does not provide the team members
with the freedom necessary to regulate their tasks,

V3 (Group functioning): Score =2

Members kept their feelings only among their levet and team groups. Those In
the lower level will not confront their differences or unsatisfied opinion openly.
The head of division seem to have autacratic style of management, making the
members not willing to share interpersonal problems and task difficulties with one
another, ‘ '

V4 (Performance norms): Score = 1
Although the performance norms are moderately agreeable among the members,
each failed to perform accordingly.

V5 (Group composition): Score = 1
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There is no balance between the upper management, executives and the
supporting group level. Most are in the supporting group and male age in the mid
40's. On the other hand, for the cleaning functions, all are female in the late 40's.

¢) Diplomatic Bag Unit

1.

V1 (Goal clarity): Score =1

Its members vaguely understand the goals. There are systems of measuring and
monitoring but the Unit failed to use it effectively (reasons gave not enough staffs
to do the monitoring). It does not have methods of feeding back information
about goal achievement.

V2 (Task structure): Score = 3
There is formal organizational structure. Works are highly coordinated and high
interaction between members.

V3 (Group functioning): Score =3

As majority are from supporting level, the team members are supporting one
another. However, as most are too close, some tasks are hard to perform as
they spend more on social activities than work.

V4 (Performance norms): Score = 4
The performance norms are highly agreeable among the members. Each
performs accordingly to the performance norms.

V5 (Group composition): Score =3

The team is composed mostly of the supporting group with majority only have
secondary education. However, there is satisfaction and a less stressful work
environment because of a balance psychographics compaosition,

d) Filing & Registration of Diplomatic Notes Unit

1.

V1 (Goal clarity): Score =2

The members vaguely understand the goals as missions, goals and objectives
are not stated and made avallable. There are systems of measuring and
monitoring and feeding back information about the goal achievement.,

V2 (Task structure): Score = 3
There is formal organizational structure. Waorks are highly coordinated and high
interaction between members,

V3 (Group functioning): Score =3

As maijority are from supporting level, the team members are supporting one
another. However, as most are too close, some tasks are hard to perform as
they spend more on social activities than work.

V4 (Performance norms): Score =4
The performance norms are highly agreeable among the members. Each
performs accordingly to the performance norms.

V5 (Group composition). Score = 3

The team is composed mostly of the supporting group with majority only have
secondary education. However, there is satisfaction and a less stressful work
environment because of a balance psychographics composition.

e) Communication & Cipher Unit

1.

V1 (Goal clarity). Score =3
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Missions, goals and objectives are stated and made available but members are
not being emphasized on the importance of achieving them. There are systems
of measuring and monitoring and feeding back information about the goal
achievement.

2. V2 (Task structure): Score =4
There is formal organizational structure. Works are very highly coordinated and
decision power is delegated accordingly.

3. V3 (Group functioning): Score =4 )
As majority are from supporting level, the team members are supporting one
another. Interpersonal relations are very healthy and group members even cover
the tasks and responsibilities of one another when needed.

4. V4 (Performance norms): Score = 4
The performance norms are highly agreeable among the members. Each
performs accordingly to the performance norms.

5. V5 (Group composition). Score =3 .
The team is composed mostly of the supporting group with majority only have
secondary education. However, there is satisfaction and a less stressful work
environment because of a balance psychographics composition.

f) Library

1. V1 (Goal clarity): Score =2
Missions, goals and objectives are stated and made available and members
clearly understand them. However, there organization lacks systems of
measuring and monitoring and feeding back information about the goal
achievement.

2. V2 (Task structure). Score =4 _
There is formal organizational structure. Works are very highly coordinated and
there is high interaction between members.

3. V3 (Group functioning). Score = 4
The team members are supporting one another. Interpersonal relatioqs are very
healthy and group members even cover the tasks and responsibilities of one
another when needed.

4. V4 (Performance norms): Score =2
There are no agreeable performance norms among the members.  Each
performs accordingly to their perception of performance NErms.

5. V5 (Group composition): Score = 3

The team is composed mostly of the supporting group with majority only have
secondary education. However, as all have common interests in reading, they
made the work enjoyable. ;

g) Inspectorat & Management Unit

1.

V1 (Goal clarity): Score =2 . ‘

Missions, goals and objectives are not clearly stated and members vaguely
understand their goals. However, there are systems of measuring and monitoring
and feeding back information about the targeted work outputs.

V2 (Task structure): Score = 4 ‘ C

There is formal organizational structure. Works are very highly coordinated and
decision power is delegated accordingly.
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3. V3 (Group functioning): Score =2

Although majority are from the executive and management level, group
cohesiveness is very low. Members are highly coordinated and interact with one
another but the interpersonal competition is also very high and conflicts occur in
most of the meeting as everybady wants to show something.

V4 (Performance norms). Score = 4 .
The performance norms are highly agreeable among the members. Each
performs accordingly to the performance norms.

V5 (Group composition). Score = 2

The team is composed mostly of the executive and management group with
majority having first degree education. However, as most are competing for
being the best, the work environment is becoming stressful and there are SO
many unsatisfaction amongst the members.

h) Ticketing Unit

1.

[

V1 (Goal clarity): Score =1

Missions, goals and objectives are not clearly stated and members vaguely
understand their goals. There are no systems of measuring and monitoring and
feeding back information about the targeted work outputs.

V2 (Task structure): Score =3

There is formal organizational structure. Waorks are very highly coordinated but
decision power is not delegated accordingly (some power are aiso delegated to
the supporting level staffs).

V3 (Group functioning). Score = 4

As majority are from supporting levei, the team members are supparting one
another. Interpersonal relations are very healthy and group members even cover
the tasks and responsibilities of one another when needed.

V4 (Performance norms): Score =2
Members have different norms and views on the accepted behaviours and
performance.

V5 (Group composition): Score = 3

The team is composed mostly of the supporting group with majority only have
secondary education. However, there is satisfaction and a less stressful work
environment because of a balance psychographics composition.

iy Service Division

1

4,

V1 (Goal clarity): Score = 4

Missions, goals and objectives are clearly stated and members fully understand
their goals. There are effective and efficient systems of measuring and monitoring
and feeding back information about the targeted work outputs.

V2 (Task structure): Score = 4

There is formal organizational structure. Works are very highly coordinated
among the units and decision power is delegated accordingly.

V3 (Group functioning): Score = 2

Members are helpful with one ancther but very secretive,  Moreover,
interpersonal competition among members in each level is.very high.

V4 (Performance norms):. Score = 4
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The performance norms are highly agreeable among the members. Each
performs accordingly to the performance norms.

V5 (Group composition): Score = 4

There is a balance between the supporting and the executive and administrative
level. The demographics is also balance and all members appear to have task-
relevant skills and experience.

Organizational Development Unit

1,

V1 (Goat clarity): Score = 4

Missions. goals and objectives are clearly stated and members fully understand
their goals. There are effective and efficient systems of measuring and monitoring
and feeding back information about the targeted work outputs.

V2 (Task structure): Score = 3

There is formal organizational structure.  Although tasks are very highly
coordinated among the units and decision power is delegated accordingly, every
staffs work mostly in silo.

V3 (Group functioning): Score = 1

As there is duplication in the work functions, some staffs seem to take agvantage
of working it smartly (getting the credentials for something that is not done directly
by the person), There is also little support and help among each other.

V4 (Performance norms): Score = 1

The team has no agreeable performance norms. Each unit perform their own
way.

V$ (Group composition): Score = 2
There is no balance between the supporting and the executive and administrative
level. The executive consist mostly of the younger generation while those of

supporting are mostly in the mid-40's making some tasks harder to be performed
or directed.

Consular Section

1.

V1 (Goal clarity): Score = 1

Missions, goals and objectives are not clearly stated and members vaguely
understand their goals. There are no systems of measuring and monitoring and
feeding back information about the targeted work outputs.

V2 (Task structure): Score = 1
Although there is formal organizational structure that assigned tasks accordingly
to unit, there are uncoordination between the units. Structure does not allow

interaction between the units and most only work in silo. It gives too much
freedom to each unit.

V3 {Group functioning): Score = 1
Members only concems with their function. Little cooperation is given between

one another. Members are not satisfled with one another but nobady is willing to
discuss it openly.

V4 (Performance norms). Score = 1 ; : :
There is no agreement among members on the performance norms.

V5 (Group compasition): Score = 2

Most of the staffs are from the supporting level. Ghoup membership is quite
stressful as individual differences betwaen members are very high.
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l) Budget Section

L

V1 (Goal clarity): Score = 4

Missions, goals and objectives are broadly defined but members fully understand
their goals. There are effective and efficient systems of measuring and monitoring
and feeding back information about the targeted work outputs.

V2 (Task structure): Score = 2

Tasks assignment are not done effectively as some have too many
responsibilities and tasks. Group tasks does not promote effective interaction
between group members although they are highly coordinated.

V3 (Group functioning): Score = 2
There is also litle support and help among each other as most busy
doing/performing their own tasks. Every unit seems to work in silo.

V4 (Performance norms): Score = 4
Although each unit works in silo, all group members do have comman agreement
on the performance norms and each are behaving in accordance to this norms.

V5 (Group composition): Score = 2

Majority are in the mid 20's making the group un-cooperative as everyone is
trying to stand up. Aiso lacks the know-how or knowledge workers individual in
the group as mostly are fresh intakes.

m) Procurement Section

1.

V1 (Goal clarity): Score =2

Missions, goals and objectives are not well defined, making the members do not
have any clues on their goals. There are effective and efficient systems of
measuring and monitoring and feeding hack information about the targeted work
outputs.

V2 (Task structure): Score =2
Tasks are highly regulated but there is less coordination among the group and
other divisions.

V3 (Group functioning): Score = 1
The members do not work closely with one another. No group cohesiveness as
everybody only concerns on getting their job done.

V4 (Performance norms). Score = 1
Members do not have agreeable performance norms.

V5 (Group composition); Score = 2
Majority are in the supporting level. None in the administrative fevel. Only one
supervisor for the whole section.

n) Account Section

|

V1 (Goal clarity): Score = 3

Missions, goals and objectives are well defined but members do not fully
understand on their goals. There are effective and gfficient systems of measuring
and monitoring and feeding back information about the targeted work outputs.

V2 (Task structure): Score = 3
Tasks are highly regulated and coordinated. However, structure does not allows

members and other divisions to share information and solve problems mutually
affecting them.
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3. V3 (Group functioning): Score = 1

The members do not work closely with one another. No group cohesiveness as
everybody only concerns on getting their job done.

V4 (Performance norms). Score = 4
Members have common agreement on the performance norms and most works in
accordance to the norms,

VS5 (Group composition): Score = 2

Majority are in the early 30's. The supporting staffs mostiy do not have the skills
and abilities in accounting and thus making the work stressful for the executives
and administrative to carry out the tasks effectively as most tasks need to be
maonitored and checked appropriately.

o) Development Section

I

V1 (Goal clarity): Score =4

Missions, goals and objectives are well defined and members fully understand on
their goals. There are effective and efficlent systems of measuring and monitoring
and feeding back information about the targeted wark outputs.

V2 (Task structure): Score = 3

Tasks are highly regulated and coordinated. However, structure does not allows
members and other divisions to share information and solve problems mutually
affecting them.

V3 (Group functioning): Score = 1
The members are not helpful with one another. No group cohesiveness as
everybody only concerns on getting their job done.

V4 (Perfarmance norms). Score = 4
Members have common agreement on the performance norms.

V5 (Group composition): Score = 2

Majority are in the late 40's. Majority of the members for the supervisory role do
not have the university education. Members also does not seem to be interested
in performing their tasks collaboratively. This suggest that members have
different job-related social needs and individual needs that need to be satisfied.

internal Audit Unit

L.

V1 (Goal clarity); Score = 3

Missions, goals and objectives are well defined and members fully understand on
their goals. There are effective and efficient systems of measuring and monitoring
but lacking feeding back information about the targeted work outputs.

V2 (Task structure): Score = 3
Tasks are highly regulated and coordinated. However, structure does not allows

members and other divisions to share information and solve problems mutually
affecting them.

V3 (Group functloning): Score = 1
The members work in silo and very secretive. Does not talk much with one
another.

V4 (Performance norms): Score = 4
Members have common agreement on the performance norms.

V§ (Group composition): Score = 2
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The team is composed of one head and the rest is supporting staffs. Thus only
one had credible knowledge and the rest are only there because of their
experience.

q) Information & Communication Technology Division

s)

1.

V1 (Goal clarity): Score =4

Missions, goals and objectives are well defined and members fully understand on
their goals. There are effective and efficient systems of measuring, monitoring
and feeding back information about the targeted work outputs.

V2 (Task structure): Score =2

Tasks are highly regulated and coordinated within the unit only. However, tasks
are not structured in a way that promote effective interaction among group
members. Some event have overlapping functions/tasks but did not interact with
one another as each unit are working in silo.

V3 (Group functioning): Score = 3
Although working in silo, members share their personal views and things quite
closely with one another.

V4 (Performance norms). Score = 4
Members have common agreement on the performance norms.

V5 (Group compasition): Score = 2
The team is composed only of the systems analysts with mostly in the mid 20's.

ASEAN Department

I

V1 (Goal clarity): Score =4

Missions, goals and objectives are well dafined and members fully understand on
their goals. There are effective and efficient systems of measuring, monitoring
and feeding back information about the targeted work outputs.

V2 (Task structure): Score = 4
Tasks are highly regulated and coordinated. Team members meet once a week
to discuss on problems on performing the tasks and responsibilities.

V3 (Group functioning): Score = 2

Members do not confront differences openly, especially when it involves inter-
level. Relationship sometimes got strained as members spend littte time
discussing about their differences and disiikes. However, in most of the time,
though tense, members are able to control the situation in harmony.

V4 (Performance norms): Score = 4
Members have comman agreement on the performance norms,

V5 (Group composition): Score = 3 :
There is a balance number of members between management, executive and
supporting level. However, the executive members need to also include those of
the experience seniors in order to create balance and reduce intense competition
between the junior executive to cutshine one another,

Protocol Department

I

V1 (Goal clarity): Score =3 :
Missions, goals and objectives are broadly defined |eading to the members not
fully understand on their goals. However, there are effective and efficient systems
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of measuring, monitoring and feeding back information about the targeted work
outputs.

V2 (Task structure): Score =3

Tasks are highly regulated and coordinated. However, since every decision has
to be referred to the superior/head of the department, it has cause delay in some
decision making. :

V3 (Group functioning): Score =2

Members do not confront differences openly, especially when it involves inter-
level, Relationship sometimes got strained as members spend litle time
discussing about their differences and dislikes. However, in most of the time,
though tense, members are able to contraol the situation in harmony.

V4 (Performance norms): Score = 4
Members have common agreement on the performance norms.

V5 (Group composition): Score = 2

The members are majority from the supporting group. Although they have the
task-relevance skills and experience, they lack the needed character or charisma
in dealing with the VIPs. There should be balance between the executive and the
supporting level as the executives are needed much to entertain the VIP guests
and the supporting are needed for providing the support services to the VIP
guests.

t) Legal Advisor Office

1.

V1 (Goal clarity): Score =2

Missions, goals and objectives are not defined and supporting members do not
have any ideas on their goals. There are effective and efficient systems of
measuring and monitoring but there is no feeding back mechanism,

V2 (Task structure): Score = 1

The team tasks structure only include personal face to face interaction between
the head/supervisor with the individual member. This structure does not allow
members to discuss with one another on the problem that they are facing for their
tasks.

V3 {Group functioning): Score = 2

Members do not confront differences openly, espedially when it involves inter-
level. Relationship sometimes got strained as members spend little time
discussing about their differences and dislikes. However, in most of the time,
though tense, members are able to control the situation in harmony.

V4 (Performance norms). Score = 4
Members have common agreement on the performance norms.

V5 (Group composition): Score = 3

There is a balance number of members hetween management, executive and
supporting level. Each members have the relevant skills and knowledge needed
to perform their tasks efficiently. However, the organization lack the necessary

administrative officer level that will ensure the smoothness of daily running of
office operations.

u) Institute of Diplomacy and Foreign Relations

8.

V1 (Goal clarity); Score = 4
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10.

APPENDIX 8A

Missions, goals and objectives are defined and members fully understand their
goals. There are effective and efficient systems of measuring, monitoring and
feeding back mechanism.

V2 (Task structure): Score = 3

The team tasks structure only include face to face interaction between the
head/supervisor with members on monthly. basis to discuss the problems and
also for coordination purposes in their tasks implementation. However, the
structure does not provide members with freedom needed in carrying out the
courses.

V3 (Group functioning): Score = 3

Members are helpful and friendly and thus creates harmony. However, in some
units/sub units, members become too attach and too close that they share almost
everything and thus making it hard for the head of the unit to delegate the work
accordingly and effectively.

V4 (Performance norms): Score = 4
Members have common agreement on the performance norms.

V5 (Group composition): Score = 4

There is a balance number of members between management, executive and
supporting level. Each members have the relevant skills and knowledge needed
to perform their tasks efficiently.
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APPENDIX 11A

ISO 9001:2000 INTERNAL QUALITY ASSESSMENT

WISMA PUTRA (ADMIN & CONSULAR)

(A) Deputy Secretary General lll's Office

Management
Commitment (V1)

The head of units as well as the management of the Ministry are
highly committed on the implementation of ISO system.

Customer Focus (V2)

The management as well as its members not only understand but
also meet the customer requirements.

Quality Policy (V3)

Has the quality standard policy but not widely implemented.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Does not has a specific person to address the issue of quality
system and improvement for the system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
occur once a year.

Provision of Resources
(vV7)

Resources are well provided for the unit to support the quality
system.

Human Resources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

The environment may sometimes hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
systems.

Customer Related
Process (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15)

Does not have a well kept record on the service given,

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way noﬁ
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discu§s aqd plan
what need to be implemented to improve the current situation.

Measurement and
Monitoring of Product
(V18)

Falled to use the information gathered for improvement.

Control of Nonconformity,
(V19)

Done once a week at whibh sométimes it may be tog late for
corracting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not collect any quality rﬁéhég‘ement system data as well as
provide any management information.

Improvement (V21)

’imprrov‘ements are well p!'ah’ned but In most of the times failed to
be implemented. -
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APPENDIX 11A

(B) Administration & Security Division

Management
Commitment (V1)

The head of units are not committed on the implementation of 1SO
system.

Customer Focus (V2)

Both the leaders as well as members failed to adress the customer
requirements and needs.

Quality Policy (V3)

The policy failed to serve the purpose of the division.

Planning (V4)

No planning on the quality management system for the division.

Administration (V5)

There is no management representative for the division in
overseeing its quality management system.

Management Review
(V)

Assessment on the system was not done accordingly and only
occur onece a year.

Provision of Resources
(V7)

Resources are not enough to improve customer satisfaction.

Human Resources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

The environment are likely to hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to Identify and develop good product realization record
keeping systems.

Customer Related
Process (V12)

Failed to identify customers' requirement.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

"Doe,s not has a well kept record.

Production and Service
Operation (V15)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way not
being practiced/implemented correctly,

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss aqd plan
what need to be implemented to improve the current situation.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for Imvprovement.

Control of Nonconformity
(V19)

Done once a week at which sometimes it may be too fate for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not collect any cjuélity manégement-system data as well as
provide any management information.

Improvement (V21)

Improvements.are well planned but in most of the times failed to
be implemented. 4
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(C) Diplomatic Bag Unit

APPENDIX 11A

Management
Commitment (V1)

|No committement at alf levels,

Customer Focus (V2)

Both the leaders as well as members not only failed to adress the
customer requirements and needs but also lacks initiative in
meeting the objective of the Unit.

Quality Policy (V3)

The policy faited to serve the purpose of the unit,

Planning (V4)

No planning on the quality management system for the unit.

Administration (V5)

There is no management representative for the division in
overseeing its quality management system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
occur once a year.

Provision of Resources
(V7)

Needs extra resources in order to meet customer requirements.

Human Resources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excelient quality system implementation.

Work Environment (V10)

The environment are likely to hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to identify and develop good product realization record
keaping systems.

Customer Related
Process (V12)

Failed to identify customers' requirement.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a weli kept record.

Production and Service
Operation (V15)

Daes not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way no
being practiced/Implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Does not has a session on how to improve the system.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity,
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming pto@upts/sewlqes delivered.

Analysis of Data (V20)

Doas not collect any quality management system data as well as
provide any management information.

Improvement (V21)

Improvements are well pianned‘byut in most of the times failed to

be Implemented.
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(D) Filing (Registration) Unit

APPENDIX 11A

Management
Caommitment (V1)

The head of units as well as the management of the Ministry are
highly committed on the implementation of SO system.,

Customer Focus (V2)

The management as well as its members not only understand but
alsc meet the customer requirements.

Quality Policy (V3)

There is still weaknesses in the implementation parts that need to
be addressed by the policy.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

The level of the representatives are not accountable and not
competent to implement/improve changes to quality system.

Management Review
(v6)

Failed to generate the review outputs to members.

Provision of Resources
(V7)

Needs extra resources in order to meet customer requirements.

Human Reasources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for exceilent quality system implementation.

Work Environment (V10)

The environment are likely to hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Excellently done.

Customer Related
Process (V12)

Does not has a process of controlling the communications with
customer.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has total control over purchase.

Production and Service
Qperation (V15)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way not
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Does not has a session on how to improve the system.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity,
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not colle‘ct'ahy'dJéii‘iy fnﬂahiadjerhent system data as well as
provide any management information.

improvement (V21)

4 I"mproverﬁents are well plahhedbm in most of the times failed to

be implemented,
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(E) Communication (Saifer) Unit

APPENDIX 11A

Management
Commitment (V1)

No committement at all levels.

Customer Focus (V2)

Both the leaders as well as members not only failed to adress the
customer requirements and needs but also lacks initiative in
meeting the objective of the Unit.

Quality Policy (V3)

The policy failed to serve the purpose of the unit.

Planning (V4)

No planning on the quality management system for the unit.

Administration (V5)

There is no management representative for the division in
overseeing its quality management system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
QCCUr ONce a year.

Provision of Resources
(V7)

Needs extra resources in order to meet customer requirements.

Human Resources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

The environment are likely to hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to identify and develop good product realization record
keeping systems.

Customer Related
Process (V12)

Failed to identify customers' requirement.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof
being practiced/implemented correctly.

T-!’Ianning -
Measurement, Analysis
& Improvement (V17)

Does not has a session on how to improve the system.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity|
(V19)

Done ance a week at which sometimes it may be too late for
correcting any nonconforming prqductslserwces de[lvered.

Analysis of Data (V20)

Does not collect any quality mana‘g'emen't system data as well as
provide any management information.

Improvement (V21)

Improvements are well planned but in most of the times failed to

be implemented.

Page 5 of 21




{F) Library

APPENDIX 11A

Management
Commitment (V1)

| The upper management are quite committed on the iSO

implementation but the head does not commit towards it.

Customer Focus (V2)

Still needs some improvement especially in identifying and
meeting the customer needs and requirements.

Quality Policy (V3)

There is still weaknesses in the implementation parts that need to
be addressed by the palicy.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

The level of the representatives are not accountable and not
competent to implementimprove changes to quality system.

Management Review
(V6)

Failed to generate the review outputs to members.

Provision of Resources
(V7)

Needs extra resources in order to meet customer requirements.

Human Resources (V8)

Staffs are barely enough and lacks the competent personnel to
ensure excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing'and maintaining the
needed facliity for excellent quality system implementation.

Work Environment (V10)

Excellent environment,

Planning of Realization
Process (V11)

Excellently done.

Customer Related
Process (V12)

\Does not has a process of controlling the communications with
icustomer. .

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has total control over purchase,

Production and Service
Operation (V15)

Record are well kept.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof

Planning -
Measurement, Analysis
& Improvement (V17)

being practiced/implemented correctly.

Does nat has a session on how to improve the system.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement,

Control of Nonconformity,
(V19)

Done once a week at which sometimes it may be toc late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not collect any quality annagérﬁeht system data as well as
provide any management inﬁormgtlon.

Improvement (V21)

Improvem:ents‘ar‘e well blanhed but in most of the times failed to

be implemented.
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(G) Inspectorat & Management Unit

APPENDIX 11A

Management
Commitment (V1)

The management are not quite committed and the head is not
quite receptive for ISO.

Customer Focus (V2)

The management as well as its members not only understand but
also mest the customer requirements.

Quality Policy (V3)

Has the quality standard policy but not widety implemented.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Does nat has a specific person to address the issue of quality
system and improvement for the system.

Management Review
(V6)

Assessmaent on the system was not done accordingly and only
occur once a year.

Provision of Resources
(V7)

Resources are well provided for the unit to support the quality
system.

Human Resources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for exceilent quality system implementation.

Work Environment (V10)

The environment may sometimes hinder the delivery of customer
axpectations as well as their neesds.

Planning of Realization
Procass (V11)

Failed to develop good product realization record keeping
systems.

Customer Related
Process (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionaily without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15)

Does not have a well kapt record on the service given.

Contraol of Measurament
Devices (V18)

No standard measures, only based on 8SB which is by the way not
being practiced/implemented corractly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gatherad for improvement,

Control of Nonconformity
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not collect any quality‘management system data as weil as
provide any management information.

Improvement (V21)

improvemants are well planned but In most of the times failed to
be implementad.
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APPENDIX 11A

(H) Ticketing Unit

'\Cﬂsr:argiet’;qs:tt (V1) 1 No committement at all levels.

Customer Focus (V2) 4 Excellently done.

Quality Policy (V3} 2 The policy failed to serve the purpose of the unit.

Planning (V4) 1 No planning on the quality management system for the unit.
Administration (V5) 1 There is no management representative for the division in

overseeing its quality management system,

Management Review Assessment on the system was not done accordingly and only

(V6) occur once a year.
f’vrgx)/lsron of Resources 2 Needs extra resources in order to meet customer requirements.
Encugh staffs but lacks the competent personnel {o ensure
Human Resources (V8) 3 |excellent quality system implamentation.
. ini ifying, i maintaining the
Facilities (V9) 4 Excellently well in identifying, providing and maintaining

neaded facility for excellent quality system implementation.

The snvironment are likely to hinder the delivery of customer

Work Environment (V10) 2 expectations as well as their needs.

Planning of Realization Failed to identify and develop good product realization record

Process (V11) 2 keeping systems.

Customer Related 3 Well done in meeting what the customers want. However, failed to

Process (V12) maintain the record accardingly.

Design and/or 1 All were based on current practise which is by the way adopted

Development (V13) traditionally without being questioned the effectiveness,

Purchasing (V14) 2 Doas not has a well kept record.

Production and Service L

Operation (V15) 2 Dces not have a well kept record on the service given.

Control of Measurement 2 No standard measures, only'based on SSB which is by the way now

Devices (V186) being practiced/implemented corractly.

Ptanning -

Measurement, Analysis 2 Does not has a session on how to improve the system,

& Improvement (V17)

Measurement and

Monitoring of Product 2 Failed to use the information gathered for improvement.

(V18)

Control of Nonconformity, 3 Done once a week at which sometimes it may be too late for

(V19) correcting any nonconforming products/services delivered,

Analysis of Data (V20) 2 Doe; not collect any quaiity‘management system data as wel! as
pravide any managsment information,

Improvement (V21) | 2 improvements are well pianned but in most of the times failed to

be implemented.
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(1) Service Division

APPENDIX 11A

Management
Commitment (V1)

The management are not quite committed and the head is not
quite receptive for 1SO.

Customer Focus (V2)

Does not find ways to enhance the customers satisfaction.

Quality Policy (V3)

Has the quality standard policy but not widely implemented.

Planning (V4)

Faited o adress the issue on modication aspects.

Administration (V§)

Does not has a specific person to address the issue of quality
system and improvement for the system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
occur once a year,

Provision of Resources
(V7)

Resources are well provided for the unit to support the quality
system,

Human Resaources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)}

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

The environment may sometimes hinder the delivery of customer
expectations as weli as their needs.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
systems.

Customer Related
Process (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Developmant (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)}

Does not has a well kept record.

IProduction and Service
Operation (V15})

Does not have a well kept record on the service given.

Control of Measurement
Devices (V18)

No standard measures, only based on SSB which is by the way not
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measuremaent and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity]
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not collect any quality management system data as well as
provide any management information.

Improvement (V21)

improvements are well planned but in most of the times failed to
be implemented.
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APPENDIX 11A

(J) Organizational Development Unit

Management
Commitment (V1)

Thg management are not quite committed and the head is not
quite receptive for ISO.

Customer Focus (V2)

Does not find ways to enhance the customers satisfaction.

Quality Policy (V3)

Has the quality standard policy but not widely implemented.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Does not has a specific person to address the issue of quality
system and improvement for the system.

Management Review
(Vv6)

Assessment on the system was not done accordingly and only
occur once a year.

Provision of Rasources
(V7)

Resources are well provided for the unit to support the quality
system.

Human Resources (V8)

Enough staffs but lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

The environment may sometimes hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
gystems.

Customer Related
Process (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V18)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way not
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation,

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformityl
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Does not collect any quality management system data as well as
provide any management information.

Improvement (V21)

Improvements are well planhéd but in most of the times failed to

|be implemented.
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(K} Consular Section

APPENDIX 11A

Management
Commitment (V1)

The head of units as well as the management of the Ministry are
highly committed on the implementation of ISO system.

Customer Focus (V2)

Need to find ways to enhance the customers satisfaction.

Quality Palicy (V3)

Quality policy is well planned and excellently executed.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Has the specific person who takes care on the quality system
implementation.

Management Review
(v6)

Assessment were done often and correction towards the system is
monitored well by the management and audit unit.

Provision of Resources
(v7)

Resources are well provided for the unit to support the quality
system.

Human Resources {(V8)

Staffs barely enough and lacks the competent personnel to ensure
excelient quality system implementation.

Facilities (V9)

|Excellently well in identifying, providing and maintaining the

needed facility for excellent quality system implementation.

Work Environment (V10)

Need further improvement as work setting are not customer
friendly.

Planning of Realization
Process (V11)

Failed to develop geod product realization record keeping
systems.

Customer Related
Process (V12)

Do not have the customer communication process.

Design and/or
Development (V13)

Work procedure were based on current review.

Purchasing (V14)

Doses not have total control.

Production and Service
Operation (V15)

Nead some improvement on the validation of the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof
being practicedfimplemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation,

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity|
(V19)

Done once a week atwhich sometimes it may be too late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Failed to provide necessary information to members,

Improvement (V21)

Improvements are well planned‘ but in most of the times failed to
be implemented.
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(L) Budget Section

APPENDIX 11A

Management
Commitment (V1)

The management are not quite committed and the head is not
quite receptive for IS0,

Customer Focus (V2)

Does not find ways to enhance the customers satisfaction.

Quality Policy (V3)

Has the quality standard policy but not widely implemented.

Planning (V4}

Failed to adress the issue on modication aspects.

Administration (V5)

Does not has a specific person to address the issue of quality
system and improvement for the system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
ocCcur once a year.

Provision of Rasources
(V7)

Need more resource allocation to have excellent quality system.

Human Resources (V8)

Staffs are barely enough and lacks the competent personnel to
ensure excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environmant (V10)

The environment may sometimes hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
systems.

Customer Related
Process (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V186)

No standard measures, only based on SSB which is by the way nog
being practiced/implemented corractly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measurement and
Monitaring of Product
(v18)

Failed to use the information gathered for improvement.

Control of Nonconfaormity
(V19)

The check on the budget was done efficiently as every budget
preparations were check instantaneously for faults.

Analysis of Data (V20)

Does not collect any quality management system data as well as
provide any management information.

Improvement (V21)

|mproVementS are well planned but In most of the times failed to

be impiemented.
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(M) Procurement Section

APPENDIX 11A

Managemaent 5 The management are not quite committed and the head is not
Commitment (V1) quite receptive for ISO.
Customer Focus (V2) 2 Faile_d to proactively focus on the customers needs and
requirements,
Quality Policy (V3) 3 Has the quality standard policy but not widely implemented.
Planning (V4) 2 Most activities involved were implemented without proper planning.
Adrministration (V§) 2 Nobody t‘akeg care of the quality §ystem implementation except the
head, who failed to perform the given tasks.
Management Review 2 Assessment on the system was not done accordingly and only
(V6) QGCur once a year.
Provision of Resources ;
v7) 2 Need more resource allocation to have excellent quality system.,
Human Resources (V8) 3 Staffs are enqugh and Ia'cks the competent personnel to ensure
excellent quality system implementation,
Facilities (V9) 4 Excellently yyell in identifying, prqvidlng and maintainingA the
needed facility for excellent quality system implementation.
Wark Enviranment (V10) 3 The environment may somgttmes hinder the delivery of customer
axpectations as well as their needs,
Planning of Realization 5 Failed to develop good product realization record keeping
Process (V11) systems,
Customar Related 2 Da not maintain the record of service requirement reviews and do
Process (V12) not have the customer communication process.
Design andior 1 All were basad on current practise which is by the way adopted
Davelopment (V13) traditionally without being questioned the effectiveness.
Purchasing (V14) 4 Excellently executed as it is the core business of the section,
Production and Service . .
h a well kept re the service given.
Operation (V15) 2 Does not have a weli kept record on e g
Control of Measuremant 2 No standard measures, only based on SSB which is by the way nof
Devices (V18) being practiced/implemanted corractly.
:/:zg;;':gr;‘em Anelysis 2 Planning were done only once a year, subjected to the initiative
' taken by the members.
& improvemant (V17) y
Measurement and
Monitoring of Praduct 2 Failed to use the Information gathered for improvement.
(V18)
Control of Nongonlamity 2 No comparator and monitor.
{V19)
Does not collect any quality ména‘gemeh‘t System data as well as
Analysis of Data (V20) 2 |orovide any management information,
Improvements are well planned butin most of the times failed to
Improvement (V21) 2

be imptemented.
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(N) Account Section

APPENDIX 11A

Management
Commitment (V1)

Thg management are not quite committed and the head is not
quite receptive for SO,

Customer Focus (V2)

Does nat find ways to enhance the customers satisfaction.

Quality Policy (V3)

Has the quality standard policy but not widely implemented.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Does not hag a specific person to address the issue of quality
system and improvement for the system.

Management Review
(V8)

Assessmant on the system was not done accordingly and only
oceur once a year.

Provision of Resources
(v7)

Neead more resource allocation to have excellent quality system.

Human Resources (V8)

Staffs are barely enough and lacks the competent personnel to
ensure excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excelient quality system implementation.

Waork Environment (V10)

The environment may sometimes hinder the delivery of customer
axpactations as well as their needs.

Planning of Realization
Process (V11)

Faited to develop good product realization record keeping
systems,

Customer Related
Process (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Development (V13)

All ware based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15)

Doas not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof
being practiced/implemented correctly.

Planming -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measurement and
Manitoring of Product
(V18)

Falled to use the information gathered for improvement.

Control of Nonconformity
(V19)

The check on the accounts was done efficiently as every account
preparations were check Instantaneously for faults.

Analysis of Data (V20)

Does not collect any quality management system data as well as
provide any management information.

Improvement (V21)

Improvements are well planned but in most of the times failed to
be implemented.
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(O) Development Section

APPENDIX 11A

Management
Commitment (V1)

{The management are not quite committed and the head is not

quite receptive for 1SO.

Customer Facus (V2)

Does not find ways to enhance the customers satisfaction.

Quality Policy (V3)

Has the quality standard policy but not widely implemented.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Does not has a specific person to address the issue of quality
system and improvement for the system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
occur once a year.

Provision of Resources
(V7)

Need mare resource allocation to have excellent quality system.

Human Resources (V8)

Staffs are barely enough and lacks the competent personnel to
ensure excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Enviranment (V10)

The environment may sometimes hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
systems.

Customer Related
Procass (V12)

Do not maintain the record of service requirement reviews and do
not have the customer communication process.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionally without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15§)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way noﬁ
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and pian
what need to be implemented to improve the current situation.

Measurement and
Monitoring of Product
{(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity|
(V19)

There is no comparator.

Analysis of Data (V20)

Does not collect any quality management system data as well as
provide any management information.

Improvement (V21)

Improvements are well planned but in most of the times failed to
be implemented,
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(P) Internal Audit Unit

APPENDIX 11A

Management
Commitment (V1)

The head of units as well as the management of the Ministry are
highly committed on the implementation of 1ISO system.

Customer Focus (V2)

Need to find ways to enhance the customers satisfaction.

Quality Policy (V3)

Quality policy is well pianned and excellently executed.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Do not have specific person who takes care of the quality systems
implementation for the unit.

Managemaent Review
(vé)

Assessment were done often and correction towards the system is
monitored well by the management and audit unit,

Provision of Resources
v7)

Lacks financial resources to enhance the systems.

Human Resources (V8)

Staffs barely enough and lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Wark Environment (V10)

Need further improvemant as work setting are not customer
friendly.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
systems.

Customer Reiated
Process (V12)

Do not have the customar communication process.

Design andlor
Development (V13)

Work procedure were based on current review,

Purchasing (V14)

Does not have total control.

Production and Service
Operation (V15)

Nead some improvement on the validation of the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members mest at year end to discuss and plan
what need to be implemented to Improve the current situation.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement,

Control of Nonconformity
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming products/services delivered,

Analysis of Data (V20)

Failed to provide necessary information to members.

Improvement (V21)

Improvements are well planned but in most of the times failed to
be implemented.
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APPENDIX 11A

(Q) Information & Communication Technology Division

Management
Commitment (V1)

The head of division is not receptive but the management-of the

Ministry are highly committed on the implementation of ISO
system,

Customer Focus (V2)

Need to find ways to enhance the customers satisfaction.

Quality Policy (V3)

Quality policy is well ptanned and excellently executed.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Do not have specific person who takes care of the quality systems
implementation for the unit.

Management Review
(V6)

Assessment were dane often and correction towards the system is
monitored well by the management and audit unit.

Provision of Resources
(V7)

Encugh resources.

Human Resources (V8)

Staffs are enough and lacks the competent personnel to ensure
excellent quality system implementation.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

Need further improvement as work setting are not customer
friendly.

Planning of Realization
Process (V11)

Failed to develop good product realization record keeping
systems.

Customer Related
Process (V12)

Do not have the customer communication process.

Design and/or
Development (V13)

Work procedure were based on current review.

Purchasing (V14)

Does not have total control.

Production and Service
Operation (V15)

Need some improvement on the validatian of the service given.

Control of Measurement
Davices (V16)

No standard measures, only based on SSB which is by the way nof|
heing practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measuremant and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity]
(V19)

No comparator and sometimes the remedial actions were
implemented too late.

Analysis of Data (V20)

Failed to provide necessary information to members,

Improvement (V21)

improvements are well pianned but in most of the times failed to
be implemented.
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APPENDIX 11A

(R) ASEAN Department

Management ‘ .

Commitment (V1) 1 No committement at all levels.

Customer Focus (V2) 4 Excellently done.

Quality Policy (V3) 2 The policy failed to serve the purpose of the unit,

Planning {V4) 1 No planning on the quality management system for the unit.

Adrministration (VS i There isl no management representative for the division in
overseeing its quality management system.

Management Raview 5 Assessment on the system was not done accordingly and only

(V6) occur once a year.

Provisian of Resources . .

V7) 2 Needs extra resources in order to meet customer requirements.

Human Resources (V8) 3 Enough staffs but lacks t'he competer_wt personnel to ensure
excellent quality system implementation.

Facilitias (Va) 4 Excellently }A(ell in identifying, prc_widing anq maintainlng' the
needed facility for excellent quality system implementation.

Waork Environment (V10) 2 The environment are likely .to hinder the dellvery of customer
expectations as well as their needs.

Planning of Realization 2 Failed to identify and develop good product realization record

Process (V11) keeping systems.

Customer Related 3 Well done in meeting what the customers want. However, failed to

Process (V12) maintain the record accordingly.

Design and/or g All were based on current practise which is by the way adopted

Developmant (V13) traditionally without being questioned the effectiveness.

Purchasing (V14) 2 Does not has a well kept record.

Production and Service

Operation (V15) 2 Does not have a well kept record on the service given.

Controi of Measurement 9 No standard measures, only based on SSB which is by the way nof

Devices (V16) being practiced/implemented correctly,

Planning - ‘

Measurement, Analysis 2 Does not has a session on how to improve the system,

& Improvement (V17)

Measurement and

Monitoring of Product 2 Failed to use the Information gathered for improvement.

(V18)

(CVTE:;O' of Nonconformity 2 No comparator and monitor is not performing effectively.

; Does not collect any quality management system data as well as
fndlysle af Bata (V0] ¢ provide any management information.
Il planned but in most of the times failed to
Improvement (V21) 2 Improvements are well plann

be implemented.
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(S) Protocol Department

APPENDIX 11A

Management
Commitment (V1)

T_he head of units as well as the management of the Ministry are
highly committed on the implementation of ISO system.

Customer Focus (V2)

Need to find ways to enhance the customers satisfaction,

Quality Policy (V3)

Quality policy is well planned and excellently executed.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Has the specific person who takes care on the quality system
implementation.

Management Review
(V6)

Assessment were done often and correction towards the system is
monitored well by the management and audit unit.

Provision of Resources
(V7)

Resources are well provided for the unit to support the quality
system.

Human Resources (V8)

Staffs barely enough and lacks the competent personnel to ensure
excellent quality system implementation,

Faciliies (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

Need further improvement as work setting are not customer
friendly.

Planning of Realization
Process (V1)

Failed to develop good product realization record keeping
systems.

Customer Related
Process (V12)

Do not have the customer communication process.

Design and/or
Deveiopmaent (V13)

Work procedure were based on current review.

Purchasing (V14)

Does not have total control.

Production and Service
Operation (V15)

|Need some improvement on the validation of the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measuremant and
Moanitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity
(V19)

Done once a week at which sometimes it may be too late for
correcting any nonconforming products/services delivered.

Analysis of Data (V20)

Failed %o provide necessary information to members,

Improvement (V21)

Improveménts are well planned but in most of the times failed to
be implemented.
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(T) Legal Advisar Office

APPENDIX 11A

Management
Commitment (V1)

No committement at all levels.

Customer Focus (V2)

Failed to address the customers needs and requirements.

Quality Policy (V3)

The policy failed to serve the purpose of the unit.

Planning (V4)

No planning on the quality management system for the unit,

Administration (VS)

There is no management representative for the division in
overseeing its quality management system.

Management Review
(V6)

Assessment on the system was not done accordingly and only
occur once a year,

(vV7)

Provision of Resources

Needs extra resources in order to meet customer requirements.

Human Resources (V8)

Staffs barely enough and lacks the competent personnel to ensure
excellent quality system implementation,

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

The environment are likely to hinder the delivery of customer
expectations as well as their needs.

Planning of Realization
Process (V11)

Failed to identify and develop good product realization record
keeping systems.

Customer Related
Process (V12)

Well done in meeting what the customers want. However, failed to
maintain the record accordingly.

Design and/or
Development (V13)

All were based on current practise which is by the way adopted
traditionaily without being questioned the effectiveness.

Purchasing (V14)

Does not has a well kept record.

Production and Service
Operation (V15)

Does not have a well kept record on the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way nof
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Does not has a session on how to improve the system.

Measurement and
Monitoring of Product
(V18)

Failed to use the information gathered for improvement.

Control of Nonconformity|
(V19)

No comparator and monitor is not performing effectively.

Analysis of Data (V20)

Does not coilect any quality management system data as well as
provide any management information.

Improvement (V21)

improvements are well planned but in most of the times failed to
be implemented.
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APPENDIX 11A

(U) Institute of Diplomacy & Foreign Relation

Management
Commitment (V1)

The head of units as well as the management of the Ministry are
highly committed on the implementation of ISO system.

Customer Focus (V2)

Need to find ways to enhance the customers satisfaction.

Quality Policy (V3)

Quality policy is well planned and excellently executed.

Planning (V4)

Failed to adress the issue on modication aspects.

Administration (V5)

Has the specific person who takes care on the quality system
implementation.

Management Review
(V6)

Assessment were done often and correction towards the system is
monitored well by the management and audit unit.

Provision of Resources
(V7)

Resources are well provided for the unit to support the quality
system.

Human Resources (V8)

Needed more staffs to enhance the implementation of quality
system.

Facilities (V9)

Excellently well in identifying, providing and maintaining the
needed facility for excellent quality system implementation.

Work Environment (V10)

Excellent work environment that not only facilitates the staffs in
carrying out the tasks given but aiso meets custemers needs.

Planning of Realization
Process (V11)

Plans are well clarified and updated yearly.

Customer Related
Process (V12)

Implemented accordingly to what the customers required.

Design and/or
Development (V13)

Wark procedure were based on current review.

Purchasing (V14)

Does not have total control.

Production and Service
Operation (V15)

Need some improvement on the validation of the service given.

Control of Measurement
Devices (V16)

No standard measures, only based on SSB which is by the way no
being practiced/implemented correctly.

Planning -
Measurement, Analysis
& Improvement (V17)

Management and members meet at year end to discuss and plan
what need to be implemented to improve the current situation.

Measurement and
Monitoring of Product
(V18)

Audit was done on regular basis but takes longer time to
implement the remedial actions.

Control of Nonconformityj
(V19)

Done after the service has been delivered which in certain cases
may be too late.

Analysis of Data (V20)

Failed to provide necessary information to members,

Improvement (V21)

Improvements are well planned but in most of the times failed to |
be implemented.
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