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ABSTRACT

An Occupational Framework is the outcome of Occupational Analysis of identifying the
work scope of the occupational areas in terms of competencies. It is used to analyse
skilled human resource competency requirement for the sector. The development of the
Occupational Structure is a preliminary process in developing relevant National
Occupational Skills Standard (NOSS). The NOSS in turn will be developed to be used as
the basis to conduct skills training and certification of competent personnel. This
document is divided into several chapters, the first two chapters being an industrial
overview highlighting the definition and scope of the sector, the current analysis of the
local sector and its skilled worker requirements, Government bodies and development
plans supporting the growth of the sector, then the next chapter will explain the
methodology used in Occupational Framework development such as qualitative analysis
through brainstorming discussion sessions. Workshops were held to get a better
understanding of the organisational structure, job titles, hierarchy objectives and main
activities of the specified positions. The final chapters will present the findings of the
Occupational Framework that is translated into the Occupational Structures, levels of
competencies and critical job areas. These findings will in turn be the basis of reference
for the development of the National Occupational Skills Standard (NOSS) document. The
NOSS will serve not only as a reference of skills standards for certification but also as a
guide to develop the skills training curriculum. In order to conduct the Occupational
Framework on Wholesale and Retail Trade and Repair of Motor Vehicles and
Motorcycles sector all the information related to the aforesaid sector was gathered
through literature review, surveys and further discussed in workshop sessions with

experts from the sector.
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CHAPTER 1: INTRODUCTION

1.1 Introduction

This chapter will explain the objectives, scope and problem statement of the Occupational
Framework (OF) specifically for the wholesale and retail trade and repair of motor
vehicles and motorcycles industry. The concept of occupational framework and its

function in skills training and curriculum development is also elaborated in this chapter.

1.2 Problem Statement

There have been various National Occupational Skills Standard (NOSS) documents
developed for this area. The analysis on the Occupational Structure (OS) of this area of
specialisation under Ministry of Human Resources has never been done. This study and
analysis are important to ensure the Occupational Framework is in line with the
development of the NOSS based on MSIC sections and divisions, therefore this research
aims to define the industry as specified in the MSIC based on qualitative research on its
OS, critical job titles, job titles related to IR4.0 and competency in demand.

1.3 Objective of Study
The objectives of the study are as below:
a. To produce occupational structure (OS) from document analysis, interviews, site
visits and focus group;
b. To investigate the competency in demand in the sector.

c. To determine the critical job titles for the wholesale and retail trade and repair of

motor vehicles and motorcycles industry;

d. To identify the wholesale and retail trade and repair of motor vehicles and

motorcycles industry relevant jobs title that is correlated with IR4.0; and
e. To determine job descriptions of each job title from the OS.

1.4 Scope of Study



The scope of work for the study to develop OF are as listed below:

a. To conduct literature review on the current sector;

b. To consult with relevant sector representatives to obtain expert input for

determined sector;

c. To develop, disseminate and analyse survey and questionnaire’s data from

industries via sector representatives;

d. To perform focus group discussion with the sector representatives, interviews,

and/or any other methods in order to achieve the study outcome.

1.5 Justification for MSIC Section Selection

The scope of automotive sales and after service industry is in tandem with description of
Division 45 under Section G: This division includes all activities (except manufacture
and renting) related to motor vehicles and motorcycles, including lorries and trucks, such
as the wholesale and retail sale of new and second-hand vehicles, the repair and
maintenance of vehicles and the wholesale and retail sale of parts and accessories for
motor vehicles and motorcycles. Also included are activities of commission agents
involved in wholesale or retail sale of vehicles. This division also includes activities such
as washing, polishing of vehicles, etc. This division does not include the retail sale of
automotive fuel and lubricating or cooling products or the renting of motor vehicles or

motorcycles.

1.6 Structure of Chapters

This chapter concludes with a concise overview of the study which includes:

a) Chapter 1
This chapter explains about research introduction which consists of introduction,
problem statement, research objective, research scope and justification for MSIC
2008 Section Selection.

b) Chapter 2



d)

This chapter provides a literature review about the research which gives a further

understanding about the research purpose.

Chapter 3
This chapter explains about the overall approach of the study and method

deployed to achieve the objective of the study.

Chapter 4
This chapter shows the results and findings of the research based on the approach

and method deployed in this chapter; and

Chapter 5
This chapter explains about the discussion, summary and conclusion of the
research done. Besides that, recommendations from the expert in the industry are

also listed here.



CHAPTER 2: LITERATURE REVIEW

2.1 Introduction

This chapter emphasised on the explanation of the wholesale and retail trade and repair
of motor vehicles and motorcycles industry focusing on the current scenario in Malaysia,
introduction to government policies, development plans, government bodies and

competitiveness at international level.

Findings in this chapter were obtained via literature review, observation, interviews with
sector practitioners and discussions during workshops with industry experts. This
literature review will be further discussed with panel members to obtain insight on the

matters at hand from a practitioner’s perspective.

2.1.1 National Skills Development Act 2006 (Act 652)

The National Skills Development Act 2006 (Act 652) came into effect on 1st September
2006 after it was officially gazetted on 29th June 2006, with the mandate of promoting,
through skills training, the development and improvement of a person’s abilities, which
are needed for vocation, and to provide for other matters connected therewith. The Act
652 is significant because for the first time in the history of skills training in Malaysia, a
national legislation has been enacted solely and exclusively for skills training and
development. In addition, the meaning and scope of skills training has been clarified and
given a statutory interpretation that can be used to distinguish it from other components
of the country’s national education and training system. The Act 652 also provides for
the implementation of a Malaysian Skills Certification System, leading to the award of
five (5) levels of national skills qualification, namely Malaysian Skills Certificate Level

1,2 and 3; Malaysian Skills Diploma; and Malaysian Skills Advanced Diploma.



2.1.2 Malaysian Qualification Act 2007 (Act 679)

The Malaysia Qualification Framework refers to the policy framework that satisfies both

the national and international recognized qualifications. It comprises of titles and

guidelines, together with principles and protocols covering articulation and issuance of

qualifications and statements of attainment. Element of qualification framework indicate

the achievement for each qualification title. It will also provide progression routes for all

the graduates in the respective occupational fields.

The MQF has eight levels of qualification in three sectors and supported by lifelong

education pathways as shown in the chart 1. DSD governs the skills sector, in which there

are five (5) levels of skills qualification. The definition for each level of skills

qualification is specified in Malaysian Occupational Skills Qualification Framework

(MOSQF).
Table 2.1 Malaysian Qualification Framework (MQF chart)
(Source: Malaysian Qualification Framework 2" Edition)
MQF MINIMUM | ACADEMIC | TVET LIFELONG
LEVEL | GRADUATING SECTOR SECTOR LEARNING/APEL
CREDIT CRITERIA FOR
APEL(A)
8 No credit rating PhD by Admission criteria:
Research 35 years old
Bachelor’s degree in
80 Doctoral relevant field/equivalent
Degree by 5 years’ work experience
Mixed Mode Passed APEL assessment
&
Coursework
7 No credit rating | Master’s by Admission criteria:
Research 30 years old
STPM/Diploma/equivalent
40 Master’s by Relevant work experience
Mixed Mode Passed APEL assessment
&
Coursework
30 Postgraduate
Diploma
20 Postgraduate
Certificate

5




6 120 Bachelor’s Admission criteria:

degree 21 years old
66 Graduate Relevant work experience
Diploma Passed APEL assessment
36 Graduate
Certificate
5 40 Advanced 5
Diploma
4 90 Diploma 4 Admission criteria:
20 years old

Relevant work experience
Passed APEL assessment
3 60 Certificate 3 Admission criteria:

19 years old
Relevant work experience
Passed APEL assessment
2 30 Certificate 2 3R
1 15 Certificate 1 3R

2.1.3 National Occupational Skills Standard (NOSS)

National Occupational Skills Standard (NOSS) is defined as a specification of the
competencies expected of a skilled worker who is gainfully employed in Malaysia for an
occupational area, level and pathway to achieve the competencies and is gazetted in Part
IV of National Skills Development Act 652. NOSS is developed by the sector experts
based on the needs of the sector and is utilized as the main tool in the implementation of
Malaysian Skills Certification System in which the performance of existing sector
workers and trainees are assessed based on NOSS for awarding of Malaysian Skills

Certificate.

2.1.4 Competency Based Training (CBT)

Competency Based Training (CBT) is an approach to vocational training which
emphasizes on what a person can do in a work place as a result of education and training
obtained. CBT is based on performance standards which are set by the sector with main
focus on measuring the performance while considering knowledge and attitude rather
than the duration taken to complete the course. CBT is a learner-centric; outcome-based
approach to training which allows each individual to develop skills at their own pace for

a similar outcome, thus meaning training practices can be customized for each individual

6



to achieve a similar outcome. CBT concept is the basis of Malaysian Skills Certification
system which is coordinated by DSD.

2.1.5 Occupational Framework (OF)

The Occupational Framework (OF) is described as the outcome of the occupational
analysis process to identify the occupational structure of an industry. The OF which was
previously known as Occupational Analysis (OA) consists of Occupational Structure
(OS), Occupation Description (OD) and Skills in Demand.

The development of the OF is a preliminary process in developing relevant NOSS. Once
developed, the NOSS can be used as the basis to conduct skills training and skills

certification of competent personnel.

2.2 Scope of Occupational Framework Based on MSIC 2008

This section provides the details of MSIC 2008 scope on wholesale and retail trade and
repair of motor vehicles and motorcycles industry. The definition of MSIC 2008 and title

selection criteria are explained in this section.

2.2.1 Malaysian Standard Industrial Classification 2008 (MSIC 2008) Definition

The MSIC is intended to be a standard classification of productive economic activities.
Its main purpose is to provide a set of activity categories that can be utilised for the
collection and presentation of statistics according to such activities. Therefore, MSIC
aims to present these set of activity categories in such a way that entities can be classified
according to the economic activity that they carry out. For purposes of international
comparability, the MSIC 2008 Version 1.0 conforms closely to the International Standard
Industrial Classification of All Economic Activities (ISIC) Revision 4, published by the
United Nations Statistics Division, with some modifications to suit national requirements.
The objective of an industrial classification system is to classify data in respect of the

economy according to categories of activities and the characteristics of which will be



similar. The MSIC is a classification of all types of economic activities and is not a
classification of goods & services nor is it a classification of occupations?.

2.2.2 Title Selection Criteria

The research area is focusing on economic activities of sales and after sales services in
automotive industry. As stated earlier the definition of the research area is aligned with
MSIC. Based on MSIC 2008, definition and scope of coverage for the Occupational

Framework is as follows: -

Table 2.2: Summary of MSIC 2008 by Section, Division and Group
(Source: MSIC 2008)

MSIC Section G | Wholesale and Retail Trade

MSIC Division 45 Wholesale and Retail Trade and Repair of Motor
Vehicles and Motorcycles
MSIC Group 451 | Sale of motor vehicles

452 Maintenance and repair of motor vehicles
453 | Sale of motor vehicle parts and accessories

454  Sale, maintenance and repair of motorcycles and
related parts and accessories

The table below is an excerpt taken from MSIC 2008 as to illustrate the scope of this

Occupational Framework.

Table 2.3: Description of MSIC 2008 by Section, Division, Group, Class and Item
(Source: MSIC 2008)

Classification | Code Description

Section G Wholesale and Retail Trade; Repair of Motor Vehicles
and Motorcycles

Division 45 | Wholesale and Retail Trade and Repair of Motor Vehicles

and Motorcycles

This division includes all activities (except manufacture and
renting) related to motor vehicles and motorcycles, including
lorries and trucks, such as the wholesale and retail sale of new

1 Department of Statistics Malaysia. (2008). Malaysia Standard Industrial Classification (MSIC).
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and second-hand vehicles, the repair and maintenance of
vehicles and the wholesale and retail sale of parts and
accessories for motor vehicles and motorcycles. Also
included are activities of commission agents involved in
wholesale or retail sale of vehicles. This division also
includes activities such as washing, polishing of vehicles, etc.
This division does not include the retail sale of automotive
fuel and lubricating or cooling products or the renting of
motor vehicles or motorcycles.

Classification | Code | Description
Group 451 | Sale of motor vehicles
This group includes wholesale and retail sale of new and used
vehicles, wholesale and retail sale of off-road motor vehicles
(jeeps, etc.), wholesale and retail sale by commission agents
and car auctions.
Class 4510 | Wholesale and retail sale of new and used vehicles
Excludes:
a) wholesale and retail sale of parts and accessories for
motor vehicles, see 45300
b) renting of motor vehicles with driver, see 4922
c) renting of trucks with driver, see 49230
d) renting of motor vehicles and trucks without driver,
see 7710
Item 45101 | Wholesale and retail of new motor vehicles
45102 | Wholesale and retail of used motor vehicles
45103 | Sale of industrial, commercial and agriculture
vehicles — new
Includes: sales of lorries, trailers, semi-trailers, tractors, etc.
45104 | Sale of industrial, commercial and agriculture
vehicles — used
45105 | Sale by commission agents
45106 | Car auctions
45109 | Sale of other motor vehicles n.e.c.
Group 452 | Maintenance and repair of motor vehicles
This group includes maintenance and repair of motor
vehicles; tyre and tube repair, fitting or replacement; anti-rust
treatment and installation of parts and accessories not as part
of the manufacturing process.
Class 4520 | Maintenance and repair of motor vehicles

Excludes: rethreading and rebuilding of tyres, see 22112




Item 45201 | Maintenance and repair of motor vehicles
Includes: tyres and tube repair (fitting or replacement)
45202 | Spraying and painting
45203 | Washing and polishing (car wash)
45204 | Repair of motor vehicle seats
45205 | Installation of parts and accessories not as part of
the manufacturing process
Group 453 | Sale of motor vehicle parts and accessories
This group includes wholesale and retail sale of all kinds of
parts, components, supplies, tools and accessories for motor
vehicles.
Class 4530 | Sale of motor vehicle parts and accessories
Excludes: retail sale of automotive fuel, see 47300
45300 | Wholesale and retail sale of all kinds of parts,
components, supplies, tools and accessories for motor
vehicles
Includes: wholesale and retail sale of rubber tyres and inner
tubes for tyres, sparkplugs, batteries, lighting equipment,
electrical parts, air filters, belting and absorbers
Classification | Code | Description
Group 454 | Sale, maintenance and repair of motorcycles and related
parts and accessories
This group includes wholesale and retail sale of motorcycles,
including mopeds; wholesale and retail sale of parts and
accessories for motorcycles (including by commission agents
and mail order houses) and maintenance and repair of
motorcycles.
Class 4540 | Sale, maintenance and repair of motorcycles and related
parts and accessories
Excludes:
a) wholesale of bicycles and related parts and
accessories, see
46441
b) retail sale of bicycles and related parts and
accessories, see 47635
c) renting of motorcycles, see 77302
d) repair and maintenance of bicycles, see 95291
Item 45401 | Wholesale and retail sale of motorcycles
Includes: wholesale and retail sale mopeds and activities of
commission agents
45402 | Wholesale and retail sale of parts and accessories
for motorcycles
Includes: wholesale and retail sale mail order
45403 | Repair and maintenance of motorcycles

10




2.3 Key Stakeholders

The key stakeholders for automotive industry in Malaysia comprise of government
agencies, regulatory bodies, industry associations and professional bodies.

2.3.1 Government Regulatory and Statutory Bodies

These are the government agencies that are empowered by the legislations according to
the scope and powers given in the related acts that directly regulates the wholesale and
retail trade and repair of motor vehicles and motorcycles industry in Malaysia.

Table 2.4: List of Government Agencies and Regulatory Bodies for Wholesale and

Retail Trade and Repair of Motor Vehicles and Motorcycles Industry

NO. ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES
1. Ministry of The Ministry is responsible:

International Trade . - : .
and Industry (MITI) ~ ® To plan, formulate and implement policies on industrial

development, international trade and investment.

e To encourage foreign and domestic investment.

e To promote Malaysia’s exports of manufacturing
products and services by strengthening bilateral,
multilateral and regional trade relations and cooperation.

¢ To enhance national productivity and competitiveness in
the manufacturing sector.

2. Ministry of MOT is responsible for the formulation and implementation
Transport (MOT) of policies, strategies and programs for public transportation
which covers land, aviation and maritime sectors. These will
ensure better services in providing an efficient, safe and
effective transportation system towards strengthening
multimodal transportation as well as enhancing the country’s
competitiveness. MOT is responsible for the following
sectors aviation transport sector, land transport sector, and
maritime transport sector. The departments/ agencies under
MOT:

¢ Road Transport Department

e Department of Civil Aviation

¢ Road Safety Department

11



NO.

ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES

e Marine Department Malaysia

e Port Klang Authority

e Johor Port Authority

e Kuantan Port Authority

¢ Bintulu Port Authority

¢ Railway Assets Corporation

e Malaysian Institute of Road Safety Research

e Penang Port Commission

e Maritime institute of Malaysia
Ministry of Domestic The objectives of the ministry are to promote the
Trade and Consumer development of a viable, competitive and sustainable
Affairs (KPDNHEP) domestic economy, specifically in the Distributive Trade

Sector. Scope of Work for the ministry:

i. Domestic Trade

e Develops business opportunities and socio-economic
standing of the Malaysian citizen through the profiles
of wholesalers and retailers, co-operatives, franchise,
direct-selling, hawkers and petty traders as well as
downstream sectors of petroleum;

¢ Determines and monitors prices of essential goods;

e Controls and monitors the sales and distributions of
essential goods, petroleum and petrochemical products
and direct-selling trade;

e Implements the regulation on metric weights and
measures;

e Regulates matters pertaining to companies and
businesses based on the related acts;

e Encourage good corporate governance practices; and

e Develops and administers the intellectual property
protection system.

ii. Co-operative

e To formulate policies that related to co-operative
sector.

e To regulate co-operative sector (Co-operative Act
1993).

e To execute developmental projects and programmes.

¢ To conduct training in co-operative sector.
iii. Consumerism

o Carries out consumer education programmes.

12



NO. ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES

¢ Enhances programmes on consumer awareness and
consumer protection.
e Encourages and assists consumer movements.

4.  Malaysian Incorporated as a statutory body under the Malaysian
Investment Industrial Development Authority (MIDA) Act, the
Development establishment of MIDA in 1967 was hailed by the World

Authority (MIDA) Bank as "the necessary impetus for purposeful, positive and

coordinated promotional action” for Malaysia's industrial
development. Today, MIDA's is Malaysia's cutting-edge,
dynamic and pioneering force in opening pathways to new
frontiers around the globe.

MIDA assists companies which intend to invest in the
manufacturing and services sectors, as well as facilitates the
implementation of their projects. The wide range of services
provided by MIDA include providing information on the
opportunities for investments, as well as facilitating
companies which are looking for joint venture partners?.

5. Road Transport RTD is one of the departments under the Land Division under
Department (RTD)  the Ministry of Transport (MOT). It is responsible for
providing counter services for licensing of vehicles and
drivers and the enforcement of the Road Transport Act 1987
to ensure safe drivers and safe vehicles. It is an organization
that provides high quality services, with the responsibility to
manage and enforce the collection of revenue in a transparent
and efficient manner. The objectives of RTD are:

e To establish and regulate the registration and licensing of
motor vehicles in a systematic, reliable and innovative
manner.

e Establish and administer the road transport law with the
commitment to produce competent, law abiding and
prudent drivers of motor vehicles.

e To enforce and administer the road transport law with
integrity and commitment to create a society that has a
culture of adherence to the rules of the road.

e To monitor and administer motor vehicle safety
standards with efficiency and integrity to meet the needs

2 Malaysian Investment Development Authority (MIDA). (2018, March 12). Retrieved from
http://www.mida.gov.my/home/about-mida/posts/

13



NO. ORGANISATIONS

6. Land Public
Transport  Agency
(Agensi
Pengangkutan
Awam  Darat -
APAD)

7.  Department of
Occupational Safety
and Health (DOSH)

8.  Department of
Environment (DOE)

OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES
of the environment and the country's automotive

industry.

APAD main objective in implementing its policy, planning
and research efforts is focused on motivating demand from
the citizen for public transport through the provision of a
user-friendly and sustainable public transport ecosystem.
This goal is driven through a set of well-defined and relevant
policies and careful planning, as well as continuous research
from the Commission. Through the National Land Public
Transport Master Plan, which was approved in 2013, APAD
has a range of initiatives, from short term to long term plans
that will fulfil public transport needs. The Master Plan
continues to be reviewed periodically and constantly expands
to other regions and industrial sectors within APAD’s scope.
Scope of power for APAD:

e Planning power - Create master plan to ensure
comprehensive, integrated and sustainable infrastructure
development.

e Regulating power - Monitor and regulate standard of
performance of operators through licensing.

A department under the Ministry of Human Resources. This
department is responsible for ensuring the safety, health and
welfare of people at work as well as protecting other people
from the safety and health hazards arising from the activities
from various sectors. As a government agency, the
department is responsible for the administration and
enforcement of legislations related to occupational safety and
health of the country, with a vision of becoming an
organisation which leads the nation in creating a safe and
healthy work culture that contributes towards enhancing the
quality of working life3.

The main function of the DOE is to prevent, eliminate,
control pollution and improve the environment, consistent
with the purposes of the Environmental Quality Act 1974 and
the regulations there under DOE is also responsible for the
implementation of the resolutions decided by the conventions
of the international environment such as Vienna Convention
for the protection of the Ozone Layer 1985, Montreal

3 Department of Occupational Safety and Health (DOSH). (2018, March 12). Retrieved from

http://www.dosh.gov.my
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NO. ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES
Protocol on Substances That Deplete the Ozone Layer, 1987,

the Basel Convention on the Transboundary Movement of

Hazardous Waste and Their Disposal Act 1989 and other

areas while the success of programs of bilateral cooperation

and multilateral cooperation between Indonesia, Singapore
and other ASEAN countries on environmental management®.
9. Royal Malaysian RMCD plays a role in driving economic growth and
Customs Department safeguarding security country and people's well-being
(RMCD) through three main functions as follows:
i. Collecting government revenue — collecting revenue
from Import Duty, Export Duty, Excise Duty, GST (since
1 April 2015), Windfall Profit Levy, Vehicle Levy, Non-
Tax Revenue and State/Trust Fund Revenue.

ii. Providing facilitation to commercial & industrial sector —
giving tax facility, tax exemption on raw materials and
industrial machineries, export & import trades, tax
reimbursement and customs facilities in line with current
government’s policy.

iii. Enforcing the legislations —enforcing Customs Act 1967,
Excise Act 1976, Free Zone Act 1990, Sales Tax Act
1972, Service Act 1975, Goods Vehicle Levy Act 1983,
Windfall Profit Levy Act 1998, Goods and Services Tax
Act 2014 and other subsidiaries legislations related to
customs and excise®.

10. Malaysia MALI is an agency under the MITI. The objectives of MAI
Automotive Institute are:
(MAI) e To serving as the focal point, coordination center and

think tank for the nation's automotive industry, it
functions to enhance technology, human capital, supply
chain, market outreach and aftersales capabilities of all
automotive stakeholders and ecosystems.

e To act as strategic thinker for the Malaysian automotive
industry.

e To develop and promote the competitiveness of the
Malaysian automotive industry.

11. Malaysia External MATRADE is an agency under the MITI. The objectives of
Trade Development MATRADE are:

4 Department of Environment (DOE). (2018, March 12). Retrieved from
https://www.doe.gov.my/portalvl/en/tentang-jas/pengenalan/perkhidmatan-teras

5 Royal Malaysian Customs Department (RMCD). (2018, March 12). Retrieved from
http://www.customs.gov.my/en/ci/Pages/ci_cd.aspx
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NO. ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND

12.

13.

14.

RESPONSIBILITIES
Corporation e To promote, assist and develop Malaysia’s external trade
(MATRADE) with emphasis on the export of manufactured and semi-
manufactured products and, on a selective basis, imports;
e To formulate and implement a national export marketing
strategy to promote the export of manufactured and semi-
manufactured products.
Malaysian Institute MIROS is an agency under the MOT. The objectives of
of Road Safety MIROS are:
Research (MIROS) ¢ conduct high impact research that will be translated into
road safety policies;
¢ develop national objectives, policies and priorities for the
orderly development and administration of road safety
research;
e enhance and increase knowledge based on new
developments in issues related to road safety;
e serve as an audit and accreditation agency in curriculum
design and standards on road safety;
e propose evidence based cost-effective interventions/
programmes;
e serve as a repository of knowledge and linkage on road
safety; and
e serve as a center providing consultation and advice on
road safety issues.
Standards and SIRIM is an agency under the Ministry of Energy, Science,
Industrial Research Technology, Environment and Climate  Change
Institute of Malaysia (MESTECC). The objectives of SIRIM is:
(SIRIM) e To innovate and develop processes, products and
technologies for industry.
e To promote standardisation and quality.
e To provide technical services for industry and the public.
Pusat Pemeriksaan The objectives of PUSPAKOM is:

Kenderaan e To conduct inspection on vehicles as to assist vehicle
Berkomputer owners in ensuring the safety and roadworthiness of their
(PUSPAKOM) vehicles.

e to ensure the inspection on vehicles conform according
to the Government's safety and emission regulations.
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2.3.2 Industry Associations and Professional Bodies

The Industry Associations and Professional Bodies for the telecommunications industry
can be referred in Table 2.5 below. For this section, there are four main associations
related directly to wholesale and retail trade and repair of motor vehicles and motorcycles
industry.

Table 2.5: Related Industry Associations and Professional Bodies for Wholesale and
Retail Trade and Repair of Motor Vehicles and Motorcycles Industry

NO. ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES
1. Auto Audio, The main activities:
Accessories and Air- e To protect the interest of all dealers and traders of auto
Condition  Traders audio, accessories and air conditioners including those
Association of providing such services.

Malaysia (AAAMY)

To defend and promote the economic and social interest
of its members.
e To hold dialogue with various ministries and statutory
bodies.
e To keep members informed of government policies, rules
and regulations.
¢ To submit views and suggestions of the private sectors to
the authorities.
2. Asia Pacific Natural The main activity:

Gas Vehicles e Trade association for the natural gas vehicles industry in
Association the Asia Pacific region.
(ANGVA) e It serves the needs of fleet operators, vehicle

manufacturers, OEMSs, gas suppliers, equipment
suppliers, fuelling equipment providers, consultants,
government representatives, NGOs and others involved
with the natural gas vehicle industry by promoting the
use of natural gas as a transport fuel, by defining industry
standards and guidelines and by providing training.

3. Commercial The main activities:
Vehicles Rebuilders e Foster friendship and create harmonious commercial and
Association social relations amongst Members; self-regulations with
Malaysia (CVRAM) good manufacturing practices and governance.

e Ensure the growth and prosperity of commercial vehicles
rebuilding industry in Malaysia.
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NO. ORGANISATIONS

Federation
Automobile
Workshop  Owners
Association of
Malaysia
(FAWOAM)
Federation
Engineering and
Motor Parts Traders
Association
Malaysia
(FEMPTAM)

Federation of Motor
and Credit
Companies
Association
Malaysia
(FMCCAM)

OF

Malaysia
Automotive
Recyclers
Association
(MAARA)

OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES

Promote understanding between the Association and the
Malaysia Government Authorities.
Present advice, proposals and recommendations to
Government.
Hold/seek periodical dialogue with relevant Government
Authorities to promote business & technical interests of
commercial vehicles rebuilding industry.

of The main activity:

To represent and promote the interests of the automobile
repairing industry in the country.

To represent and enhance the position of the automobile
repair industry in the country.

of The main activity:

To unite and enhance trade among members, providing
welfare and services, protecting the interest and rights of
members which consists of manufacturers, importers and
exporters, distributors, franchise holders, wholesalers
and retailers.

To be responsive to the government issues and
regulations to protect their interest.

The main activity:

To promote the business of those who are engaged in the
motor credit business and motor trade.

To safeguard the legitimate interest of those who are
engaged in the motor credit and motor trade.

To foster the friendly relationship among members and
to facilitate the exchange of information among
members.

To undertake and to deal with all matters which may be
of benefit to the members.

To promote racial harmony and unity, and to contribute
towards the welfare of the country and community, and
whenever necessary, to liaise with other legitimate bodies
S0 as to achieve common goals.

The main activity:

Promoting the adoption of an automotive recycling
industry code of conducts, best management practice,
accreditation and certification programme that defines
the standard of excellence and highest integrity level.
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NO. ORGANISATIONS

10.

11.

12.

Malaysian
Association of Tyre
Retreaders & Dealers
Societies
(MATRADS)

Malaysia Used
Vehicle Auto Parts
Traders Association

(MUVATA)
Persatuan
Pengimport dan
Peniaga Kenderaan
Melayu Malaysia
(PEKEMA)

OVERVIEW, ROLES, FUNCTIONS AND
RESPONSIBILITIES

Facilitating the development of policies and standards to
enhance auto recycling industry in Malaysia.

The main activity:

To promote the tyre retreaders & dealers societies in
Malaysia

To promote the business of those who are engaged in the
tyre retreaders business

The main activity:

To promote the reused of recycled auto parts in Malaysia
To help the industry to reform their business model to
cater consumer and Government expectation.

The main activity:

To unite the importers, dealers, retailers, operators of
cars, trucks and motorcycles, either new or used, and
those involved in the car industry for the welfare and
economic benefits of the Malays.

To advocate for the rights of the members of the
Association.

To coordinate the activities of all members and, if
requested by both parties, to resolve any conflict or
dispute among members of the Association.

To build relationships with other registered organisations
which share common objectives with the Association.

Persatuan Pengusaha The main activity:

Industri Bengkel
Malaysia (PPIBM)

Motorcycle and
Scooter Assemblers
and Distributors
Association of
Malaysia
(MASAAM)

To represent and promote the interests of the Bumiputera
automobile repairing industry in the country.

To represent and enhance the position of the Bumiputera
automobile repair industry in the country.

The main activity:

Promote the development of the powered two-wheeler
industry in Malaysia.

Coordinate meetings and discussions with all
government bodies on issues related to powered two-
wheeler industry.

Promote the development of the manufacture of
component parts for two-wheelers.

Encourage and coordinate contacts with other domestic,
regional and international organizations.

Compile, create and maintain database and statistics in
relation to motorcycles.
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NO. ORGANISATIONS OVERVIEW, ROLES, FUNCTIONS AND

13.

14.

15.

RESPONSIBILITIES
¢ Enhance knowledge and awareness to members and the
public at large in relation to the motorcycle industry
e Support activities towards promotion and awareness on
road safety and intellectual property right.

Johor Lorry The main activity:
Operators e To provide guidance and assistance to its members in
Association overcoming the problems faced by them within the

transport industry context.

e To properly handle the general welfare and interests of
the lorry operators in Johor.

e To be an active player in promoting the country’s
economic growth and development through our

Association.
Central Pahang The main activity:
Automobile e To represent and promote the interests of the Pahang
Repairers’ automobile repairing industry in the country.
Association e To enhance the skills and business of the Pahang
(CPARA) automobile repair industry in the country.
Persatuan Insurans The main activity:
Am Malaysia e Articulate one unified voice for and on behalf of the
(PIAM) industry

e Create favourable business environment for member
companies

e Educate consumers on general insurance products

e Foster public confidence by protecting the interests of
consumers

e Establish a sound and efficient insurance infrastructure
with best practices

e Raise professionalism and ensure standards in
distribution

e Build a pipeline of talent and profile general insurance as
a career of choice

e Facilitate information sharing within boundaries of
Competition Act

2.4 Government Legislations, Policies and Initiatives
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It is imperative that, this research has to refer to legislations, by-laws and policies that are
directly related to wholesale and retail trade and repair of motor vehicles and motorcycles

industry.
2.4.1 Government Legislations

The following legislations are relevant to the automotive industry;

i) Road Transport Department (RTD)

The Road Transport Department of Malaysia is one of the departments under the
Land Division, Ministry of Transport Malaysia. It is responsible for providing
counter services for licensing of vehicles and drivers and the enforcement of the
Road Transport Act 1987 to ensure safe drivers and safe vehicles. It is an
organization that provides high quality services, with the responsibility to manage

and enforce the collection of revenue in a transparent and efficient manner.

Act 333 Amendment 1st February 2013 acts to provide for the regulation of motor
vehicles and traffic on the streets and other matters with respect to streets and
vehicles; to provide for the protection of third parties against risks arising from
the use of motor vehicles; to provide for the coordination and control of the means
and facilities for transport; to provide for the coordination and control of the means
and facilities for the construction and adaptation of motor vehicles, and to provide

for any related purposes.

The Automotive Engineering Division responsibility:

a) Lead the implementation of the World Forum for Harmonization of Vehicle
Regulations (WP29) and develop motor vehicle safety policies, type approval
and harmonize domestic motor vehicle regulations in line with the WP29

framework.

b) Carry out and approval for Weight Certificated and Vehicle Technical
Engineering Drawing, Vehicle Type Approval (VTA) and also vehicle testing
for the purpose of recognizing the Energy Efficient Vehicle (EEV) in line with
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the World Forum for Harmonization of Vehicle Regulations (WP29)

framework in compliance with the Road Transport Act 1987.

¢) Regulating and monitoring PUSPAKOM, Professional Engineers (P.E),
Engineering Workshops, Accident Repair Workshops and Rebuilt Workshops
to ensure that activities carried out comply with the requirements under the

Road Transport Act 1987 and Road Transport Rules.

d) Evaluate, provide technical advice and approval regarding construction and use
of motor vehicles to comply with the Road Transport Act 1987 and the Rules
below.

i) Land Public Transport Agency (APAD)

APAD hold several duties, including enforcing licensing conditions of the Land
Public Transport Act (APAD 2010); inspecting land public transport and freight
vehicles to ensure that they are road-worthy; ensuring that vehicles have valid
licenses and other relevant documents; inspecting drivers, conductors and co-
drivers to ensure that they are fit for work; inspecting travel tickets for their
legitimacy; and clamping down on touting and soliciting by those who provide

transport for commuters.

Iii) Ministry of Domestic Trade and Consumer Affairs (KPDNHEP)

The monitoring of supplies and prices of goods based on the following laws and
subsidiary legislations:

a) Control of Supplies Act 1961,

b) Hire Purchase Act 1967;

¢) Weights and Measures Act 1972;

d) Copyright Act 1987;

e) Consumer Protection Act 1999;

f) Price Control and Anti-profiteering Act 2011,

g) Trade Descriptions Act 2011
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h) Franchise Act 1998

Functions of the enforcement include:

a) To investigate consumer complaints under the laws enforced;

b) To protect intellectual property rights through the eradication of piracy
under the Copyright Act 1987 and eradication of the production,
distribution and selling of counterfeit goods under the Trade Descriptions
Act 2011,

c) To eradicate the exploitation of subsidised controlled items and to stabilise
the supply of essential goods so as to be easily available in the market under
the Control of Supplies Regulations 1974 and Control of Supplies Act
1961;

d) To issue the Authorisation Letter under the Control of Supplies Act 1961;

e) To stabilise the prices of essential goods in the market under the Price
Control and Anti-profiteering Act 2011; and

f) Assist in regulating Franchise activity.

iv) Department of Environment (DOE)

Environmental Quality Act 1974; This Act is for the prevention, abatement, control
of pollution and enhancement of the environment, and for purposes connected

therewith.

National Policy on the Environment (DASN) has been established for continuous
economic, social and cultural progress and enhancement of the quality of life of
Malaysians through environmentally sound and sustainable development. The
objectives of DASN are to achieve; (1) A clean future environment, safe, healthy
and productive environment for present and generations, (2) Conservation of
country’s unique and diverse cultural and natural heritage with effective
participation by all sectors of society, and (3) Sustainable lifestyles and patterns of

consumption and production.
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There are eight (8) principles listed under DASN to harmonise economic

development goals with environmental imperatives:

a) Stewardship of the Environment

b) Conservation of Nature’s Vitality and Diversity

c) Continuous Improvement in the Quality of the Environment
d) Sustainable Use of Natural Resources

e) Integrated Decision-Making

f) Role of the Private Sector

g) Commitment and Accountability

h) Active Participation in the International Community

DASN seeks to integrate environmental considerations into development activities
and in all related decision-making processes, to foster long-term economic growth
and human development, and to protect and enhance the environment. It
complements and enhances the environmental dimensions of other national
policies, such as those on forestry and industry, and takes cognizance of

international conventions on global concerns.
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2.4.2 Government Policies and Initiatives

i) National Automotive Policy (NAP)

The NAP 2006 and its 2009 review, to some extent, managed to steer and
stabilise the local automotive industry in facing the residual effects inherited
from the 1997 financial currency crisis. However, progressive needs to
implement the agendas of the FTAs signed between governments saw the
emergence of new challenges facing the local automotive industries. The
ASEAN Economic Community (AEC) blueprint due for implementation in
2015 calls for a comprehensive reinstatement of the Malaysia NAP favourable
for the nation automotive sector to partake in the new business environment of
the AEC. The successful implementation of the AEC shall lead to the ASEAN
region in becoming; firstly, a single market and production base, secondly a
highly competitive region economically, thirdly equitable economic

development, and fourthly fully integrated into the global economy.

On 20th January 2014, the National Automotive Policy (NAP) 2014 was
launched, with a vision of enhancing the competitiveness of the Malaysian
automotive industry to face the global challenges. Over the years, the Malaysia
automotive industry has declined in terms of both total production volume and
total industry volume. Malaysia used to lead the automotive production and
sales in the ASEAN region but now ranked third, producing some 650,000
vehicles per year. The local automotive industry is facing stiff competition in
this era of globalisation and technologies are changing rapidly to address the
global energy constraint and environmental pressure to reduce the effects of
greenhouse gases. In view of this decline and challenges ahead, the government
has taken the initiative to conduct an overall assessment and in-depth review of
the NAP 2009, revamp the policy and put forth measures to stop the decline and
to address pertaining issues in transforming and making the Malaysian
automotive industry competitive. NAP 2014 has studied the structural issues
affecting the local automotive industry and adopted measures to overcome these

challenges to meet the global quality, cost and delivery requirements, and at the
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same time aligning the industry in meeting the requirements of the international

safety regulation of vehicles.

The NAP 2014 was therefore crafted focusing on the objectives of enhancing the
competitive advantage of the local automotive industry and to develop
environmentally friendly automotive manufacturing ecosystem and their outputs.

The main objectives of the document are to;

a) Promote a competitive and sustainable local automotive industry including
the national car companies;

b) Develop Malaysia as the regional automotive hub in energy efficient
vehicles (EEV);

c) Promote increase of value-added activities in a sustainable manner while
continuously developing the local capabilities;

d) Promote increase in exports for vehicles and automotive components;

e) Promote participation of Bumiputera companies in the total value chain of
the local automotive industry;

f) Safeguard consumers’ interest by offering safer and better-quality products
at competitive price.

To complement the execution of the NAP 2014, there are 6 roadmaps and
implementation plans have been developed and the roadmaps will be under the
supervision of Ministry of International Trade and Industry (MITI) and the
Malaysia Automotive Institute (MAI) which shall act as the agency to coordinate,
implement and monitor the programmes. These roadmaps are to serve as
guidelines to achieve the transformation objective of the local automotive
industry and the outline of these roadmaps are as follows.

i) Malaysia Automotive Technology Roadmap (MATR)

The MATR entails the latest green technology development that is in line with
the development of the global automotive industry. The roadmap includes

guidelines towards the rationalization of the industry towards achieving an
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environment friendly supply value chain, enhancing competitiveness and

ensuring the sustainability of the local automotive industry.

iii) Malaysia Automotive Supply Chain Development Roadmap

The Supply Chain Development Roadmap aims to continuously enhance the
component and spare parts manufacturer’s competitiveness in the aspect of
efficiency and operational effectiveness. The roadmap consists measures to
improve quality, operational and business management systems as well as to

increase capability in the areas of testing and validation.

iv) Malaysia Automotive Human Capital Development Roadmap

The Human Capital Roadmap outlines a continuous plan towards developing
competent workforce at every level within the automotive industry. This
roadmap also includes plans to develop specific local skilled labour such as in
the automated production and component of hybrid as well as engine and
transmissions. This will assist in reducing dependency of the less skilled foreign
workers and consequently producing a more local skilled worker with high-
income salary. The importance of human capital development cannot be
undervalued. In this sense, MAI will play the role to strategize planning and
implementation in collaboration with industry players, public and private
institutions such as the International College of Automotive Malaysia (ICAM)

in Pekan and others.

v) Malaysia Automotive Remanufacturing Roadmap

The Remanufacturing roadmap outlines detail criteria of remanufacturing as
well as the standards and best practices that will be used by the local industry
players in transforming Malaysia as the hub for automotive remanufacturing
activities. In addition, the roadmap introduces measures to optimize

recyclability and recoverability levels of used components in order to support
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Government aspiration to green the overall supply value chain of the local

automotive industry.

vi) Development of Automotive Authorized Treatment Facilities (ATF)

Framework

The ATF framework shall serve as guideline to transform the automotive after
sales businesses in relation to the effort in developing a green and sustainable

automotive industry within the sales, service, spare parts and repair sectors.

vii) Malaysia Automotive Bumiputera Development Roadmap

The Bumiputera Development Roadmap details out activities related to
technology development, human capital and supply chain to increase the
competitiveness of Bumiputera’s companies within the automotive industry.
These activities are in line with Government's efforts to strengthen economy of

Bumiputera and produce Bumiputera entrepreneurs that are more competitive.

2.5 Industry and Market Intelligence

Industry and market intelligence are the collection and distribution of data of a sector by
using a variety of approaches. The sector will be able to utilise this information to make
business decisions, manpower developments and training requirements. Industry
intelligence is critical for developing strategies in the areas of manpower development

and the impact of those developments.

2.5.1 Current Wholesale and Retail Trade and Repair of Motor Vehicles and

Motorcycles Industry Outlook in Malaysia
In tandem with the moderating economy, the Total Industry Volume (T1V) of new motor

vehicles registered in 2017 reached 576,635 units against 580,085 units registered in

2016. This was a marginal decline of 3.450 units or 0.6%. Total Production Volume
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(TPV) of new vehicles in year 2017 recorded a decline of 45,614 units or 8.4% to reach
a total of 499,639 units compared to 545,253 units in 2016°.
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Figure 2.1: Overview of Malaysian Automotive Industry in 2017
(Source: MAL, 2017)

In Malaysia Automotive Aftermarket operations contain all activities related to
maintaining a vehicle after its initial sale and until the end of its lifecycle; which
encompasses all parts and services purchased for vehicles after the original sale, including
replacement parts, accessories, lubricants, appearance products and service repairs, as

well as additional innovative services that help to optimize the use of the vehicle.

These 12.99 million motor vehicles consist of:

a) 2.8 million vehicles LESS THAN 5 years old

b) 2.99 million vehicles BETWEEN 5 to 10 years old

¢) 7.2 million vehicles MORE THAN 10 years old (with 3.4 million exceed 15 years
old)

¢ Malaysian Automotive Association (MAA), Market Review for 2017 and Outlook for 2018, 23 January
2018
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Taking away the number of vehicles below 5 years old (approx.12.99 million), an
estimated 7.2 million are serviced and served by 53,011 independent workshops.

Sale & Comfortable
Driving Exprience

Figure 2.2: Aftermarket Ecosystem
(Source: MAL, 2017)

Towards a standardised aftermarket sector; 4R2S standards will be used as a reference
for the qualification and standardization of the automotive industry in line with the
National Automotive Policy (NAP). The term “4R2S” is derived from Reuse, Repair,
Remanufacture and Recycle (4R); and Service and Spare Parts (2S).

“4R” standard prescribes ELV management, the parts and components recycling and
remanufacturing industries, and the safety and environmental aspects of the automotive
aftermarket ecosystem. This standard prescribes requirements for 4R activities of vehicles
parts and components. This standard also covers aspects relating to knowledge, process
and method, materials, equipment, safety and environment. This standard applies to

entities involved in 4R activities including material recovery, processing and handling for

30



reuse, repair, recycle and remanufacture of vehicles parts and components. These licensed
entities are also known as Authorised Treatment Facilities (ATF).

“2S” standard prescribes requirements of the 2S (Service and Spare parts) Workshops
and Part Shops activities including of responsibility of workshop and Part Shop operators
with regards to the requirement of 4M (Man, Method, Machine, and Material), facilities

required, training and competency of staff.

The 4R2S comprehensively covers a wide range of areas of the aftermarket sector
including product and process quality, consumer safety and security, environmental

protection and business sustainability.
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Figure 2.4: Main Contributor of Wholesale and Retail Trade Sector
(Source: DOS, 2016)

Table 2.6: Details of Approved Investments (Source: MIDA, 2016)

Automotive 2013 2014 2015 2016
Industry (RM mil.) (RM mil.) (RM mil.) (RM mil.)
Total 5,647.54 1,880.83 1,446.72 769.08
Investments

Domestic 4.060.38 1,086.81 970.73 641.92
Investment

Foreign 1,587.16 794.03 475.99 127.17
Investment

Table 2.7: Details of Exports (Source: DOS, 2016)

2014 2015 2016
(RM mil.) (RM mil.) (RM mil.)
" Motor Vehicle 1,366.5 854.8 1,067.1
Motorcycle 25.9 34.2 28.2
Components and Parts 4,745.5 5,392.4 5,216.8

Main Exports 2016
e Parts & accessories of motor vehicles
e Parts & accessories of motorcycles & cycles
e Cars (including station wagon)
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Table 2.8: Details of Imports (Source: DOS, 2016)

2014 2015 2016
(RM mil.) (RM mil.) (RM mil.)
Motor Vehicle 11,106.9 9,708.9 9,675.1
Motorcycle 659.7 503.7 295.2
Components and Parts 8,464.6 10,317.7 10,450.5

Main Imports 2016
e Parts & accessories of motor vehicles
e Cars (including station wagon)
e Trucks, motor vehicles for the transport of goods

2.5.2 Relation of Industry and Industrial Revolution (IR4.0)

In IR 4.0, 9 pillars include Augmented Reality (AR), Big Data, Cloud Computing, System
Integrator, Additive Manufacturing, Internet of Things (IOT) Telematics & Aftermarket

Big Data, Cyber Security, Simulation and Autonomous Robots.
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Figure 2.5: Overview of Industrial Revolution (IR 4.0)
(Source: MAL, 2017)
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Figure 2.6: Overview of Internet of Things (IOT) Telematics & Aftermarket Big
Data
(Source: MAL, 2017)

Data Custodians

Consumer behaviour can now be understood better through MATI’s Internet of Things
(10T) Telematics & Aftermarket Big Data program. Motorists also participate through
applications developed by MAI such as MAGIS. MAI Automotive Garage Information
System (MAGIS) is:

a) asimple but smart cloud-based workshop and vehicle sales management system.

b) one of the initiatives to transform the aftermarket workshops by in managing their
business more efficiently and effectively.

c) a system that contains fully integrated software applications for managing daily
workshop activities that cater for the needs of the finance, sales, services and part

transactions, inventory and administration components of running the workshop.
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2.6 List of NOSS Relevant to MSIC 2008 Section G, Division 45

The DSD has developed 46 NOSS related to Division 45, as of May 2018. The summary
of NOSS title is provided in the table below.

Table 2.9: Summary of NOSS developed under the Division 45

MSIC
Group

451
Sale of
motor
vehicles

452
Maintenance
and repair
of motor
vehicles

(Source: NOSS Registry May 2018)

Corresponding NOSS/ Level

1) TP-312-5:2014 Vehicle Sales Retail Management
2) TP-312-4:2014 Vehicle Sales Retail Management
3) TP-312-3:2014 Vehicle Sales Supervision

4) TP-312-2:2014 Vehicle Sales Operation

5) TP-312-1:2014 Vehicle Sales & Supports

1) TP-304-3:2012 Automotive Workshop Customer Service

2) TP-300-2:2016 Light Vehicle — Repair Service

3) TP-333-1:2014 Vehicle Maintenance & Service

4) (G452-002-5:2017 After Sales - Service Management

5) G452-002-4:2017 After Sales - Service Operation

6) G452-001-3:2017 Commercial Vehicle - Troubleshooting Service

7) G452-001-2:2017 Commercial Vehicle - Repair Service

8) TP-306-3:2012 Automotive Spray Painting

9) TP-306-2:2012 Automotive Spray Painting

10) TP-306-1:2012 Automotive Spray Painting

11) TP-311-3:2013 Automotive Panel Beating

12) TP-311-2:2013 Automotive Panel Beating

13) TP-100-3:2013 Earth Moving Equipment Maintenance

14) TP-121-3:2012 Automotive Air Conditioning Servicing

15) TP-122-3:2013 Commercial Vehicle Air Conditioning Installation
& Maintenance

16) TP-303-3:2012 Natural Gas for Vehicle (NGV) Installation
& Maintenance

17) TP-310-5 Automotive Electrical Technologist

18) TP-310-4 Automotive Electrical Technologist

19) TP-300-3:2016 Light Vehicle — Diagnose Service

20) TP-308-3:2016 Light WVehicle Wheel & Suspension —
Troubleshooting Service

21) TP-308-2:2016 Light Vehicle Wheel & Suspension — Repair
Service

22) TP-309-2:2012 Heavy Vehicle Wheel Servicing

23) TP-331-5:2014 Electric Bus Maintenance Management

24) TP-331-4:2014 Electric Bus Maintenance Management

25) TP-331-3:2014 Electric Bus Operation

26) TP-332-3:2014 EEV-Hybrid System-Diagnose Service
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27) TP-332-2:2014 Hybrid EEV-Hybrid System-Inspection Service
28) TP-301-5:2012 Motorsport Engineering (4 Wheel)

29) TP-301-4:2012 Motorsport Engineering (4 Wheel)

30) TP-301-3:2012 Motorsport Technician (4 Wheel)

31) TP-302-3 Motorsport Technician (Electrical & Electronics)

453 NIL
Sale of

motor

vehicle parts

and

accessories

454 1) TP-119-5:2015 Motorsport Engineering (2 Wheel)
Sale, 2) TP-119-4:2015 Motorsport Engineering (2 Wheel)
maintenance 3) TP-118-5:2015 Motorcycle Servicing & Management
and repair 4) TP-118-4:2015 Motorcycle Servicing & Management
of 5) TP-118-3:2012 Motorcycle Servicing & Maintenance
motorcycles 6) TP-118-2:2012 Motorcycle Servicing & Maintenance
and related  7) TP-118-1:2012 Motorcycle Servicing & Maintenance
parts and

accessories
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2.7 Conclusion

The automotive sales and after service sector is an important and strategic part of
Malaysian automotive industry. The overall automotive industry and related sectors
employ around 710,000 people and contributes almost RM30 billion to Malaysia’s GDP.

The National Automotive Policy (NAP) 2014 was introduced with the aim to establish a
competitive and resilient domestic automotive industry and to transform Malaysia into
the regional hub for Energy Efficient Vehicle (EEV) through strategic investments and
adaptation of high technology for the domestic

market and to penetrate regional and global markets.

There are 46 NOSS related to this division have been developed over the years. Certain
NOSS titles in this group have not been revised and require immediate action to update
the standard.

The findings on industry landscape, MSIC definition of the job area, and the NOSS that
have been developed give an insight of the overall picture of the industry. These inputs
pave the way and guide the next course of action in restructuring the occupational
structure, identifying skills in demand and critical job titles. The requirements of Industry

4.0 as well would give an impact to the future of the manpower in this area.

As to materialise the above, certain research methodologies will be employed. The

description of research strategies and approaches in discussed in next chapter.
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CHAPTER 3: METHODOLOGY

3.1 Introduction

This section gives an overview of the strategies for data collection and potential analyses
to be performed to meet the deliverables. Figure 3.1 show progress in Occupational

Framework Development.

23-26 Mac 2018
Worksyop 22-25 Mei 2018
05-08 Jun 2018 12 October 2018
Focus Group At JTPOF
D'f;ésgf°" Analyse Data MEETING
20 Jan 2018 Srere ° ' (] 01 November
TITLE od o 4o Tl q ) 2018
APPROVAL "“‘ ;‘:’. S pb ] g PUBLISH OF
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DOCUMENT
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[ ¥ :o s4e oae 4
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14 Mac 2018 aame Y Y
Literature Review 20-23 April 2018 03 -05 Ogos 2018 24 October 2018
Worksyop Worksyop Worksyop
Focus Group F Gro
Focus Group D FGD ocus Group
Discussion Iscussion ( Discussion
(FGD) (FGD)

Figure 3.1: Occupational Framework Development Milestone

3.2 Research Methodology

There are three approaches to be employed for data collection. These four data collection
approaches can be grouped into four different themes: Automotive Sales & Services

Industry Profiling, Online Survey, and Focus Group Discussion.

3.2.1 Document Analysis

This approach requires rigorous review of existing literature that addresses a clearly
formulated question. The review systematically searches, identifies, selects, appraises,
and synthesizes research evidence relevant to the question using methodology that is

explicit, reproducible, and leads to minimum bias. A systematic review is more
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exhaustive than a literature review as it includes both published and unpublished
literature, often called grey literature. Grey literature is a significant part of a systematic
review and adds value to the review. This is because grey literature is often more current
than published literature and is likely to have less publication bias. Grey literature
includes unpublished studies, reports, dissertations, conference papers and abstracts, and
governmental research. This approach is designed to provide a snapshot of the
Automotive Sales & Services landscape and outlook (such as industry trends and

prospects). It provides a macroeconomic overview of the industry at sectoral level.

a) Data Collection Strategy

There are three main strategies for data collection:
i) Economic Census
i) Database from other agencies

iii) Literature review

For Economic Census, there are some information related to labour that
are highly relevant to this study. Thus, the following information has been
requested from the Department of Statistics Malaysia (DOSM).

i) MSIC

i)Occupation categories at 1-digit MASCO

Information from the Economic Census serves two purposes:

e To provide a snapshot of the current Automotive Sales & Services
industry landscape and outlook.

e Toserve as control figures and baselining database when assessing
data obtained from the online survey.

In addition to the Economic Census, database from other agencies (local
and international agencies) that are relevant to Automotive Sales &
Services will be collected and analysed. Based on our initial observation,
the following database contain relevant information for the industry.

e Local database — JPK, MITI and MIDA
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e International database — Organization for Economic Co-operation
and Development (OECD), World Bank and European Union
(EV).

Database in the form of online resources and published reports will be

collected from the local and international agencies.

For the literature review, relevant scientific research publications related
to the industry will be reviewed. Database and findings from the

publications will be emphasized in the review process.

b) Analyses

Based on the three databases, the following analyses are expected to be
carried out.

I. Examining the economic performances of the industry by looking at
several macroeconomic indicators (such as GDP, employment and
output).

ii. Analysing the industry outlook in relation to regional and global
perspectives.

iii. Determining the profile of the current and future workforce (such as
occupations, and salaries and wages).
iv. Reviewing technological development in the industry (such as robotic

& automation as well as element of IR4.0).

3.2.2 Surveys and Questionnaires

The questionnaire is designed by combining both qualitative and quantitative
methods. A specific survey questionnaire has been developed for the online
survey. The survey questionnaire has 4 sections, covering the key
information shown below. The full questionnaire is also attached in Annex 3

for reference.
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Section 1: Competency in Demand

This section is exploring the competency that is required by the industry.
Another objective of this section is trying to figure out the skills gap and how

to overcome the gap.
Section 2: Jobs in Demand

This section is aimed to determine which category of workers that is in
shortage supply or over supply, the category is based on MASCO such as

skilled workers, semi-skilled workers and low skilled workers.
Section 3: Emerging Skills

This section is trying to determine the readiness of industry players and the
workers in the advent of IR4.0. The technology drives or pillars of IR4.0 is
listed and the respondents have to decide the relevancy of each elements in

their line of duty.
Section 4: Related Issues

This section is exploring the common issues surrounding the industry. The

respondents are asked to suggest ways of overcoming those issues.

The survey duration is estimated to be approximately 15 minutes to include
only questions focusing on key information required and to minimise
respondents’ fatigue that could reduce the accuracy of responses. The
researchers are to follow up and collect the completed questionnaire from the

respondents.

a) Data Collection Strategy

Costing is an important consideration that influences the determination of
sampling size for a primary survey. The population of the industry is large
and will require a significant financial budget if a nationally representative
survey is the primary target. The consultation with related associations

concluded that a nationally representative survey will not be feasible.
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Instead of aiming for a nationally representative sample, our survey aims

to increase participation rates from industries.

There are three approaches for the data collection.

1) Approaching the related associations’ members. The secretariat of

each association has agreed to distribute the questionnaire. Industry
engagements/interviews/visits will be scheduled to seek their
assistance to distribute the online survey to the members of respective

associations.

ii) Assistance from MITI & MIDA may also be required to provide the

institutional support when engaging the selected respondents.

In the case where the response rates are low, face-to-face interviews will

be conducted to complement the online survey.

b) Analyses

The following analyses are expected to be performed for the online survey.

i)

Descriptive analysis of employment profiles and other variables that

are included in the questionnaire.
Analysis of critical occupations identified by the industry

Analysis of future trend of the occupational demand by various skills

category including TVET related occupations.

Analysis of talent gaps between supply and demand according to
NOSS and MQA standards

Analysis of training provided by industries to employees
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3.2.3 Focus Group Discussion

A series of industry engagement based on focus group discussion (FGD) will be
conducted to enable deep-dive discussions on the issues of the industry workforce.
The FGD involves the discussion on the occupational structure, job description,
assessment of curriculum and training programs; accreditation and qualification
based on NOSS and MQA framework; potential workforce challenges; future

outlook and strategic recommendations to be proposed.

a) Data Collection Strategy

Sector experts are engaged by applying various mediums such as
brainstorming, focus group, interview, on-site visit, emails etc. Experts
from the Automotive Sales & Services Sector were identified for further
communication and contact. The details of the experts are in Annex 2; List
of Contributors. Here, group photo as moment share during focus group

discussion session.

Figure 3.2: Committee member in 1% FGD session in Royal Bintang
Seremban, 23 -26 March 2018.
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Figure 3.3: Committee member in 2" FGD session in VIVATeL Hotel
Kuala Lumpur, 20 -23 April 2018.
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Figure 3.4: Committee member in 3 FGD session in LEXIS Port
Dickson, 03 - 05 August 2018.

In the process of gathering the input, brainstorming technique was adopted
and were attended by development panel members who discussed the
different sub-sectors and areas. Facts obtained during the literature review

were also discussed and presented to the development panel members. The
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information gathered was then used as input to the Occupational
Framework of the said sub-sector. Workshops and interviews were
conducted during the development of the Automotive Sales & Services
Sector Occupational Framework. Follow up discussions with the expert
panel members were done in smaller groups to verify the findings of the
Occupational Framework.

b) Analyses

The following analyses are expected to be carried-out for FGD sessions.
i) Review initial findings obtained from the online survey.

i) Assess the potential workforce challenges faced by the overall
industry and any important sub-sectors would be useful (such as

automation level of an industry).

iii) Examine the demand and supply of talent in the Automotive Sales

& Services sector according to NOSS and MQA standards.

Iv) Review the curriculum and training program relevant for the
Automotive Sales & Services workforce occupations in
coordination with accreditation (MQA and JPK) and training
providers, comprising local academic institutions (universities or

colleges), vocational and other training entities.

v) Analysis of future trend of the occupational demand by various

skill categories including TVET related occupations.

3.3 Conclusion

This chapter has elaborated on the methodology used in the study which is through
literature review, online survey and focus group discussion. The results of the
Occupational Structure and Occupational Description development and skills in-
demand identified by focus group and sector surveys are presented in the next
chapter, Chapter 4: Findings.
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CHAPTER 4: FINDINGS

4.1 Introduction

This chapter elaborates the findings from the research works. The findings revolve around
the objectives set for the study namely; to produce Occupational Structure (OS) from data
analysis, interviews, site visits and focus group; to determine job descriptions of each job

title from the OS; and to investigate the competency in demand in the sector.

4.2 Surveys and Questionnaires Analysis

The respondents for the surveys and questionnaires are involving 30 companies, the
designation of the respondents ranging from HR executives to senior managers. The

results of the surveys and questionnaires are presented below:

4.2.1 Section 1: Competency in Demand

This section is exploring the competency that is required by the industry. Another
objective of this section is trying to figure out the skills gap and how to overcome

the gap.

Competency in Demand

English language competency

Competent in using computerized / other...
Strong technical aptitude / manual dexterity
Troubleshooting / problem solving skills
Diagnostic skills

General attitude towards work...
Customer service skills
Product knowledge
Communication skills

Sales and upselling skills
0 2 4 6 8 10 12 14 16 18

High In Demand In Demand Low In Demand ® Not In Demand

Chart 4.1: Competency in demand
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The respondents have explicitly marked the top 5 skills highly demanded by the
employer are troubleshooting / problem solving, diagnostic, product knowledge,

strong technical aptitude and general attitude towards work.

Based on your observation, do you think
the graduates / trainee / apprentice /
current workers possess the skills
required by the industry?

EYES mNO

Chart 4.2: Skills mismatch responses

Only 14% of the respondents agreed that the graduates / trainee / apprentice / current
workers do not have the required skills by the employers. The reasons for that are

shown in the chart below:

What is/are the reason/s for the skills gap?

Modern technology [l

English language [l
Gap between technology and skills |
Attitude (e.g. lack of desire to work) | NNRNRNEINEGNE
Major changes in traditional training and s
new skill requirements

Education / training mismatch | N R EEREREBEEEH

0 2 4 6 8 10 12 14
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Chart 4.3: Reasons for skills gap

The respondents ranked major changes in traditional training and new skill
requirements as the main reason for skills gap and the attitude as the second main

contributing factor.

What is/are solution/s for the skills gap would
you recommend?

Workload management [l
Upgrade trainer qualification
Implement Continuous Professional...
Formal mentoring and/or coaching
Review skills training curriculum

Training / retraining

Review employment policy (e.g. enhance...

o
N
I

6 8 10 12 14 16 18
Chart 4.4: Solutions for skills gap

Majority of the respondents suggested that skills training curriculum must be

revised and suits the current requirements of the industry.
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4.2.2 Section 2: Jobs in Demand

This section is aimed to determine which category of workers that is in shortage

supply or over supply, the category is based on MASCO such as skilled workers,
semi-skilled workers and low skilled workers.

Table 4.1: Skill Category based on MASCO Description

Category of Skills Description

Managers, Professionals, Technicians and
Skilled Workers

Associate Professionals

Clerical Support, Service and Sales, Craft and
Semi-Skilled Workers related Trades Workers and Plant and
Machine Operators and Assemblers

Low Skilled Workers Elementary Workers

Jobs in Demand for Sale of motor vehicles

Low Skilled Workers

Semi-Skilled Workers

Skilled Workers

0 2 4 6 8 10 12 14 16

No Shortage M Low Shortage ® Mid Shortage M High Shortage

Chart 4.5: Jobs in demand for group 451




Jobs in Demand for Maintenance and repair of motor
vehicles

Low Skilled Workers

Skilled Workers

o
N

4 6 8 10 12 14

" No Shortage ™ Low Shortage ™ Mid Shortage W High Shortage

Chart 4.6: Jobs in demand for group 452

Jobs in Demand for Sale of motor vehicle parts and
accessories

Low Skilled Workers
Semi-Skilled Workers

Skilled Workers

0 2 4 6 8 10 12 14

 No Shortage  ® Low Shortage M Mid Shortage M High Shortage

Chart 4.7: Jobs in demand for group 453

16
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Jobs in Demand for Sale, maintenance and repair of
motorcycles and related parts and accessories

Low Skilled Workers

Skilled Workers

—_
Semi-Skilled Workers _F

o
N
o
[e)]
(o]
=
o
=
N
=
o
=
o

18

No Shortage  ® Low Shortage ™ Mid Shortage M High Shortage

Chart 4.8: Jobs in demand for group 454

The skilled and semi-skilled workers for all groups are highly in demand as the
current manpower supply is high shortage. Elementary / low skilled workers are
low in demand as there is surplus of foreign workers to fill up the low skilled

workers segmentation.

4.2.3 Section 3: Emerging Skills

This section is trying to determine the readiness of industry players and the workers
in the advent of IR4.0. The technology drives or pillars of IR4.0 is listed and the
respondents have to decide the relevancy of each elements in their line of duty.
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Do you think Industry Revolution 4.0
(Digitalisation) (IR4.0) would give an impact to
the economic activities of wholesale and retail

trade and repair of motor vehicles and
motorcycles?

= YES = NO = NOT SURE

Chart 4.9: Impact of IR4.0 to the industry

82% of the respondents agreed that IR4.0 would give an impact to this sector. The
respondents agreed that all the 9 technology pillars would affect the work of repair
and installation of machinery & equipment especially for Level 4 and above as

shown in Chart 4.8 below.

Listed below are the nine (9) technology drives/pillars of
IR 4.0. Which job area is likely to be affected by these 9
technology drives/pillars of IR 4.0?

Simulation

Augmented Reality
Cybersecurity

System Integration
Additive Manufacturing (3D Printing)
Internet of Things (loT)

Cloud Computing
Big Data Analytics

Autonomous Robots

o
€]

10 15 20 25 30 35 40 45 50

M Sale of motor vehicles
B Maintenance and repair of motor vehicles
M Sale of motor vehicle parts and accessories

Sale, maintenance and repair of motorcycles and related parts and accessories

Chart 4.10: The 9 technology drives in relation to the four groups of job area
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Table 4.2: The description of important prerequisite and skills for workforce in the

age of IR4.0 published in Skill Development for Industry 4.0 Whitepaper by Roland
Berger GMBH in 2016

ABILITY

PREREQUISI K';(ZVQ"C;E?G TO WORK TLEEHQ:/SA PERSONAL
TE & SKILLS ICT WITH HOW SKILLS
DATA
= Basic = Ability to = Inter- = Adaptability
Information process and disciplinary & ability to
Technology analyze data | & generic change
knowledge and knowledge | =Decision
= Ability to use | information about making
and interact obtained technology | =Working in
with from = Specialized team
computers machines knowledge | =Communicati
and smart = Understandi about on skills
machines like | ng visual manufacturi | =Mindset
robots, tablets | data output ng change for
DETAILS etc. & making activities lifelong
= Understandin decisions and learning
g machineto | =Basic processes in
machine statistical place
communicatio | knowledge | =Technical
n, IT security know-how
& data of machines
protection to carry
out
maintenance
related
activities
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Required Skills for IR4.0 for Sale of Motor Vehicles
PERSONAL SKILLS
TECHNICAL KNOW-HOW

ABILITY TO WORK WITH DATA

KNOWLEDGE ABOUT ICT

o

5 10 15 20

E Not In Demand ®Low In Demand ®InDemand ™ High In Demand

Chart 4.11: Required skills for IR4.0 for group 451

Required Skills for IR4.0 for Maintenance
and Repair of Motor Vehicles

PERSONAL skiLLs
TeCHNICAL know-How I S
AsiLITY To WorRK WiTH DATA [N

KNOWLEDGE ABOUT IT |

0 5 10 15 20

E Not InDemand ®MLow InDemand ®InDemand & High In Demand

Chart 4.12: Required skills for IR4.0 for group 452
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Required Skills for IR4.0 for Sale of Motor
Vehicle Parts and Accessories

peRsoNAL skiLLs |
recHNICAL know-How [
ABILITY To WORK WiTH DATA - I
knowLepae AsouT T

0 5 10 15 20 25

H Not In Demand ®Low InDemand ®InDemand ™ High In Demand

Chart 4.13: Required skills for IR4.0 for group 453

Required Skills for IR4.0 for Sale,
Maintenance and Repair of Motorcycles and
Related Parts and Accessories

PERSONAL sKILLS [
TECHNICALKNOW-HOW | e
ABILITY TO WORK WITH DATA [
KNOWLEDGE ABOUT ICT e

0 5 10 15 20 25

H Not In Demand ®Low InDemand ®InDemand  ® High In Demand

Chart 4.14: Required skills for IR4.0 for group 454

In order to survive in the era of IR4.0, the respondents unanimously ranked personal
skills and technical know how as the most important required skills for IR4.0.
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4.2.4 Section 4: Related Issues

This section is exploring the common issues surrounding the industry. The

respondents ranked the most relevant issues for the industry.

What is/are the key issue/s related to wholesale and retail
trade and repair of motor vehicles and motorcycles
industry?

Fast Technological changes NN
Low Labour costs (sub-contractors) I
High Labour costs (wages) I
Strong government policy/regulation I
Stable economic conditions I
High Maintaining profitability I
Quality inconsistency (product & services) I
Underpayment of wages lead to high turn over I
High dependency on foreign labour IEEEEEE—————————
Low skilled and low performance workforce IEEEEEEENE—
Insufficient manpower I

M Sale of motor vehicles
B Maintenance and repair of motor vehicles
M Sale of motor vehicle parts and accessories

Sale, maintenance and repair of motorcycles and related parts and accessories

Chart 4.15: List of key issues related to the industry

45

The respondents believe that stable economic condition would be catalytic and

could contribute the growth of this sector.
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4.3 OCCUPATIONAL STRUCTURE (OS)

Table 4.3: Group 451 Occupational Structure (1 of 1)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (451) SALE OF MOTOR VEHICLES
AREA Vehicle Marketing LBOUE IRETEE[ Vehicle Sales Dealer Development
Management
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Head of Marketing ** Head of Sales ** Head of Sales ** Head of Dealer
Development**
LEVEL 5 Marketing Manager * Customer Service Manager* Vehicle Sales Manager Dealﬁ/rlalzz\éeelriament
: N . .
LEVEL 4 Marketing Executive Customer Service Executive® Vehicle Salesf Advisor Dealer Dev_elopment
Executive Executive**
LEVEL 3 Marketing Assistant Customer Service Assistant Senior Vehicle Sales Advisor No Level
LEVEL 2 No Level No Level Vehicle Sales Advisor No Level
LEVEL 1 No Level No Level No Level No Level

Note: *Critical Job Titles
**Jobs relevant to IR 4.0
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Table 4.4: Group 452 Occupational Structure (1 of 4)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES
Repair/ Maintenance |  Energy Efficiency : Transmission Repair/ Maintenance
AREA (Light / Heavy) Vehicle - Hybrid UEERIEE) S EfEo (Reconditioning) Service Advisor
LEVEL 8 Not Available Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available Not Available
LEVEL 6 Head of After Sales** | Head of After Sales** | Head of After Sales** | Head of After Sales** | Head of After Sales**
LEVEL 5 Workshop Manager* Tec&n;ﬁggsrlﬁport Workshop Manager* Service Manager* Workshop Manager
Workshop Executive / Diagnostic Technical Support Transmission : _—
LEVEL 4 Supervisor * Technician** Executive** Specialist** Service Executive
Team Leader / Team Leader / Service Advisor /
LEVEL 3 Diagnostic No Level No Level Diagnostic Customer Service
Technician* Technician* Consultant*
LEVEL 2 Technician I1* No Level No Level Technician 11* Service Receptionist*
LEVEL 1 Technician I* No Level No Level No Level Technician I*
Note: *Critical Job Titles

**Jobs relevant to IR 4.0
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Table 4.5: Group 452 Occupational Structure (2 of 4)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES
Body Repair (Light / . . Body & Paint (B&P)

AREA Heavy) Paint Repair [ Warranty
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Head of After Sales** Head of After Sales** Head of After Sales** Head of After Sales**
LEVEL 5 Workshop Manager Workshop Manager* Workshop Manager* Warranty Manager*
LEVEL 4 Workshop Executive Workshop Executive B&P Workshop E>§?cutlve / Warranty Executive*

Supervisor
LEVEL 3 Supervisor / Team Leader* Supervisor / Team Leader* B&P Estimator* Warranty Administrator*
LEVEL 2 Panel Beater 11* Spray Painter 11* Spray Painter I1* No Level
LEVEL 1 No Level Panel Beater I* Spray Painter I* No Level

Note: *Critical Job Titles
**Jobs relevant to IR 4.0
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Table 4.6: Group 452 Occupational Structure (3 of 4)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES

GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES

NS A GETEE Washing/ Polishing/
AREA HVAC Balancing (WAB) + Steering/ g/ o g Seat Repair
. Grooming
Suspension
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Not Available Not Available Not Available Not Available
LEVEL S Not Available Not Available Not Available Not Available
LEVEL 4 Not Available Not Available Not Available Not Available
Supervisor / Supervisor / Supervisor / *

LEVEL 3 Team Leader* Team Leader* Team Leader Upholstery Craftsman
LEVEL 2 Technician* Technician 11* Detailer No Level
LEVEL 1 No Level Technician I* Washer No Level

Note: *Critical Job Titles
**Jobs relevant to IR 4.0
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Table 4.7: Group 452 Occupational Structure (4 of 4)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES
Energy Efficiency Vehicle - . .
AREA ACCESSOries Compress Natural Gas Remanufacturing Parts & Vehicle Parts &.Component
Component Salvaging
(CNG)
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Not Available Not Available Not Available Not Available
LEVEL5 Not Available Not Available Technologist Senior Manager Vehicle
Dismantler
LEVEL 4 Not Available Not Available Assistant Technologist Senior E>_<ecut|ve Vehicle
Dismantler
Supervisor / - Supervisor / . . .
LEVEL 3 Team Leader CNG Installer Team Leader* Senior Vehicle Dismantler*
LEVEL 2 Accessories Technician No Level Remanufactulr I'Qg Technician Vehicle Dismantler*
LEVEL 1 No Level No Level RemanufacturITg Technician No Level

Note: *Critical Job Titles
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Table 4.8: Group 453 Occupational Structure (1 of 1)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES

DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (453) SALE OF MOTOR VEHICLE PARTS AND ACCESSORIES
AREA Wholesale and Retail Sales

LEVEL 8 Not Available

LEVEL 7 Not Available

LEVEL 6 Head of Parts & Accessories After-Sales

LEVEL 5 Parts & Accessories Sales Manager

LEVEL 4 Parts & Accessories Sales Executive

LEVEL 3 Parts & Accessories Sales Representative

LEVEL 2 Parts & Accessories Assistant

LEVEL 1 No Level
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Table 4.9: Group 454 Occupational Structure (1 of 1)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (454) SALE, MAINTENANCE AND REPAIR OF MOTORCYCLES AND RELATED PARTS AND ACCESSORIES
AREA Sale & Marketing Motorcycle Sale Motorcycle Parts & Accessories Repair & Maintenance of Motorcycle
LEVEL 8 Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available
LEVEL 6 Not Available Not Available Not Available
LEVEL 5 Not Available Not Available Not Available
LEVEL 4 Sales Executive* Spare Part Executive Workshop Executive*
LEVEL 3 Motorcycle Senior Sales Advisor* Spare Parts Senior Sales Advisor Motorcycle Senior Mechanic*
LEVEL 2 Motorcycle Sales Advisor* Spare Parts Sales Advisor Motorcycle Mechanic*
LEVEL 1 Motorcycle Sales Clerk Spare Parts General Worker Motorcycle Junior Mechanic

Note: *Critical Job Titles
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Table 4.10: Summary of Job Titles

Level Total
No Job Area Identified
. z i R < ! . Job Titles
451 SALE OF MOTOR VEHICLES

1 Vehicle Marketing NL |NL |1 1 1 1 NA | NA 4

2 Customer Relationship Management NL |NL |1 1 1 1 NA | NA 4

3 Vehicle Sales NL |1 1 1 1 1 NA | NA 5

4 Dealer Development NL |NL |NL |1 1 1 NA | NA 3

452 MAINTENANCE AND REPAIR OF MOTOR VEHICLES

1 Repair/ Maintenance (Light / Heavy) 1 1 1 1 1 1 NA | NA 6

2 Energy Efficiency Vehicle - Hybrid NL |NL|NL |1 1 1 NA | NA 3

3 Technical Support NL |NL|NL |1 1 1 NA | NA 3
4 Transmission (Reconditioning) NL |1 1 1 1 1 NA | NA 5

5 Repair/ Maintenance Service Advisor 1 1 1 1 1 1 NA | NA 6

6 Body Repair (Light / Heavy) NL |1 1 1 1 1 NA | NA 5

7 Paint Repair 1 1 1 1 1 1 NA | NA 6

8 Body and Paint (B&P) Estimator 1 1 1 1 1 1 NA | NA 6

9 Warranty NL |[NL |1 1 1 1 NA | NA 4
10 | HAVC NL |1 1 NA | NA | NA | NA | NA 2
11 | Wheel, Alignment & Balancing (WAB) + Steering/ Suspension 1 1 1 NA | NA | NA | NA | NA 3
12 | Washing/ Polishing/ Grooming 1 1 1 NA | NA | NA | NA | NA 3
13 | Seat repair NL |NL |1 NA | NA | NA | NA | NA 1
14 | Accessories NL |1 1 NA | NA | NA | NA | NA 2
15 | Energy Efficiency Vehicle — Compress Natural Gas (CNG) NL |NL |1 NA | NA | NA | NA | NA 1
16 Remanufacturing Parts & Component 1 1 1 1 1 NA | NA | NA 5
17 | Vehicle Parts & Component Salvaging NL |1 1 1 1 NA | NA | NA 4
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Level Total
No Job Area Identified
. z i R e Job Titles
453 SALE OF MOTOR VEHICLE PARTS AND ACCESSORIES
1 | Wholesale and Retail Sales INL |1 [1 1 [1 |1 |NA|NA | 5
454 SALE, MAINTENANCE AND REPAIR OF MOTORCYCLES AND RELATED PARTS AND ACCESSORIES
1 Sales and Marketing Motorcycle 1 1 1 1 NA | NA | NA | NA 4
2 Sales of Motorcycle Parts and Accessories 1 1 1 1 NA | NA | NA | NA 4
3 Repair and Maintenance of Motorcycle 1 1 1 1 NA | NA | NA | NA 4
Grand Total of Identified Job Titles 98

NA — Not Available
NL- No Level
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4.4 Table of Job Responsibilities VS NOSS Level (Area Description)

Division: G-45 Wholesale and Retail Trade and Repair of Motor Vehicles and Motorcycles
Group: 451 - Sale of Motor Vehicles

Table 4.11: List of Responsibilities for Group 451 according to NOSS Levelling (1 of 3)

1) Manage overall marketing, promotion
activities, event, product launches and road
show.

2) Manage overall marketing manpower
planning, development, staff performance
and requirement

3) Manage overall budget

4) Build strong relationship with
external/internal  parties  (customers;
consultant; agencies).

5) Manage team & plan improvement to
achieve business and operation target.

6) Manage HR matter & security procedure

7) Liaison upper management / director

8) Prepare management report, proposal

1) Determine annual unit and gross-profit
plans by implementing  marketing
strategies; analyzing trends and results.

2) Establish sales objectives by forecasting
and developing annual sales quotas for
regions and territories; projecting expected
sales volume and profit for existing and
new products.

3) Implement national sales programs by
developing field sales action plans.

4) Maintain sales volume, product mix, and
selling price by keeping current with
supply and demand, changing trends,
economic indicators, and competitors.

AREA Vehicle Marketing Customer Relationship Management Vehicle Sales
Level 8 . . i

Not Available Not Available Not Available
Level 7 Not Available Not Available Not Available
Level 6 | Head of Marketing Head of Sales Head of Sales

1) Determine annual unit and gross-profit
plans by implementing  marketing
strategies; analyzing trends and results.

2) Establish sales objectives by forecasting
and developing annual sales quotas for
regions and territories; projecting expected
sales volume and profit for existing and
new products.

3) Implement national sales programs by
developing field sales action plans.

4) Maintain sales volume, product mix, and
selling price by keeping current with
supply and demand, changing trends,
economic indicators, and competitors.
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AREA

Vehicle Marketing

Customer Relationship Management

Vehicle Sales

9) Drive and steer key projects/initiative for
business growth

10) Implement business improvement to
achieve customer satisfaction

5) Establish and adjusts selling prices by
monitoring costs, competition, and supply
and demand.

6) Complete national sales operational
requirements by scheduling and assigning
employees; following up on work results.

7) Maintain national sales staff by recruiting,
selecting,  orienting, and training
employees.

8) Maintain national sales staff job results by
counselling and disciplining employees;
planning, monitoring, and appraising job
results.

9) Contribute to team effort by accomplishing
related results as needed.

5) Establish and adjusts selling prices by
monitoring costs, competition, and supply
and demand.

6) Complete national sales operational
requirements by scheduling and assigning
employees; following up on work results.

7) Maintain national sales staff by recruiting,
selecting,  orienting, and training
employees.

8) Maintain national sales staff job results by
counselling and disciplining employees;
planning, monitoring, and appraising job
results.

9) Contribute to team effort by accomplishing
related results as needed.

Level 5

Marketing Manager

1) Manage and coordinate all marketing,
advertising and promotional staff and
activities

2) Conduct market research to determine
market requirements for existing and
future products

3) Analysis of customer research, current
market  conditions and  competitor
information

4) Develop and implement marketing plans
and projects for new and existing products

Customer Service Manager

1) Build collaborative relationships with all
marketing teams to gain a great
understanding of customer base through
insight, segmentation and data analysis

2) Manage of data and CRM agency,
resolving any issues that arise during the
implementation of CRM campaigns

3) Analysis and reporting on campaigns

effectiveness in  terms of traffic,
acquisition, conversion, retention and
revenue

Vehicle Sales Manager

1) Recruit, hire, train, and oversee a team of
automotive salespeople

2) Coach salespeople on best practices for
closing more vehicle deals and provide
advice and guidance to improve sales
performance

3) Oversee all activities occurring in the
vehicle showroom

4) Set sales goals, track progress, and lead
team to achieve and exceed those quotas
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AREA

Vehicle Marketing

Customer Relationship Management

Vehicle Sales

5) Expand and develop marketing platforms
including social media platforms

6) Manage the productivity of the marketing
plans and projects

7) Monitor, review and report
marketing activity and results

8) Determine and manage the marketing
budget

9) Deliver marketing activity within agreed
budget

10) Report on return on investment and key
performance metrics

11) Develop pricing strategy

12) Create marketing presentations

13) Liaise with media and advertising

14) Collaborate with the sales function

15) Monitor industry best practices

on all

4) Identify areas for improvement and
making recommendations

5) Work closely with the Head of eCommerce
to manage the CRM budget

5) Forecast sales for upcoming months and
quarters and compile the necessary reports
for dealership management to review

6) Step in to answer customer questions and
issues when required

7) Coordinate and lead all regular sales
meetings with the sales staff

8) Develop and manage a CRM platform to
retain customers and seek out new
prospective sales

9) Maintain a strong focus on satisfaction of
all customers

Level 4

Marketing Executive

1) Liaise and networking with a range of

stakeholders including  dealerships,
marketing colleagues, suppliers and
manufacturers

2) Develop a thorough understanding of the
manufacturer brands to maximise their
potential

3) Develop a digital marketing plan for
franchise brands and post campaign
analysis

Customer Service Executive

1) Plan and delivering CRM strategies across
the organisation with a view to retaining
existing customers, increasing brand
loyalty and expanding the company brand.

2) Decide on a final CRM structure and
architecture that will work seamlessly
across the business and capture crucial
information along the sales funnel.

Vehicle Sales Advisor Executive

1) Organise sales visits

2) Demonstrate and presenting products

3) Establish new business

4) Maintain accurate records

5) Attend trade exhibitions, conferences and
meetings

6) Review sales performance

7) Negotiate contracts and packages

8) Aim to achieve monthly or annual targets
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AREA

Vehicle Marketing

Customer Relationship Management

Vehicle Sales

4) Act as highly informed internal customer
for marketing services, including, website
management, including the updating new
quarter offers, social media and market
research (develop customer insight and
understand competition)

5) Build good networks with all internal
marketing resources: design team, data
team, CRM manager, event & PR manager
to design and deliver consistent and
cohesive digital content across all channels
within budgets agreed

6) Manage the production of
marketing materials,
Media channels

7) Liaise with data team to maintain and
update the customer database as a
marketing asset

digital
including Social

3) Make sure the customer database is
correctly segmented for targeted marketing
activities.

4) Collaborate with other departments ensure
the CRM strategy works well for every
aspect of the business.

5) Develop of testing strategies to guarantee
the most efficient approach for the
organisation and its customers.

6) Come up with creative ideas, preparing
proposals, overseeing the production
process & execution and reporting the
results to the relevant people

Level 3

Marketing Assistant

1) Compile and distributing financial and
statistical information such as budget
spreadsheets

2) Analyse questionnaires

3) Write reports, company brochures and
similar documents

Customer Service Assistant

1) Arrange services for customers

2) Stock shelves

3) Provide information about a product or
service

4) Make sales

5) Make referrals to other members of the
team

6) Handle enquiries (by telephone or email)

Senior Vehicle Sales Advisor

1) Sell and promote the sale of all new
vehicles in line with all aspects of
dealership and manufacturer trading
policies

2) Create and maintain a positive customer-
friendly sales environment whilst taking
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AREA

Vehicle Marketing

Customer Relationship Management

Vehicle Sales

4)

5)
6)
7)

Organise and hosting presentations and
customer visits

Assist with promotional activities
Visit customers/external agencies

Help to organise market research

7) Take payments or issuing refunds
8) Tidy up at the end of a shift

9) Input data

10) Solve problems

11) Perform administrative duties

3) Responsible  for  the day-to-day
maintenance and presentation of the
showroom

4) Prepare to receive and process new
customer enquiries (via telephone, walk-in
and email)

5) Guide and inform the customer whilst
being able to give a competent and
enthusiastic presentation of all of the
vehicles within the product range

6) Achieve both new and used vehicle sales
targets along with secondary accessory and
financial services targets

7) Achieve a high level of customer
satisfaction as reported in the monthly
customer satisfaction analysis

8) Ensure company processes are followed to
improve Customer Satisfaction and
retention

Level 2

No Level

No Level

Vehicle Sales Advisor

1) Develop buyers by maintaining rapport
with previous customers; suggesting trade-
ins; meeting prospects at community
activities; greeting drop-ins; responding to
inquiries; recommending sales campaigns
and promotions.
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AREA

Vehicle Marketing

Customer Relationship Management

Vehicle Sales

2)

3)

4)

5)

6)

7)

Qualify buyers by understanding buyer's
requirements and interests; matching
requirements and interests to various
models; building rapport.

Demonstrate automobiles by explaining
characteristics, capabilities, and features;
taking drives; explaining warranties and
Services.

Close sales by overcoming objections;
asking for sales; negotiating price;
completing sales or purchase contracts;
explaining provisions; explaining and
offering  warranties,  services, and
financing; collects payment; delivers
automobile.

Provide sales management information by
completing reports.

Update job knowledge by participating in
educational opportunities; reading
professional publications.

Enhance  dealership  reputation by
accepting ownership for accomplishing
new and different requests; exploring
opportunities to add value to job
accomplishments

Level 1

No Level

No Level

No Level
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Table 4.12: List of Responsibilities for Group 451 according to NOSS Levelling (2 of 2)

AREA Dealer Development
Level 8 Not Available
Level 7 Not Available
Level 6 | Head of Dealership
1) Lead, develop and execute the overall business development strategy for Partner Relations team with large and strategic dealer groups,
dealerships and OEMs based on the business needs and market trends, to achieve established business objectives.
2) Cultivate and enhance dealer and automotive manufacturer (OEM) client relationships.
3) Identify and evaluate areas where can provide solutions to help these partners achieve their sales objectives.
4) Formulate robust proposals & presentations using unique data, analysis, and insights to communicate and pursue business development
opportunities.
5) Be the internal voice for and champion the needs of strategic dealer groups and OEMs.
6) Work closely with cross-functional teams to build the tools & features that will optimize as well as expand existing dealer and OEM business.
7) Advise leadership on sales strategy, product strategy, and competitive market analysis.
8) Attend industry conferences /events to increase the company's visibility, engage in ongoing professional development, and stay informed on
industry developments.
Level 5 | Dealer Development Manager

1)

2)
3)
4)
5)
6)
7)
8)
9)

Support the application of programs, budgets, business plans, schedules, strategies and tactics that support field sales personnel, dealer
networks and help the brand meet established goals for sales volume and market share growth

Regularly facilitate and present at both employee/dealer meetings, events and trainings

Analyze assigned geography for potential needs and available territories for dealer development and recruitment

Coordinate dealer recruitment efforts in assign Manage dealer onboarding and on-going training

Facilitate meetings and events centered around preparing company personnel to better support and manage successful dealer networks
Implement brand dealer agreements and sales strategies to meet the business goals of the company

Evaluate current and potential dealer performance to ensure growth

Review customer and dealer analytics and help develop action plans with both dealers and employees to drive budgeted growth

Track competitor tactics and programs and advise brand management

10) Maintain professional internal and external relationships that meet the company’s core values
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AREA

Dealer Development

11) Maintain a high level of customer service and professionalism

Level 4

Dealer Development Executive

1)

2)
3)
4)
5)
6)
7)
8)
9)

Support the application of programs, budgets, business plans, schedules, strategies and tactics that support field sales personnel, dealer
networks and help the brand meet established goals for sales volume and market share growth

Regularly facilitate and present at both employee/dealer meetings, events and trainings

Analyze assigned geography for potential needs and available territories for dealer development and recruitment

Coordinate dealer recruitment efforts in assign Manage dealer onboarding and on-going training

Facilitate meetings and events centered around preparing company personnel to better support and manage successful dealer networks
Implement brand dealer agreements and sales strategies to meet the business goals of the company

Evaluate current and potential dealer performance to ensure growth

Review customer and dealer analytics and help develop action plans with both dealers and employees to drive budgeted growth

Track competitor tactics and programs and advise brand management

10) Maintain professional internal and external relationships that meet the company’s core values
11) Maintain a high level of customer service and professionalism

Level 3

No Level

Level 2

No Level

Level 1

No Level
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Division: G-45 Wholesale and Retail Trade and Repair of Motor Vehicles and Motorcycles

Group: 452 - Maintenance and Repair of Motor Vehicles

Table 4.13: List of Responsibilities for Group 452 according to NOSS Levelling (1 of 5)

counselling and disciplining employees;

counselling and disciplining employees;

AREA Repair/ Maintenance (Light / Heavy) Technical Support Transmission (Reconditioning)
Level 8 Not Available Not Available Not Available

Level 7 Not Available Not Available Not Available

Level 6 | Head of After Sales Head of After Sales Head of After Sales

1) Determine annual unit and gross-profit | 1) Determine annual unit and gross-profit | 1) Determine annual unit and gross-profit
plans by implementing  marketing plans by implementing  marketing plans by implementing  marketing
strategies; analyzing trends and results. strategies; analyzing trends and results. strategies; analyzing trends and results.

2) Establish after sales objectives by |2) Establish after sales objectives by |2) Establish after sales objectives by
forecasting and developing annual sales forecasting and developing annual sales forecasting and developing annual sales
quotas for regions and territories; quotas for regions and territories; quotas for regions and territories;
projecting expected sales volume and projecting expected sales volume and projecting expected sales volume and
profit for existing and new products. profit for existing and new products. profit for existing and new products.

3) Establish and adjusts selling prices by | 3) Establish and adjusts selling prices by | 3) Establish and adjusts selling prices by
monitoring costs, competition, and supply monitoring costs, competition, and supply monitoring costs, competition, and supply
and demand. and demand. and demand.

4) Complete national sales operational | 4) Complete national sales operational | 4) Complete national sales operational
requirements by scheduling and assigning requirements by scheduling and assigning requirements by scheduling and assigning
employees; following up on work results. employees; following up on work results. employees; following up on work results.

5) Maintain national sales staff by recruiting, | 5) Maintain national sales staff by recruiting, | 5) Maintain national sales staff by recruiting,
selecting,  orienting, and  training selecting,  orienting, and training selecting,  orienting, and  training
employees. employees. employees.

6) Maintain national sales staff job results by | 6) Maintain national sales staff job results by | 6) Maintain national sales staff job results by

counselling and disciplining employees;
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AREA

Repair/ Maintenance (Light / Heavy)

Technical Support

Transmission (Reconditioning)

planning, monitoring, and appraising job
results.

7) Contribute to team effort by accomplishing
related results as needed.

planning, monitoring, and appraising job
results.

7) Contribute to team effort by accomplishing
related results as needed.

planning, monitoring, and appraising job
results.

7) Contribute to team effort by accomplishing
related results as needed.

Level 5

Workshop Manager

1) Responsible for job allocation and job flow
in the workshop including job scheduling
and labour allocation for day to day

operations.
2) Co-ordinate resources, (operational and
human) schedules and activities to

effectively manage jobs.

3) Ensure supplies are ordered for each job

4) Assist with quoting, project management,
materials purchasing and quality checks.

5) Ensure correct job numbers are used and
that time records are correct.

6) Provide oversight and check job estimates.

7) Manage inward goods, checking
quantities,  dispatching goods and
receipting invoices

8) Regularly report progress on each job and
quickly communicate delays or concerns
with the Director - Operations. Report on
manpower overruns or shortfalls.

9) Act as a technical adviser on key projects
and other areas of the business as
requested.

Technical Support Manager

1) Manage engineers and technicians in the
design, development and implementation
of new methods and procedures for the
technical solution that meets the
requirements of technical improvements
(e.g., performance upgrades)

2) Recommend, establishes business case,
and assists in building acceptance of new
proposed program modifications,
methods, and procedures.

3) Conduct and provide moderately complex
cost/benefit analysis for new proposed
program modifications, methods, and
procedures.

4) Oversee the definition of system
objectives and design specifications in
collaboration with business analyst and/or
project manager.

5) Manage the definition of controls,
conversion procedures and system
implementation plans, which may include
user training and orientation.

Workshop Manager

1) Responsible for job allocation and job flow
in the workshop including job scheduling
and labour allocation for day to day
operations.

2) Co-ordinate resources, (operational and
human) schedules and activities to
effectively manage jobs.

3) Ensure supplies are ordered for each job

4) Assist with quoting, project management,
materials purchasing and quality checks.

5) Ensure correct job numbers are used and
that time records are correct.

6) Provide oversight and check job estimates.

7) Manage inward goods, checking
quantities,  dispatching goods and
receipting invoices

8) Regularly report progress on each job and
quickly communicate delays or concerns
with the Director - Operations. Report on
manpower overruns or shortfalls.

9) Act as a technical adviser on key projects
and other areas of the business as
requested.
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AREA

Repair/ Maintenance (Light / Heavy)

Technical Support

Transmission (Reconditioning)

10) Work with the Director - Operations to

11) Receive and

respond to client’s requests for updates on
the status of their jobs and keep the
communication channels open to ensure
information is accurate.

review feedback from
customers and follow up to ensure
customer satisfaction.

6)

7)

8)

Manage the technical collaboration of
company lines of service, client it,
vendors, and subcontractors.

Represent the company in new technology
planning and is the lead in assessing
emerging technologies.

Assist clients in articulating and defining
their business requirements and assists in
preparing the business case justification
for technical investment decisions.

10) Work with the Director - Operations to

respond to client’s requests for updates on
the status of their jobs and keep the
communication channels open to ensure
information is accurate.

11) involve technical descriptions of products

12) Receive and

and the way they may be used.

review feedback from
customers and follow up to ensure
customer satisfaction.

Level 4

Workshop Executive / Supervisor

1)
2)

3)
4)

5)
6)

7)
8)

9)

Liaise with external suppliers.

Arrange delivery and pick up of spare
parts.

Liaise with regards to client / plant
requirements.

Manage the attendance of field service to
breakdowns and long-term hire sites.
Assess damage on returning machines
Order spare parts using various enterprise
software systems

Provide service reports.

Input work order data onto enterprise
software system, where workshop manager
Coordinate and assist workshop staff.

Technical Support Executive

1)
2)

3)
4)
5)
6)
7)

8)

Assess project requirements

Agree and negotiate project budgets,
timescales and specifications with clients
and managers

Develop and implement test procedures
Build prototypes of components to carry
out tests on

Organise and carry out tests, eg to check
whether engines will work in different
conditions, such as high temperatures
Interpret and analyse results and data
Source vehicle components and selecting
the best materials to use

Provide technical advice and answering
queries from clients

Transmission Specialist

1)

2)

Diagnose and repair vehicles accurately
and within a reasonable time frame and
with a quality of work that exceeds
customer expectations.

Perform advanced removal and
replacement, and diagnostic work
accurately according to daily work orders
as received from any manager including:
emission control systems; throttle body
injection; electrical problems on
computerized vehicles; conditions
between computer, ignition, and
mechanical problems; anti-lock brake
systems; cruise control; all non-
computerized accessories; drivability
problems; on-board computer problems;
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AREA

Repair/ Maintenance (Light / Heavy)

Technical Support

Transmission (Reconditioning)

10) Assessment, auditing and on-going
monitoring of approved plant and
equipment.

11) Manage the maintenance and
processes of plant and equipment.

12) Control and supervision of subcontractors,
suppliers, work and materials delivered.

13) Manage hazard identification, analysis and
control methods

14) Workshop/yard cleanliness, tidiness and
litter management including general
amenities

repair

9) Use specialist computer modelling
software to produce designs

10) Make improvements to vehicles in
response to customer feedback

11) Investigate and solving problems, eg
mechanical failures

12) Write reports and documentation

13) Give presentations

14) Undertake relevant research

import fuel injection; import ignition on
computerized vehicles; auto
transmissions; computerized A/C systems;
and four wheel drive internal components.

3) Train members of the service department
thoroughly in various vehicle maintenance
and repair responsibilities.

4) Assist location managers with daily
operation of the facility through pricing
work orders, requisitioning parts, shop
organization and supervision of other
members of the service department.

5) Knows, understands, and performs all
duties of all Technician roles.

6) Observes and follows all necessary safety
regulations when operating machinery,
equipment and tools.

7) Perform work of other members of the
service department if business
necessitates.

Level 3

Team L eader / Diagnostic Technician

1) Plans, schedules and assigns repair and
maintenance  jobs to  Automotive
Mechanics and Automotive Service
Writers

2) Advises and assists subordinates on major
repair problems and difficult diagnostic
tasks.

Supervisor
PRE-REQUISITE:

Repair/ Maintenance (Light / Heavy)
TECH |
TECH I

Senior Specialist

1) Perform work specified on maintenance
and repair orders with efficiency and in
accordance with dealership

2) Disassemble, diagnose and repair vehicle
transmission

3) Clean and inspection of all parts
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AREA

Repair/ Maintenance (Light / Heavy)

Technical Support

Transmission (Reconditioning)

3) Diagnose, through road tests or otherwise 4) Provide labor and time estimates for

4) Makes repairs, adjustments or replacement additional automotive repairs
of parts and directs other kinds of servicing 5) Explain mechanical diagnoses and
and maintenance work required repairs in a non-technical manner

5) Coordinate all phases of work pertaining to to service advisors and customers
the testing, examination, adjusting, 6) Continuously learn new technical
servicing and repairing of vehicle information and techniques in formal

6) Make minor and major repairs to engines, training sessions in order to stay abreast
chassis and appurtenances of mechanical with rapidly changing technology.
equipment, repairing or replacing worn or 7) Inspect and test new vehicles and
defective parts. recording findings so that necessary

repairs can be made
Level 2 | Technician Il Transmission Technician

1) Identify mechanical problems, often by 1) Repair manual and automatic
using computerized diagnostic equipment transmissions in automobiles, buses,

2) Test parts and systems to ensure that they trucks, and other automotive vehicles
are working properly 2) Raises automotive vehicle, using jacks or

3) Follow checklists to ensure that all critical hoists, and removes transmission, using
parts are examined mechanic’s hand tools.

4) Perform basic care and maintenance, No Level 3) Disassemble transmission unit and
including changing oil, giving tuneups, replaces broken or worn parts, for example
checking fluid levels, and rotating tires bands, gears, seals, and valves.

5) Repair or replace worn parts, such as brake 4) Adjust pumps, bands, and gears as
pads and wheel bearings required, using wrenches.

6) Disassemble and reassemble parts 5) Install repaired transmission and fills it

7) Use testing equipment to ensure that with specified fluid.

repairs and maintenance are effective
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AREA

Repair/ Maintenance (Light / Heavy)

Technical Support

Transmission (Reconditioning)

8) Explain to clients their automotive
problems and the repairs done on their
vehicles

6) Adjust operating linkage and tests
operation on road.

7) Adjust carburettor and may also verify idle
speed of motor, using equipment, for
example tachometer, making required
adjustments.

8) May also specialize in repair of automatic
transmissions and be  designated
Automatic-Transmission Mechanic.

Level 1

Technician |

1) Keep equipment available for use by
inspecting and testing vehicles; completing
preventive maintenance such as, oil
changes, tire rotation and changes, wheel
balancing, replacing filters and brake
inspection & replacement

2) Maintain vehicle functional condition by
listening to  operator  complaints;
conducting inspections; replacing parts and
components

3) Verify vehicle serviceability by conducting
test drives; adjusting controls and systems

4) Maintain vehicle records by recording
service and repairs.

5) Keep shop equipment operating by
following operating instructions;
troubleshooting breakdowns; maintaining

No Level

Transmission Apprentice/ Junior

Technician

1) Keep equipment available for use by
inspecting and testing vehicles; completing
preventive maintenance such as, oil
changes, tire rotation and changes, wheel
balancing, replacing filters and brake
inspection & replacement

2) Maintain vehicle functional condition by
listening to  operator  complaints;
conducting inspections; replacing parts and
components

3) Verify vehicle serviceability by conducting
test drives; adjusting controls and systems

4) Maintain vehicle records by recording
service and repairs.

5) Keep shop equipment operating by
following operating instructions;
troubleshooting breakdowns; maintaining
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AREA

Repair/ Maintenance (Light / Heavy)

Technical Support

Transmission (Reconditioning)

6)

7)

supplies; performing
maintenance; calling for repairs
Update job knowledge by participating in
educational opportunities; reading
technical publications

Accomplish maintenance and organization
mission by completing related results as
needed

preventive

6)

7)

supplies; performing
maintenance; calling for repairs
Update job knowledge by participating in
educational opportunities; reading
technical publications

Accomplish maintenance and organization
mission by completing related results as
needed.

preventive
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Table 4.14: List of Responsibilities for Group 452 according to NOSS Levelling (2 of 5)

AREA

Repair/ Maintenance Service Advisor Body Repair (Light / Heavy) Paint Repair
Level 8 Not Available Not Available Not Available
Level 7 . . i
Not Available Not Available Not Available
Level 6 | Head of After Sales Head of After Sales Head of After Sales

1) Determine annual unit and gross-profit | 1) Determine annual unit and gross-profit | 1) Determine annual unit and gross-profit
plans by implementing  marketing plans by implementing  marketing plans by implementing marketing
strategies; analyzing trends and results. strategies; analyzing trends and results. strategies; analyzing trends and results.

2) Establish after sales objectives by |2) Establish after sales objectives by |2) Establish after sales objectives by
forecasting and developing annual sales forecasting and developing annual sales forecasting and developing annual sales
quotas for regions and territories; quotas for regions and territories; quotas for regions and territories;
projecting expected sales volume and projecting expected sales volume and projecting expected sales volume and
profit for existing and new products. profit for existing and new products. profit for existing and new products.

3) Establish and adjusts selling prices by | 3) Establish and adjusts selling prices by | 3) Establish and adjusts selling prices by
monitoring costs, competition, and supply monitoring costs, competition, and supply monitoring costs, competition, and supply
and demand. and demand. and demand.

4) Complete national sales operational | 4) Complete national sales operational | 4) Complete national sales operational
requirements by scheduling and assigning requirements by scheduling and assigning requirements by scheduling and assigning
employees; following up on work results. employees; following up on work results. employees; following up on work results.

5) Maintain national sales staff by recruiting, | 5) Maintain national sales staff by recruiting, | 5) Maintain national sales staff by recruiting,
selecting,  orienting, and training selecting,  orienting, and training selecting,  orienting, and training
employees. employees. employees.

6) Maintain national sales staff job results by | 6) Maintain national sales staff job results by | 6) Maintain national sales staff job results by

counselling and disciplining employees;
planning, monitoring, and appraising job
results.

counselling and disciplining employees;
planning, monitoring, and appraising job
results.

counselling and disciplining employees;
planning, monitoring, and appraising job
results.
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AREA

Repair/ Maintenance Service Advisor

Body Repair (Light / Heavy)

Paint Repair

7) Contribute to team effort by accomplishing
related results as needed.

7) Contribute to team effort by accomplishing
related results as needed.

7) Contribute to team effort by accomplishing
related results as needed.

Level 5

Service Manager

1) Hire and supervise all service department
personnel, as well as monitoring their
performance in servicing customers

2) Create goals and objectives for the
department, which includes an annual
operating budget and a marketing plan to
promote new and repeat business

3) Provide training on administrative policies
and procedures for all department
personnel. Encouraging technicians to
keep their skills up-to-date through
periodic technical training on new systems
and components offered by the
automotive manufacturers

4) Keep up-to-date on manufacturer
warranty and policy procedures while
serving as a liaison with the factory
representatives

5) Maintain the highest Customer Service
Index (CSI) rating from customers by
handling customer complaints
immediately and according to dealership

policy.

Workshop Manager

1) Responsible for job allocation and job flow
in the workshop including job scheduling
and labour allocation for day to day
operations.

2) Co-ordinate resources, (operational and
human) schedules and activities to
effectively manage jobs.

3) Ensure supplies are ordered for each job

4) Assist with quoting, project management,
materials purchasing and quality checks.

5) Ensure correct job numbers are used and
that time records are correct.

6) Provide oversight and check job estimates.

7) Manage inward goods, checking
quantities,  dispatching goods and
receipting invoices

8) Regularly report progress on each job and
quickly communicate delays or concerns
with the Director - Operations. Report on
manpower overruns or shortfalls.

9) Act as a technical adviser on key projects
and other areas of the business as
requested.

Workshop Manager

1) Responsible for job allocation and job flow
in the workshop including job scheduling
and labour allocation for day to day
operations.

2) Co-ordinate resources, (operational and
human) schedules and activities to
effectively manage jobs.

3) Ensure supplies are ordered for each job

4) Assist with quoting, project management,
materials purchasing and quality checks.

5) Ensure correct job numbers are used and
that time records are correct.

6) Provide oversight and check job estimates.

7) Manage inward goods, checking
quantities,  dispatching goods and
receipting invoices

8) Regularly report progress on each job and
quickly communicate delays or concerns
with the Director - Operations. Report on
manpower overruns or shortfalls.

9) Act as a technical adviser on key projects
and other areas of the business as
requested.
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AREA

Repair/ Maintenance Service Advisor

Body Repair (Light / Heavy)

Paint Repair

10) Work with the Director - Operations to
respond to client’s requests for updates on
the status of their jobs and keep the
communication channels open to ensure
information is accurate.

11) Involve technical descriptions of products
and the way they may be used.

12) Receive and review feedback from
customers and follow up to ensure
customer satisfaction.

10) Work with the Director - Operations to
respond to client’s requests for updates on
the status of their jobs and keep the
communication channels open to ensure
information is accurate.

11) Involve technical descriptions of products
and the way they may be used.

12) Receive and review feedback from
customers and follow up to ensure
customer satisfaction.

Level 4

Service Executive

1) Responsible for leading the service
operations and service employees under
limited supervision by the Service
Manager.

2) Training service employees to operate at
optimal efficiency.

3) Ensure that employees are being managed
on a daily basis; ensure that there are
weekly meetings with direct reports, and
the meetings will cover issues,
productivity, safety, training, and other
pertinent topics

4) ldentify and provide solution for issues to
avoid escalation.

Workshop Executive

1) Liaise with external suppliers.

2) Arrange delivery and pick up of spare
parts.

3) Liaise with regards to client / plant
requirements.

4) Manage the attendance of field service to
breakdowns and long-term hire sites.

5) Assess damage on returning machines

6) Order spare parts using various enterprise
software systems

7) Provide service reports.

8) Input work order data onto enterprise
software system, where workshop manager

9) Coordinate and assist workshop staff.

Workshop Executive

1) Liaise with external suppliers.

2) Arrange delivery and pick up of spare
parts.

3) Liaise with regards to client / plant
requirements.

4) Manage the attendance of field service to
breakdowns and long-term hire sites.

5) Assess damage on returning machines

6) Order spare parts using various enterprise
software systems

7) Provide service reports.

8) Input work order data onto enterprise
software system, where workshop manager

9) Coordinate and assist workshop staff.
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AREA

Repair/ Maintenance Service Advisor Body Repair (Light / Heavy) Paint Repair

5) Ability to prioritize and delegate tasks in | 10) Assessment, auditing and on-going | 10) Assessment, auditing and on-going
order to manage a high-volume service monitoring of approved plant and monitoring of approved plant and
department. equipment. equipment.

6) Cultivate employee tenure through 11) Manage the maintenance and repair | 11) Manage the maintenance and repair

recognition, personal development, and
high morale

7) Ensure Service division is running
smoothly and working in conjunction with
Parts and Sales.

8) Maintain accurate monthly, quarterly, and
year-end reports.

9) Managing hazard identification, analysis
and control methods

10) Workshop/yard cleanliness, tidiness and
litter management including general
amenities.

processes of plant and equipment.
12) Control and supervision of subcontractors,
suppliers, work and materials delivered.
13) Manage hazard identification, analysis and
control methods

14) Maintain workshop / yard cleanliness,
tidiness and litter management including
general amenities

processes of plant and equipment.
12) Control and supervision of subcontractors,
suppliers, work and materials delivered.
13) Manage hazard identification, analysis and
control methods

14) Maintain workshop / yard cleanliness,
tidiness and litter management including
general amenities

Level 3

Service Advisor / Customer Service

Supervisor / Team Leader

Consultant

1) Greet customers and scheduling service
appointments

2) Catalogue customers concerns and
comments

3) Write service orders and descriptions of
problems and repairs

4) Translate customers’ repair problems into
standard repair terminology

5) Explain repairs to customers

1) Plan, schedule and assign repair and
maintenance  jobs to  Automotive
Mechanics and Automotive Service
Writers

2) Advise and assist subordinates on major
repair problems and difficult diagnostic
tasks.

3) Diagnose, through road tests or otherwise

Supervisor / Team Leader

1) Plan, schedule and assign repair and
maintenance  jobs to  Automotive
Mechanics and Automotive Service
Writers

2) Advise and assist subordinates on major
repair problems and difficult diagnostic
tasks.

3) Diagnose, through road tests or otherwise
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AREA

Repair/ Maintenance Service Advisor

Body Repair (Light / Heavy)

Paint Repair

6) Test-driving vehicles to confirm service
repairs

7) Estimate the cost and time needed for
repairs

8) Handle customer complaints

4) Make repairs, adjustments or replacement
of parts and directs other kinds of servicing
and maintenance work

5) Coordinate all phases of work pertaining to
the testing, examination, adjusting,
servicing and repairing of vehicle

6) Make minor and major repairs to engines,
chassis and appurtenances of mechanical
equipment, repairing or replacing worn or
defective parts.

4) Make repairs, adjustments or replacement
of parts and directs other kinds of servicing
and maintenance work

5) Coordinate all phases of work pertaining to
the testing, examination, adjusting,
servicing and repairing of vehicle

6) Make minor and major repairs to engines,
chassis and appurtenances of mechanical
equipment, repairing or replacing worn or
defective parts.

Level 2

Service Receptionist

1) Be the front line in customer relations:
welcome clients in a prompt, courteous &
professional manner, communicate with
clients to determine the nature of their
vehicle’s needs.

2) Obtain client background & contact
information, schedule service
appointment, service order as well as
vehicle data.

3) Propose & execute solutions using the
most efficient & effective methods that
represent the best value for the client.
Remembering that value is represented in
customer service.

Panel Beater Il

1) Repair, align and install vehicle body
components;

2) Straighten dents and align body structure
and chassis;

3) Perform spot weld of body components;

4) Perform welding and cutting works using
Tungsten Inert Gas (T1G)/Metal Inert Gas
(MIG);

5) Adhere to company's Standard Operating
Procedure (SOP);

6) Handle customer's requests;

7) Prepare technical reports.

Spray Painter 11

1) Perform repair work on defective areas;

2) Perform primer coating process;

3) Perform moist sanding process;

4) Perform colour matching process;

5) Perform primer spraying process;

6) Perform colour spraying on complete
vehicles;

7) Perform oven preparations;

8) Handle customer's requests;

9) Prepare technical reports.
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AREA

Repair/ Maintenance Service Advisor

Body Repair (Light / Heavy)

Paint Repair

4) Follow process documentation and all
other forms & checklists to maintain
accurate records for our clients.
5) Track progress of each repair order during
the day, contact clients regarding changes
to the estimate or time promised.
6) Review & respond promptly to emails,
voice messages & calls keeping accurate
records in order to follow-up with clients
in a timely manner. Communicate
effectively with team members, vendors
& other stakeholders in order to
understand & satisfy the client’s needs.
7) Follow up with clients re: repairs,
outstanding estimates, scheduled repairs.
Technician | Panel Beater |
1) Keep equipment available for use by 1) Perform daily inspection to ensure the
inspecting and testing vehicles; completing safety features of the equipment are
preventive maintenance such as, oil functional;
changes, tire rotation and changes, wheel 2) Remove, rectify and re-install vehicle
balancing, replacing filters and brake body components;

Level 1 inspection & replacement No Level 3) Remove and re-install wire harness, roof
2) Maintain vehicle functional condition by lamp, upholstery, carpets and dashboard,;
listening to  operator  complaints; 4) Remove and re-install engine related

conducting inspections; replacing parts and components;
components 5) Perform spot and Metal Inert Gas (MIG)
3) Verify vehicle serviceability by conducting welding.

test drives; adjusting controls and systems
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AREA

Repair/ Maintenance Service Advisor

Body Repair (Light / Heavy)

Paint Repair

4)

5)

6)

7)

Maintain vehicle records by recording
service and repairs.

Keep shop equipment operating by
following operating instructions;
troubleshooting breakdowns; maintaining
supplies; performing preventive
maintenance; calling for repairs

Update job knowledge by participating in
educational opportunities; reading
technical publications

Accomplish maintenance and organization
mission by completing related results as
needed
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Table 4.15: List of Responsibilities for Group 452 according to NOSS Levelling (3 of 5)

AREA

Body and Paint (B&P) Estimator

Warranty

Wheel, Alignment & Balancing (Wab) +
Steering/ Suspension

Level 8

Not Available

Not Available

Not Available

Level 7

Not Available

Not Available

Not Available

Level 6

Head of After Sales

1)

2)

3)

4)

5)

6)

7)

Determine annual unit and gross-profit
plans by implementing  marketing
strategies; analyzing trends and results.
Establish after sales objectives by
forecasting and developing annual sales
quotas for regions and territories;
projecting expected sales volume and
profit for existing and new products.
Establish and adjusts selling prices by
monitoring costs, competition, and supply
and demand.

Complete national sales operational
requirements by scheduling and assigning
employees; following up on work results.
Maintain national sales staff by recruiting,
selecting, orienting, and training
employees.

Maintain national sales staff job results by
counselling and disciplining employees;
planning, monitoring, and appraising job
results.

Contribute to team effort by accomplishing
related results as needed.

Not Available

Not Available
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AREA

Body and Paint (B&P) Estimator

Warranty

Wheel, Alignment & Balancing (Wab) +
Steering/ Suspension

Level 5

Service Manager

1)

2)

3)

4)

5)

Hire and supervise all service department
personnel, as well as monitoring their
performance in servicing customers
Create goals and objectives for the
department, which includes an annual
operating budget and a marketing plan to
promote new and repeat business
Provide training on administrative policies
and procedures for all department
personnel. Encouraging technicians to
keep their skills up-to-date through
periodic technical training on new systems
and components offered by the
automotive manufacturers

Keep up-to-date on manufacturer
warranty and policy procedures while
serving as a liaison with the factory
representatives

Maintain the highest Customer Service
Index (CSI) rating from customers by
handling customer complaints
immediately and according to dealership

policy.

Warranty Manager

1)
2)
3)
4)

5)

Document, validate, and resolve warrant
claims, and communicate with customers.
Resolve customer concerns.

Process warranty enrolments, educate
customers about wusage, and answer
questions.

Create reports on customer interactions,
warranty claims, and related statistics.
Analyse root causes of warranty claims and
identify methods to reduce claims.

Not Available
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AREA

Body and Paint (B&P) Estimator

Warranty

Wheel, Alignment & Balancing (Wab) +
Steering/ Suspension

Level 4

B&P Workshop Executive / Supervisor

Warranty Executive

1) Responsible for leading the service
operations and service employees under
limited supervision by the Service
Manager.

2) Training service employees to operate at
optimal efficiency.

3) Ensure that employees are being managed
on a daily basis; ensure that there are
weekly meetings with direct reports, and
the meetings will cover issues,
productivity, safety, training, and other
pertinent topics

4) ldentify and provide solution for issues to
avoid escalation.

5) Ability to prioritize and delegate tasks in
order to manage a high-volume service
department.

6) Cultivate employee tenure through
recognition, personal development, and
high morale

7) Ensure Service division is running
smoothly and working in conjunction with
Parts and Sales.

8) Maintain accurate monthly, quarterly, and
year-end reports.

9) Managing hazard identification, analysis
and control methods

1) Utilize available reports to ensure the
efficient completion of all Warranty Work
Orders.

2) Train and manage Warranty personnel to
understand and administer all the
procedures, while creating a positive and
outstanding experience for the customers.

3) Direct and communicate with all Trade
Partners on issues of quality and cost;
proactively manage to reduce warranty
expenses by identifying trends and holding
Trade Partners accountable for the
work/materials.

4) Assist with the development, management
and administration of Customer Care
Program to ensure proper and detailed
documentation of all service calls and
warranty related issues

5) Meet the customers as needed to provide
warranty and customer service; follow-up
with written correspondence.

6) Communicate and cooperate with other
managers and staff in times of resource
allocation to reduce and eliminate
manpower bottlenecks.

N/A
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AREA

Body and Paint (B&P) Estimator

Warranty

Wheel, Alignment & Balancing (Wab) +
Steering/ Suspension

10) Workshop/yard cleanliness, tidiness and
litter management including general
amenities.

Level 3

B&P Estimator

1) Evaluate and check for necessity and cost
of repairs to the automobile.

2) Utilize customer response, visual
inspection, road tests and mechanical
testing devices to determine automobile
repair need.

3) Estimate and list repair and labour costs in
a comprehensible order.

4) Assess extent of auto body damage
through inspections.

5) Estimate and furnish repair and labour
costs and calculate overall customer
payment.

6) Collect insurance estimates after
reviewing extent of auto damage and
resolve replacement and repair
requirements.

7) Draft work order consisting of required
repair services after approvals and enter
the order into work management system.

8) Establish good customer relations by
providing estimates and timelines and

Warranty Administrator

1) Obtain, validate and query as necessary, all
claim information available from job cards,
vehicle history, technician notes and other
sources as appropriate.

2) Record and process claims using
manufacturer and concessionaire systems
and procedures, using their references and
control data to transmit all such claims for
payment.

3) Query and discuss as necessary with the
Aftersales Manager any claims that are
dubious in nature or of concern as to the
likelihood of rejection.

4) Record accurately details of sub-let or
specialist services used in order to ensure
that claims for these sums can be
substantiated.

5) Receive and reconcile payment summaries
from concessionaires and record all
under/overpayments, making enquiries and
investigations as  appropriate  and
recommending sums for write off.

Supervisor / Team L eader

1) Skim brake discs;

2) Adjust front axle wheel alignment angle;

3) Adjust tandem axle scrub angle on semi-
trailer;

4) Test vehicle vibration;

5) Test vehicle for proper wheel alignment;

6) Test abnormal vehicle noise related to the
steering system;

7) Test the suspension system;

8) Prepare work schedules;

9) Prepare appraisal recommendation;

10)Carry out subordinates requirement
planning;

11) Carry out section meeting.
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ARER Body and Paint (B&P) Estimator Warranty Wineel, Allgnmgnt & Balan(_:lng (Wab) +
Steering/ Suspension
obtaining relevant customer information 6) Correct and resubmit rejected claims
and handling customer queries effectively. where it is felt that the claim is valid.
9) Record and maintain repair details in auto Reporting on claims rejected for which a
body shop records. resubmission is not possible.
10) Upgrade job information through 7) Proactively investigate overdue claims and
manufacturer publications and educational discuss issues raised with
opportunities. manufacturer/concessionaire
11) Accept ownership to achieve challenging representatives and fellow staff as
requests proactively and explore means to appropriate.
create job value thereby enhancing auto 8) Inspect parts returned under warranty and
body shop reputation. maintain a record of such inspections.
12) Prepare damage reports and obtain 9) Control all filing and archiving of claim
relevant signatures and authorizations. paperwork to ensure a clear audit trail
13) Review vehicle and final bills as a part of which can be clearly followed and proven
the intrinsic quality check process to any manufacturer’s/concessionaire’s
warranty auditor
Level 2 | Spray Painter 11 PRE-REQUISITE: WAB + Steering/ Suspension Technician |1

1) Perform repair work on defective areas;

2) Perform primer coating process;

3) Perform moist sanding process;

4) Perform colour matching process;

5) Perform primer spraying process;

6) Perform colour spraying on complete
vehicles;

7) Perform oven preparations;

8) Handle customer's requests;

9) Prepare technical reports.

Repair/ Maintenance (Light / Heavy)
TECH |
TECH Il

1) Change a passenger car tyre;

2) Carry out off-car and on-car wheel
balancing;

3) Balance a vehicle tyre;

4) Rotate wheel positions;

5) Change tubeless tyre valves;

6) Examine tyre and rim condition;

7) Check wheels and rims for radial and
lateral run-out on hub and bolt centre;
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AREA

Body and Paint (B&P) Estimator

Warranty

Wheel, Alignment & Balancing (Wab) +
Steering/ Suspension

8) Perform wheel alignment and tyre
puncture repair;

9) Adjust rear wheel camber and toe angle;

10) Adjust front wheel camber angle on
McPherson strut, wishbone suspension
and short/long arm type suspension;

11) Check power assisted steering;

12) Rectify vehicle ride height;

13) Replace tie-rod end, dust cover on rack
and pinion steering, shock absorber on
McPherson strut, shock absorber on
wishbone suspension, ball joint/bushing
on McPherson strut, ball joint/bushing on
wishbone suspension;

14) Check steering linkage on reticulating ball
type steering;

15) Replace I-beam suspension bushing.

Level 1

Spray Painter |

1)
2)
3)
4)

5)

Spray paint automobiles, machines and
other products.

Balancing and layering colours.

Clean grease and dirt in the auto mobile.
Selecting and mixing colours to match the
vehicle’s colour.

Sanding, filling and chiselling vehicle as
part of its preparation.

No Level

WAB + Steering/ Suspension Technician |

1) Keep equipment available for use by
inspecting and testing vehicles;
completing preventive maintenance such
as tire rotation and changes, wheel
balancing and brake inspection &
replacement

2) Maintain vehicle records by recording
service and repairs.
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AREA

Body and Paint (B&P) Estimator

Warranty

Wheel, Alignment & Balancing (Wab) +

Steering/ Suspension

6) Masking areas that are not included to be

painted.

7) Communicate with the head officer or

client about their preferred colours and
design.

3)

4)

5)

6)

Keep shop equipment operating by
following operating instructions;
troubleshooting breakdowns; maintaining
supplies; performing preventive
maintenance; calling for repairs

Update job knowledge by participating in
educational opportunities; reading
technical publications

Accomplish maintenance and organization
mission by completing related results as
needed

Maintain a clean, safe and healthy work
area
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Table 4.16: List of Responsibilities for Group 452 according to NOSS Levelling (4 of 5)

AREA

Washing/ Polishing/ Grooming Seat Repair Accessories
Level 8 Not Available Not Available Not Available
Level 7 Not Available Not Available Not Available
Level 6 Not Available Not Available Not Available
Level 5 Not Available Not Available Not Available
Level 4 Not Available Not Available Not Available
Level 3 | Washing Centre Supervisor Upholstery Craftsman Automotive Accessories Supervisor

1)

2)

3)
4)

5)

Plan, schedule and assign automobile
washing and cleaning workers

Advise and assist subordinates on major
repair problems and difficult diagnostic
tasks.

Diagnose, through road tests or otherwise
Make repairs, adjustments or replacement
of parts and directs other kinds of servicing
and maintenance work

Coordinate all phases of work pertaining to
the testing, examination, adjusting,
servicing and repairing of vehicle

1)

2)

3)

4)
5)

6)
7)

8)

Stretch webbing and fabric, using
webbing stretchers.

Collaborate with interior designers to
decorate rooms and coordinate furnishing
fabrics

Maintain records of time required to
perform each job.

Pick up and deliver furniture.

Repair furniture frames and refinish
exposed wood

Adjust or replace webbing, padding,
and/or springs, and secure them in place.
Attach bindings or apply solutions to
edges of cut material to prevent ravelling.
Attach fasteners, grommets, buttons,
buckles, ornamental trim, and other
accessories to covers or frames, using
hand tools.

1)
2)

3)

4)
5)

6)
7)

8)
9)

Perform manpower schedule coordination;
Test the function of the alarm system,
central locking system, power window
system, in-car entertainment system and
alarm system;

Troubleshoot the central locking system,
power window system and troubleshoot
the in-car entertainment system;
Confirm the quality of anti-rust
application;

Confirm the quality of sound proof
installation;

Install side garnish or flare moulding;
Test the function and quality of external
accessories;

Prepare appraisal recommendation;
Coordinate staff development

10) Finalise technical reports;
11) Perform supervisory functions.
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AREA

Washing/ Polishing/ Grooming

Seat Repair

Accessories

9) Build furniture up with loose fiber
stuffing, cotton, felt, and/or foam padding
to form smooth rounded surfaces.

10) Design upholstery cover patterns and
cutting plans, based on sketches, customer
descriptions, or blueprints.

11) Discuss upholstery fabrics, colors, and
styles with customers, and provide cost
estimates.

12) Make, repair, and/or replace automobile
upholstery and convertible and vinyl tops,
using knowledge of fabric and upholstery
methods

13) Operate sewing machines or sew
upholstery by hand to seam cushions and
join various sections of covering material.

12) Prepare appraisal recommendation;

13) Carry out subordinate’s requirement
planning;

14) Coordinate staff development;

15) Monitor work progress performance;

16) Carry out section meeting.

Level 2

Automobile Detailer

1) Cleaning vehicle interiors and exteriors in
compliance with all company standards
and client requests.

2) Operating buffers, steamers, hoses,
vacuums, and other equipment to meet
service expectations.

3) Using cleaning, protective, and restorative
agents to maintain and enhance the
appearance of vehicles.

No Level

Automotive Accessories Technician

1) Perform alarm module, alarm relay, siren,
wiring harness and reset switch
installation;

2) Perform central locking relay and central
locking actuators installation;

3) Perform manual window regulator
installation;

4) Perform power window regulator, power
window module and power window
harness installation;
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AREA

Washing/ Polishing/ Grooming Seat Repair Accessories
4) Performing inspections and keeping 5) Perform radio set, speaker set, power
complete, accurate records of the amplifier, subwoofer, global positioning
vehicle’s condition. system (GPS), reverse sensor, reverse
5) Moving and parking vehicles, delivering camera and wire harness installation;
vehicles to correct locations or picking 6) Perform audio system tuning;
owners or drivers up if needed. 7) Spray cavity wax - trunk room inner, door
6) Managing inventory and reordering inner, fender inner, side sill box, engine
supplies. compartment, hood inner, door hinges and
7) Responding to client inquiries and tail gate inner panel;
fulfilling their requests 8) Spray anti rust in section areas, wheel
arch area and undercarriage of the chassis
9) Frame;
10) Perform sound proofing installation;
11) Perform side steps outer installation;
12) Perform inverter installation;
13) Handle customer's requests;
14) Prepare technical reports.
Automobile Washer
1) Dust loose dirt and wash cars off with
water
2) Ensure that car windows and doors are
Level 1 properly secured before dusting and No Level No Level

washing

3) Adjust water pressure in hoses to ensure
that no damage occurs

4) Mix soap and water in appropriate
quantities
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AREA

Washing/ Polishing/ Grooming

Seat Repair

Accessories

5) Use cloth or sponge to soap cars and wash
them down

6) Ensure that windscreens are not scratched
during the soaping procedure

7) Hose down cars properly and make sure
that no trace of soap is left behind

8) Dust the interior of the car and make sure
that any trash is disposed-off properly

9) Polish interior surfaces and vacuum
carpeted area inside the car

10) Make sure that the roof of the car is
cleaned or wiped according to instructions

11) Wax and polish the car from the outside

12) Ensure that the car is properly dried from
the inside and the outside

13) Put back place mats after dusting, washing
and drying them

14) Drive cars through the car wash area when
specifically instructed by car owners

15) Ensure that any accessories taken out of
the car during the car wash procedure are
put back before handing the car to the
owner
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Table 4.17: List of Responsibilities for Group 452 according to NOSS Levelling (5 of 5)

AREA

Energy Efficiency Vehicle -Compressed
Natural Gas (CNG) Vehicle

Energy Efficiency Vehicle - Hybrid

Heating, Ventilation & Air Conditioning
(HVAC)

Level 8

Not Available

Not Available

Not Available

Level 7

Not Available

Not Available

Not Available

Level 6

Not Available

Head of After Sales

1) Determine annual unit and gross-profit
plans by implementing marketing
strategies; analyzing trends and results.

2) Establish after sales objectives by
forecasting and developing annual sales
quotas for regions and territories;
projecting expected sales volume and
profit for existing and new products.

3) Establish and adjusts selling prices by
monitoring costs, competition, and supply
and demand.

4) Complete national sales operational
requirements by scheduling and assigning
employees; following up on work results.

5) Maintain national sales staff by recruiting,
selecting, orienting, and training
employees.

6) Maintain national sales staff job results by
counselling and disciplining employees;
planning, monitoring, and appraising job
results.

7) Contribute to team  effort by
accomplishing related results as needed.

Not Available
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AREA

Energy Efficiency Vehicle -Compressed
Natural Gas (CNG) Vehicle

Energy Efficiency Vehicle - Hybrid

Heating, Ventilation & Air Conditioning
(HVAC)

Level 5

Not Available

Technical Support Manager

1) Hybrid Starting System Service;

2) Battery Packs System Service;

3) Charging System Service;

4) HVAC System Service;

5) Hybrid cooling System Service;

6) Powertrain Traction Motor Service;

7) Electric Hybrid Circuit System Service;

8) Diesel Common Rail Fuel Injection
System;

9) Prepare work schedules;

10) Carry out safety briefing;

11) Prepare appraisal recommendation;

12) Carry out subordinate’s requirement
planning;

13) Coordinate staff development;

14) Monitor work progress performance;

15) Carry out section meeting.

Level 4

Not Available

Diagnostic Technician

1) Inspect hybrid starting system;

2) Inspect hybrid battery packs;

3) Inspect High voltage cabling & terminal;
4) Inspect Electric vehicle HVAC system;
5) Inspect Hybrid cooling system;

6) Inspect Powertrain traction motor;

7) Inspect Hybrid drive system;

8) Handle customer's requests;

9) Prepare technical reports.

Not Available
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AREA

Energy Efficiency Vehicle -Compressed
Natural Gas (CNG) Vehicle

Energy Efficiency Vehicle - Hybrid

Heating, Ventilation & Air Conditioning

(HVAC)

Level 3

CNG Installer

1) Serve existing accounts by analysing
work orders; planning daily travel
schedule; investigating complaints;
conducting tests; resolving problems.

2) Establish service by studying system
requirements; ordering and gathering
components and parts; completing

installation; performing acceptance tests.

3) Maintain rapport with customers by
examining complaints; identifying
solutions; suggesting improved methods
and techniques; recommending system
improvements.

4) Keep personal equipment operating by
following operating instructions;
troubleshooting breakdowns;
maintaining supplies; performing
preventive maintenance; calling for
repairs.

5) Document service and installation
actions by completing forms, reports,
logs, and records.

6) Maintain customer confidence by

keeping service information confidential.
7) Update job knowledge by participating in

educational opportunities; reading
professional publications.

No Level

Team Leader / Supervisor

1)
2)

3)
4)
5)
6)

7)
8)
9)

Coordinate and conduct air-conditioning
system performance diagnostic test;
Perform auto air-conditioning cooling
unit diagnostic test;

Prepare work schedules;

Carry out safety briefing;

Prepare appraisal recommendation;

Carry out subordinate’s requirement
planning;
Coordinate staff development;

Monitor work progress performance;
Carry out section meeting.
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AREA

Energy Efficiency Vehicle -Compressed
Natural Gas (CNG) Vehicle

Energy Efficiency Vehicle - Hybrid

Heating, Ventilation & Air Conditioning
(HVAC)

8) Accomplish operations and organization
mission by completing related results as
needed.

Level 2

PRE REQUISITE:

Repair/ Maintenance (Light / Heavy)
TECH |

TECH II

N/A

Technician

1) Carry out air-conditioning
performance test;

2) Service air-conditioning cooling unit;

3) Replace air-conditioning  evaporator
micro filter;

4) Replace air-conditioning compressor oil;

5) Carry out air-conditioning pipe/tube
brazing, pipe/tube flaring work and
pipe/tube installation;

6) Rectify air-conditioning air flow control
unit;

7) Replace
valve;

8) Replace air-conditioning heater's water
control valve, condenser, magnetic clutch
and switch;

9) Replace air-conditioning belt, pulley and
tensioner bearing;

10) Repair and replace air-conditioning wire
harness;

11) Flush air-conditioning system;

12) Rectify air-conditioning thermo system.

13) Handle customer's requests;

14) Prepare technical reports.

system

air-conditioning  expansion
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AREA

Energy Efficiency Vehicle -Compressed

Energy Efficiency Vehicle - Hybrid

Heating, Ventilation & Air Conditioning

Natural Gas (CNG) Vehicle (HVAC)

Level 1 No Level No Level No Level
Table 4.18: List of Responsibilities for Group 452 according to NOSS Levelling (6 of 6)

AREA Remanufacturing Parts & Components Vehicle Parts & Component Salvaging
Level 8 Not Available Not Available
Level 7 Not Available Not Available
Level 6 Not Available Not Available
Level 5 | Technologist Senior Manager Vehicle Dismantler

1) Develop manufacturing infrastructure to integrate or deploy new
manufacturing processes.

2) Develop or maintain programs associated with automated
production equipment.

3) Identify and implement new manufacturing technologies,
processes, or equipment.

4) ldentify opportunities for improvements in quality, cost, or
efficiency of automation equipment.

5) Oversee equipment start-up, characterization, qualification, or
release.

6) Prepare layouts, drawings, or sketches of machinery or equipment,
such as shop tooling, scale layouts, or new equipment design,
using drafting equipment or computer-aided design (CAD)
software.

7) Create computer applications for manufacturing processes or
operations, using computer-aided design (CAD) or computer-
assisted manufacturing (CAM) tools.

1) Responsible for job allocation and job flow in the dismantling
yard including job scheduling

2) and labour allocation for day to day operations.

3) Co-ordinate resources, (operational and human) schedules and
activities to

4) effectively manage jobs.

5) Ensure supplies are ordered for each job

6) Assist with quoting, project management, materials purchasing
and quality checks.

7) Ensure correct job numbers are used and that time records are
correct.

8) Provide oversight and check job estimates.

9) Manage inward goods, checking quantities, dispatching goods and
receipting

10) invoices

11) Regularly report progress on each job and quickly communicate
delays or concerns
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AREA

Remanufacturing Parts & Components

Vehicle Parts & Component Salvaging

8) Estimate manufacturing costs.

9) Select material quantities or processing methods needed to
achieve efficient production.

10) Design plant layouts or production facilities.

11) Ensure adherence to safety rules and practices.

12) Verify weights, measurements, counts, or calculations and record
results on batch records.

13) Develop production, inventory, or quality assurance programs.

14) Operate complex processing equipment.

15) Train manufacturing technicians on topics such as safety, health,
fire prevention, or quality.

12) with the Director - Operations. Report on manpower overruns or
shortfalls.

13) Act as a technical adviser on key projects and other areas of the
business as

14) requested.

15) Work with the Director - Operations to respond to client’s requests
for updates on the

16) status of their jobs and keep the communication channels open to
ensure information

17) is accurate.

18) involve technical descriptions of products and the way they may
be used.

19) Receive and review feedback from customers and follow up to
ensure customer satisfaction.

Level 4

Assistant Technologist

1) Develop manufacturing infrastructure to integrate or deploy new
manufacturing processes.

2) Develop or maintain programs associated with automated
production equipment.

3) ldentify and implement new manufacturing technologies,
processes, or equipment.

4) Identify opportunities for improvements in quality, cost, or
efficiency of automation equipment.

5) Install and evaluate manufacturing equipment, materials, or
components.

6) Monitor or measure manufacturing processes to identify ways to
reduce losses, decrease time requirements, or improve quality.

Senior Executive Vehicle Dismantler

1) Liaise with external suppliers.

2) Arrange delivery and pick up of spare parts.

3) Liaise with regards to client / plant requirements.

4) Assess damage on returning machines

5) Order spare parts using various enterprise software systems

6) Provide service reports.

7) Input work order data onto enterprise software system, where
workshop manager

8) Coordinate and assisting workshop staff.

9) Assessment, auditing and on-going monitoring of approved plant
and equipment.

10) Manage the maintenance and repair processes of plant and
equipment.

105




AREA

Remanufacturing Parts & Components

Vehicle Parts & Component Salvaging

7) Oversee equipment start-up, characterization, qualification, or
release.

8) Prepare layouts, drawings, or sketches of machinery or equipment,
such as shop tooling, scale layouts, or new equipment design,
using drafting equipment or computer-aided design (CAD)
software.

9) Recommend corrective or preventive actions to assure or improve
product quality or reliability.

10) Coordinate equipment purchases, installations, or transfers.

11) Create computer applications for manufacturing processes or
operations, using computer-aided design (CAD) or computer-
assisted manufacturing (CAM) tools.

12) Estimate manufacturing costs.

13) Select material quantities or processing methods needed to
achieve efficient production.

14) Design plant layouts or production facilities

11) Control and supervision of subcontractors, suppliers, work and
materials delivered.

12) Manage hazard identification, analysis and control methods

13) Workshop/yard cleanliness, tidiness and litter management
including general amenities

Level 3

Team Leader / Supervisor

1) Plan and organise staff schedule;

2) Report machinery breakdowns;

3) Stock control and ordering supplies;

4) Make sure your team meets production targets;

5) Carry out quality control checks and writing reports;
6) Update paperwork like holiday requests and sick leave;
7) Organise staff training.

Senior Vehicle Dismantler

1) Remove vehicle parts

2) Inspect removed vehicle parts

3) Identify vehicle parts

4) Tag vehicle parts

5) Coordinate storage of vehicle parts

6) Keep track movement of parts around the building.
7) Carry out maintenance of work area.

8) Carry out cleaning of components
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AREA

Remanufacturing Parts & Components

Vehicle Parts & Component Salvaging

Level 2

Remanufacturing Technician 11

1)
2)
3)

4)

5)

6)

7)

8)

9)

Perform routine, preventive maintenance and repairs or rebuilds
in accordance with manufacturer's recommendations

Execute diagnostics on malfunctioning components, determine
possible causes of failure, and perform repairs as required
Work with parts and services, engineering and suppliers to
determine warranty failures

Test and document proper operating parameters, technical
specifications and any relevant information required when
performing complete component rebuilds to OEM standards
Complete detailed failure analyses on all rebuilt components and
provide details to determine the root cause of the failure or
problem, identify corrective action and implement steps to
prevent reoccurrence

Maintain basic tools for job along with normal maintenance of
tooling and equipment to ensure they are in good working
condition

Develop rapport with customers through effective
communication, interpersonal skills, high quality customer
service and professionalism

Work professionally and effectively with all co-workers, peers,
managers and vendors

Train and assist other service technicians

10) Promote and practice proper safety procedures and the correct

use of personal protective equipment at all times

Vehicle Dismantler

1)
2)

3)

4)

Salvage usable parts from wrecked cars and trucks in auto salvage
yard

Dismantle vehicles,
oxyacetylene torch.
Clean parts, using solvents and brush, or vapor-degreasing
machine, and stores parts in bins according to condition and part
number.

Sort, piles, and loads scrap on railroad cars or trucks.

using hand tools, bolt cutters, and

Level 1

Remanufacturing Technician |

No Level
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AREA

Remanufacturing Parts & Components

Vehicle Parts & Component Salvaging

1)
2)
3)

4)

5)

6)

7)

8)

9)

Perform routine, preventive maintenance and repairs or rebuilds
in accordance with manufacturer's recommendations

Execute diagnostics on malfunctioning components, determine
possible causes of failure, and perform repairs as required
Work with parts and services, engineering and suppliers to
determine warranty failures

Test and document proper operating parameters, technical
specifications and any relevant information required when
performing complete component rebuilds to OEM standards
Complete detailed failure analyses on all rebuilt components and
provide details to determine the root cause of the failure or
problem, identify corrective action and implement steps to
prevent reoccurrence

Maintain basic tools for job along with normal maintenance of
tooling and equipment to ensure they are in good working
condition

Develop rapport with customers through effective
communication, interpersonal skills, high quality customer
service and professionalism

Work professionally and effectively with all co-workers, peers,
managers and vendors

Train and assist other service technicians

10) Promote and practice proper safety procedures and the correct use

of personal protective equipment at all times
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Division: G-45 Wholesale and Retail Trade and Repair of Motor Vehicles and Motorcycles
Group: 453 - Sale of Motor Vehicle Parts and Accessories

Table 4.19: List of Responsibilities for Group 453 according to NOSS Levelling (1 of 2)

AREA WHOLESALE & RETAIL SALES
Level 8 Not Available
Level 7 Not Available

Level 6 | Head of Parts & Accessories After Sales

1) Identify and drive improvements to the After Sales Network including establishing training and servicing expectation levels for our Service,
Repair and Parts Partners.

2) Implement systems and processes that effectively will eliminate error, increase response time, improve communication channels between the
business, their partners and their warehouse.

3) Implement processes to ensure After Sales accounts, including warranty invoicing/claims are accurate, timely and in line with company
policy

4) Timely processes of purchase orders and quotes

5) Establish and maintain strong relationships with key internal and external stakeholders

6) Maintain strong customer orientation focus and improve customer after sales experience

7) Monitor product performance in market and develop solutions to deliver customer satisfaction
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AREA

WHOLESALE & RETAIL SALES

Level 5

Parts & Accessories Sales Manager

1)

2)
3)

4)
5)

6)

Utilize sales data to manage, develop, and serve existing accounts. They find ways to identify and convert new account opportunities for the
business.

Oversee staff training, the hiring and firing of employees, and evaluating personnel.

Improve and develop sales numbers. This is accomplished through analyzing performances for all relevant accounts and monitoring
competitor activities and market trends to find new opportunities.

Identify and attend important global events and trade shows, wholesale managers create, implement, and execute merchandising plans that
help the business to grow and meet sales targets.

Wholesale managers regularly meet with clients to manage the important pathway between the agreement of the sale to the final delivery, as
relationship management is a key part of this job.

Produce reports and presenting them to department heads is an important part of a wholesale manager’s job.

Level 4

Parts & Accessories Sales Executive

1)
2)
3)
4)

5)

6)
7)

Liaise and network with a range of stakeholders including dealerships, marketing colleagues, suppliers and manufacturers

Develop a thorough understanding of the manufacturer brands to maximise their potential

Develop a digital marketing plan for franchise brands and post campaign analysis

Act as highly informed internal customer for marketing services, including, website management, including the updating new quarter offers,
social media and market research (develop customer insight and understand competition)

Build good networks with all internal marketing resources: design team, data team, CRM manager, event & PR manager to design and deliver
consistent and cohesive digital content across all channels within budgets agreed

Manage the production of digital marketing materials, including Social Media channels

Closely liaise with data team to maintain and update the customer database as a marketing asset

Level 3

Parts & Accessories Sales Representative

1)
2)
3)
4)
5)
6)

Negotiate details of contracts and payments, and prepare sales contracts and order forms.

Prepare drawings, estimates, and bids that meet specific customer needs.

Provide customers with product samples and catalogues.

Recommend products to customers, based on customers' needs and interests.

Buy products from manufacturers or brokerage firms, and distribute them to wholesale and retail clients.
Check stock levels and reorder merchandise as necessary.
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AREA

WHOLESALE & RETAIL SALES

7)
8)
9)

Consult with clients after sales or contract signings in order to resolve problems and to provide ongoing support.
Negotiate with retail merchants to improve product exposure such as shelf positioning and advertising.
Perform administrative duties, such as preparing sales budgets and reports, keeping sales records, and filing expense account reports

Level 2

Parts & Accessories Sales Assistant

1)
2)
3)
4)
5)
6)
7)
8)
9)

Identify prospective customers by using business directories, follow leads from existing clients, and attend trade shows and conferences
Contact new and existing customers to discuss their needs and to explain how specific products and services can meet these needs

Help customers select products based on the customers' needs, product specifications, and regulations

Emphasize product features based on analyses of customers' needs and on technical knowledge of product capabilities and limitations
Answer customers' questions about prices, availability, and product uses

Negotiate prices and terms of sale and service agreements

Prepare sales contracts and submit orders for processing

Collaborate with colleagues to exchange information, such as selling strategies and marketing information

Follow up with customers to make sure they are satisfied with their purchases and to answer any questions or concerns

Level 1

No Level
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Division: G-45 Wholesale and Retail Trade and Repair of Motor Vehicles and Motorcycles
Group: 454 - Sale, Maintenance and Repair of Motorcycles and Related Parts and Accessories

Table 4.20: List of Responsibilities for Group 454 according to NOSS Levelling (1 of 1)

1)

2)

3)

4)

5)
6)

7)

Assist customers with determination of
Parts and Accessories requirements and
research merchandise in catalogues.
Assist Manager to plan delivery schedule
in Parts and Accessories.

Handles customer complaints
immediately, based on the instructions of
manager.

Assist in managing the wholesale parts
sales program in such a way as to achieve
a profit.

Assist sales team when monthly closing
sales.

Track and monitor weekly, monthly and
quarterly sales performances.

Prepare sales contracts and submit to
Sales Manager for approval.

1)

2)

3)

4)

5)
6)

7)

Assist customers with determination of
Parts and Accessories requirements and
research merchandise in catalogues.
Assist Manager to plan delivery schedule
in Parts and Accessories.

Handles customer complaints
immediately, based on the instructions of
manager.

Assist in managing the wholesale parts
sales program in such a way as to achieve
a profit.

Assist sales team when monthly closing
sales.

Track and monitor weekly, monthly and
quarterly sales performances.

Prepare sales contracts and submit to
Sales Manager for approval.

AREA Sale & Marketing Motorcycle Sale Motorcycle Parts & Accessories Repair & Maintenance of Motorcycle
Level 8 Not Available Not Available Not Available
Level 7 Not Available Not Available Not Available
Level 6 Not Available Not Available Not Available
Level 5 Not Available Not Available Not Available
Level 4 | Sales Executive Spare Part Executive Motorcycle Chief Mechanic

1)
2)

3)

4)
5)

Troubleshoot special case
Monitor maintenance schedule &
progress
Technical Training & advice new
technologies
Lead workshop activity
Documentation paperwork
Warranty Claim
Accident
Technical report preparation (Market
Information)
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AREA

Sale & Marketing Motorcycle

Sale Motorcycle Parts & Accessories

Repair & Maintenance of Motorcycle

8) Assign sales territories and propose sales
target for Parts Manager

8) Assign sales territories and propose sales
target for Parts Manager

Level 3 | Motorcycle Senior Sales Advisor Spare Parts Senior Sales Advisor Motorcycle Senior Mechanic
1) Set sales planning/ target 1) Stock and inventory 1) Focus on Superbike
2) Arrange Bike Interchange 2) Dealing with supplier 2) Warranty Repair
3) Follow up used and new bike sales 3) Responsible to sales advisor 3) Engine Repair (multi Cylinder)
4) Monitor New and Used bike delivery 4) Computer Diagnostic
5) Monitor Bike stock 5) Trouble shooting electrical & electronic
(Keyless)
6) Fuel Injection System
7) Fuel system
8) Suspension
9) Chassis
10) Drive Train
11) Brake system + ABS
12) Pre-Delivery Inspection (Superbike)
Level 2 | Motorcycle Sales Advisor Spare Parts Sales Advisor Motorcycle Mechanic (Moped & Scooter)

1) Serve/provide/attract customer

2) Understand customer requirement
3) Promote / Recommend Product
4) Customer Follow up

5) Showroom layout by arrangement

1) In-charge Counter

2) Spare part & accessories recommendation
3) Responsible to counter sale person

4) Receive customer order

5) Refer in part catalogue

1) Focus on Moped & scooter

2) Warranty Repair

3) Engine Repair (single cylinder)

4) Computer Diagnostic

5) Trouble shoot electric & electronic
(Keyless)

6) Fuel Injection System

7) Fuel system

8) Suspension

9) Chassis
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AREA

Sale & Marketing Motorcycle

Sale Motorcycle Parts & Accessories

Repair & Maintenance of Motorcycle

10) Drive Train

11) Brake system

12) Tyre replace/balancing

13) Lubrication system (4/2 stroke)

Level 1

Motorcycle Sales Clerk

1) Receive & Enquiry customer order
2) Prepare customer document

- Loan

- Insurance

- JPJ (bike registration)
3) Arrange Filing

Spare Parts General Worker

1) Item delivery

2) Item Checking based on DN
3) Unpack/count and place

4) Storage arrangement

5) Lifting equipment handling

Motorcycle Junior Mechanic

1) Normal & periodical Maintenance
i.  Change Engine QOil
ii.  Change Oil filter
iii.  Change Transmission QOil
iv.  Change Tyre
2) Pre-Delivery Inspection (PDI)
i.  Battery charging
ii.  Lighting inspection
iii.  Tyre pressure
iv.  Chain tension
v.  Throttle and brake free play
3) Apply 5S/ Workshop safety
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45 MAPPING OS vs AVAILABLE NOSS

Table 4.21: OS vs Existing NOSS (1 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES

GROUP (451) SALE OF MOTOR VEHICLES

AREA Vehicle Marketing SLBOMEL [RETErEally Vehicle Sales Dealer Development

Management

LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Head of Marketing Head of Sales Not Available Head of Dealer Development
LEVEL 5 Marketing Manager Customer Service Manager TP-312-5:2014 Dealer Development Manager
LEVEL 4 Marketing Executive Customer Service Executive TP-312-4:2014 Dealer Development Executive
LEVEL 3 Marketing Assistant TP-304-3:2012 TP-312-3:2014 No Level
LEVEL 2 No Level No Level TP-312-2:2014 No Level
LEVEL 1 No Level No Level TP-312-1:2014 No Level
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Table 4.22: OS vs Existing NOSS (2 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES
Repair/ .. . . . .
AREA Maintenance (Light Energy EfflClen_cy Vehicle Technical Support Transml.ssn_)n Repalr/_ Malnte:nance
- Hybrid (Reconditioning) Service Advisor
/ Heavy)
LEVEL 8 Not Available Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available Not Available
LEVEL 6 Head of After Sales Head of After Sales Head of After Sales Head of After Sales Head of After Sales
_ TP-310-5/ . :
LEVEL5 G452-002-5:2017 TP-331-5:2014 Technical Support Manager Workshop Manager G452-002-5:2017
. TP-310-4/ Technical Support - )
LEVEL 4 G452-002-4:2017 TP-331-4:2014 Executive Master Specialist G452-002-4:2017
TP-332-3:2014 / TP-331-
LEVEL 3 G452-001-3:2017 3:2014/ No Level Senior Specialist TP-304-3:2012
TP-302-3
LEVEL 2 G452-001-2:2017 TP-332-2:2014 No Level Technician Service Receptionist
LEVEL 1 TP-333-1:2014 Embedded L2 No Level IS Technician |

Junior Technician
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Table 4.23: OS vs Existing NOSS (2 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES

GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES

AREA Body Repair (Light / Heavy) Paint Repair B&P Estimator Warranty
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Head of After Sales Head of After Sales Head of After Sales Head of After Sales
LEVEL 5 G452-002-5:2017 G452-002-5:2017 G452-002-5:2017 Warranty Manager
LEVEL 4 G452-002-4:2017 G452-002-4:2017 G452-002-4:2017 Warranty Executive

: : ATO09/ ..

LEVEL 3 TP-311-3:2013 TP-306-3:2012 TP-110-3 Warranty Administrator
LEVEL 2 TP-311-2:2013 TP-306-2:2012 No Level No Level
LEVEL 1 Embedded L2 TP-306-1:2012 No Level No Level
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Table 4.24: OS vs Existing NOSS (3 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES

GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES

Wheel, Alignment & . L
AREA HVAC Balancing (WAB) + Steering/ Uiy 2ol gy Seat Repair
. Grooming
Suspension
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Not Available Not Available Not Available Not Available
LEVEL 5 Not Available G452-002-5:2017 Not Available Not Available
LEVEL 4 Not Available G452-002-4:2017 Not Available Not Available
G452-003-3:2018 / TP-308-3:2016 ) )
LEVEL 3 TP-122-3:2013 G451-001-3:2016 RB-052-3:2014
TP-308-2:2016 / )

LEVEL 2 Embedded L3 TP-309-2-2012 G451-001-2:2016 No Level
LEVEL 1 Embedded L3 Embedded L2 Embedded L2 No Level
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Table 4.25: OS vs Existing NOSS (3 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES
AREA ACCESSOries Energy Efficiency Vehicle - Remanufacturing Parts & Vehicle Parts &_Component
CNG Component Salvaging
LEVEL 8 Not Available Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available Not Available
LEVEL 6 Not Available Not Available Not Available Not Available
LEVEL 5 Not Available Not Available Technologist Senior Manager Vehicle
Dismantler
LEVEL 4 Not Available Not Available Technologist Senior E>_<ecut|ve Vehicle
Dismantler
LEVEL 3 TP-034-3:2014 TP-303-3:2012 Supervisor / Team Leader Senior Vehicle Dismantler
LEVEL 2 TP-034-2:2014 Embedded L3 Remanufacturing Technician Il Vehicle Dismantler
LEVEL 1 No Level Embedded L3 Remanufacturing Technician 11 No Level
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Table 4.26: OS vs Existing NOSS (4 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (453) SALE OF MOTOR VEHICLE PARTS AND ACCESSORIES
AREA Wholesale and Retail Sale
LEVEL 8 Not Available
LEVEL 7 Not Available
LEVEL 6 Head of Parts & Accessories After-Sales
LEVEL 5 Parts & Accessories Sales Manager
LEVEL 4 Parts & Accessories Sales Executive
LEVEL 3 Parts & Accessories Sales Representative
LEVEL 2 Parts & Accessories Assistant
LEVEL 1 No Level
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Table 4.27: OS vs Existing NOSS (5 of 5)

SECTION (G) WHOLESALE AND RETAIL TRADE; REPAIR OF MOTOR VEHICLESAND MOTORCYCLES
DIVISION (45) WHOLESALE AND RETAIL TRADE AND REPAIR OF MOTOR VEHICLES
GROUP (454) SALE, MAINTENANCE AND REPAIR OF MOTORCYCLES AND RELATED PARTS AND
ACCESSORIES
AREA Sale & Marketing Motorcycle Sale Motorcycle Parts & Accessories Repair & Maintenance of Motorcycle
LEVEL 8 Not Available Not Available Not Available
LEVEL 7 Not Available Not Available Not Available
LEVEL 6 Not Available Not Available Not Available
LEVEL 5 Not Available Not Available TP-118-5:2015/ TP-119-5:2015
LEVEL 4 Sales Executive Spare Part Executive TP-118-4:2015
LEVEL 3 Motorcycle Senior Sales Advisor ATO7 G454-001-3:2018
LEVEL 2 Motorcycle Sales Advisor Embedded L3 G454-001-2:2018
LEVEL 1 Motorcycle Sales Clerk Embedded L2 G454-001-1:2018
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4.6 Occupational Description (OD)

Occupational Description is a broad, general, and written statement of a specific

job, based on the findings of a job analysis. It generally includes duties, purpose,

responsibilities, scope, and working conditions of a job along with the job’s title,

and the name or designation of the person to whom the employee reports. The

Occupational Description provided in Annex 4 are the job titles that have been

identified as critical or hard-to-fill job as suggested by Critical Skills Monitoring

Committee (CSC) and industry representatives from focus group.

4.7 Competency in Demand

This section elaborates on the survey findings regarding jobs and skills in demand.

i)

No.

Jobs in Demand

The jobs in demand as stated below were obtained from survey findings and
discussion in development workshops.

Sub-sector - Job
Area/ Job titles

Low Skilled Workers
(Elementary
workers)

Semi-Skilled
Workers (Junior
Technician, Repairer
and Machine
Operators)

Factor(s) contributing to
the demand

e Majority
workers

e Difficult to recruit local
workers

e Support on the business
ramp-up  (to  support
production demands)

e Insufficiency of tool /
equipment / PPE

are foreign

o Leader to sustain the team
to produce the KPI

e Working in shift pattern

e Specific knowledge skill
needed
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Specific requirements and
skills

e Communication skills

e Able to read and write

e Able to interpret
instructions and simple
diagrams (i.e. trends)

e Skills in utilising basic
computer function of
various systems used at
the production line such
as real time monitoring,
automation systems etc.

o Adapt to automation skills
set

e Communication skills

e Able to read and write

e Able to interpret

instructions and simple
diagrams (i.e. trends)



e Skills in utilising basic
computer function of
various systems used at
the production line such
as real time monitoring,
automation systems etc.

e Adapt to automation skills

set
e Skills in critical processes

3. Skilled Workers ¢ High in Demand e Technical  skills in
(Managers, e To fulfil Key Result operating and handling
Professionals, Areas (KRA) equipment
Technicians and e To ensure daily operation e Basic product knowledge
Associate IS running smoothly e Possesses knowledge on
Professionals) e Lack of exposure to current technology

equipment e Team work, leadership
e Technicians with  skills and communication
experience in certain  skills
areas are usually in more e Analytical skill
demand
e Working in shift pattern
e Working  environment
(foreign workers)
i) Skills Gaps

In addition to category of workers in demand as highlighted above, the M&E
Industry is in demand of workers who demonstrate the skills below:

No. Sub-sector - Job
Area/ Job titles

Factor(s) contributing to
the demand

Specific requirements and
skills

=
°

Programming

Technical Drawing

Usage of drawing software

Product understanding

Technical Skillsin e Inability to adapt to new

e Advanced Training

Enginge_ring from technology e Review of syllabus at
Technician level ) 5o of exposure training ~ centre or
till Engineer universities

e Insufficient equipment and

. e Joint venture with industry
machinery

to provide facilities
2.  Communication (English Language)
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Overall forall job e Lack of ability to
areas from understand  verbal  or

technician level till -\ ritten instructions
management level

3. Trouble shooting and Problem-solving skills
Overall for all job e Lack of exposure to real

areas f_O( working environment
Technician levels problems
and above

o Staff are not resourceful
when solving problems

e Training in communication
at the workplace

e Training and  personal
development

e Review of syllabus at
training centre or
universities

e Advanced / upskilling
training

4. Basic problem solving and escalation of issues to superior

Overall for all job  Lack of accountability
areas starting from

the Technician

level

5. Technical Skills in Engineering / Technologies
e Inability to adapt to new
From Technician technology

e Insufficient equipment and
machinery

e Advanced Training and
personal development

e Review of syllabus at
training centre or
universities

e Advanced Training

¢ Review of syllabus at
training centre or
universities

e Joint venture with industry
to provide facilities

6. Computer knowledge using basic word processor software applications

From Technician Inability to perform work that e Training in basic computer

level till Engineer  relates to system

iii) Emerging Skills

function at the workplace

The following are emerging skills as highlighted by the industry:

EMERGING JOB AREAS/ JOB REASON OF
SKILLS TITLES REQUIRED
EMERGING SKILLS
IR 4.0 related skills — Engineering, Process e Increase  productivity,

Interpretation of data, Engineering
utilisation of

automation systems

which include ability
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to configure, utilise, e To minimise human
debug, maintain the error
system

4.8 Conclusion

Based on the discussions with panel members during the development workshops
and survey findings, the OS of the industry is produced in this chapter. The OS
would provide information of the competency or job areas applicable to the
industry, and the skill level of the different job titles, according to the MOSQF
Level Descriptors, and the available career paths.

The jobs and skills in demand, and the specific steps proposed to be taken

by various parties to bridge the skills gaps are elaborated so that the parties

concerned could take the necessary steps to overcome such challenges.
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CHAPTER 5:
DISCUSSION, RECOMMENDATION AND CONCLUSION

5.1 Discussion

Based on the findings obtained throughout the Occupational Analysis on the industry,
25 job areas have been identified and confirmed to be in tandem with MSIC. The job
titles identified require a holistic view in development of standard, skills training and
also certification for recognition. If the competency requirements documented in NOSS
format, the personnel in these areas will obtain a more structured skills training and will
also enable personnel who are experienced and skilled to be certified. The list of NOSS

developed under the Division 45 is presented in Table 2.6.

5.2  Recommendation

It is hoped that the result of this Occupational Framework will be used as reference to
fulfil the future plans of developing skilled personnel and certifying Malaysians in this
sector towards improving the quality of the local sector and thus spurring Malaysia’s
global competitiveness.

There are several options when addressing or mitigating workforce demand
and supply. It may include establishing and maintaining partnerships with other
agencies or departments, or educational institutions to increase external talent pools and

also through the training of existing staff in line with new skills requirements.
Based on the above comments, specific recommendations are listed below:
i) To continue and streamline efforts in NOSS development for areas under the
sector in line with the findings of this analysis. This includes the development

of the NOSS for the sectors and sub-sectors that are in demand and have not

been developed.
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5.3

i) To encourage apprenticeship training (National Dual Training System —
NDTS) for the related sub sector and job area.

iii) Promote certification of existing and experienced personnel in the sector
through Accreditation via Prior Learning (Pengiktirafan Pentauliahan
Terdahulu — PPT).

Conclusion

The conclusion is based on the specified objectives of the Occupational Framework as

elaborated below:

i) Objective 1: Occupational Structure

As a result of the Occupational Framework conducted together with expert panel
members from various organizations, a total of 31 sub-sectors and 104 job titles

have been identified.

By planning and conducting the training and certification of this sector personnel
in the near future, it is hoped that there will be a steady flow of local skilled and

certified workers.

i) Objective 2: Competency in Demand

Based on the survey findings, the survey respondents highlighted the skills in
demand are as follows:

e Sales and upselling skills

e Communication skills

e Product knowledge

e Customer service skills

e General attitude towards work (commitment, resourcefulness, teamwork,

etc.)
o Diagnostic skills

e Troubleshooting / problem solving skills
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e Strong technical aptitude / manual dexterity
e Competent in using computerized / other mechanical devices

e English language competency

Troubleshooting / problem solving skills, Strong technical aptitude / manual
dexterity, and Product knowledge are the top 3 skills in high demand by the
industry. The competencies above are encouraged to be included in the training

curriculum according to the respective areas.

iii)  Objective 3: Critical Job Titles

The Government of Malaysia established the Critical Skills Monitoring
Committee (CSC) as part of the Eleventh Malaysian Plan with the mandate to
monitor skills imbalances. One of the CSC’s primary objectives is to develop a
Critical Occupations List (COL) to serve as a platform for the coordination of
human capital development policies. The CSC is jointly chaired by Talent
Corporation (TalentCorp) and the Institute for Labour Market Information and
Analysis (ILMIA), which is an agency in the Ministry of Human Resources
(MOHR). This institutional structure allows the CSC to draw on ILMIA’s labour
market information sources, including its Labour Market Information Data
Warehouse, and on TalentCorp’s ties with stakeholders in the private sector. The
Critical Skills Monitoring Committee (CSC) publishes an annual Critical
Occupations List (COL). The COL is a list of occupations for which there is strong
evidence that there is significant labour market shortage that may be alleviated
through government action. Occupations on the COL meet the criteria of being
skilled, sought-after, and strategic. The COL seeks to identify and draw
stakeholder attention to this set of occupations that are critical to the continued
growth and development of the Malaysian economy but that are currently difficult
to fill.’

The respondents and Focus Group Discussion members have reviewed the list and

specified the critical job titles as in the table on the Annex 4.

7 Critical Skills Monitoring Committee (CSC). 2018. Critical Occupations List 2017/2018 Technical
Report. CSC.
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iv) Objective 4: Job Titles Related to IR4.0

For identification job titles relevant to IR 4.0, the Focus Group Discussion
members have reviewed the developed OS and comprehensively concluded with
19 job titles relevant to IR 4.0 in Wholesale and Retail Trade and Repair of Motor

Vehicles and Motorcycles industry as listed in Annex 5.

v) Objective 5: Occupational Descriptions

The Occupational Descriptions for all the different job titles were obtained during
the workshops and further confirmed during the survey. These Occupational
Descriptions will also serve as reference of job scope and the required

competencies for NOSS development.

Overall Conclusion

Several essential steps need to be undertaken jointly by stakeholders from
industry, training/academic institutions and the relevant accreditations authorities

to ensure that the critical occupation needs of industry are addressed.

The broad direction for achieving this:

i) Identify and assess the qualifications, National Occupational Skills
Standard (NOSS), and competencies associated with the identified critical
job titles.

i) Align and evaluate the existing training curriculum and training packages.

iii) Coordination among stakeholder to

¢ Revise or develop required curriculum and training packages

e Expand or create new apprenticeships/ internships / attachments
schemes

¢ Joint technology and knowledge transfer between instructor / training

entities with industry experts
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The result of this Occupational Framework research and development work will
be able to be used as a reference as how to fulfil the future plans of developing
skilled personnel and certifying Malaysians in the Wholesale and Retail Trade and
Repair of Motor Vehicles and Motorcycles industry towards enhancing services
provided by the industry players.
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ANNEX 1:
MOSQF LEVEL DESCRIPTORS
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MALAYSIAN OCCUPATIONAL SKILLS QUALIFICATION FRAMEWORK

Level

(MOSQF) LEVEL DESCRIPTOR

Level Description

Achievement at this level reflects the ability to develop original
understanding and extend a sub-area of knowledge or professional practice.
It reflects the ability to address problematic situations that involve many
complexes, interacting factors through initiating, designing and undertaking
research, development or strategic activities. It involves the exercise of
broad autonomy, judgement and leadership in sharing responsibility for the
development of a field of work or knowledge, or for creating substantial
professional or organisational change. It also reflects a critical understanding
of relevant theoretical and methodological perspectives and how they affect
the field of knowledge or work.

Achievement at this level reflects the ability to reformulate and use relevant
understanding, methodologies and approaches to address problematic
situations that involve many interacting factors. It includes taking
responsibility for planning and developing courses of action that initiate or
underpin substantial change or development, as well as exercising broad
autonomy and judgment. It also reflects an understanding of theoretical and
relevant methodological perspectives, and how they affect their sub-area of
study or work.

Achievement at this level reflects the ability to refine and use relevant
understanding, methods and skills to address complex problems that have
limited definition. It includes taking responsibility for planning and
developing courses of action that are able to underpin substantial change or
development, as well as exercising broad autonomy and judgment. It also
reflects an understanding of different perspectives, approaches of schools of
thought and the theories that underpin them.

Achievement at this level reflects the ability to identify and use relevant
understanding, methods and skills to address broadly-defined, complex
problems. It includes taking responsibility for planning and developing

courses of action as well as exercising autonomy and judgment within broad
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parameters. It also reflects understanding of different perspectives,
approaches or schools of thought and the reasoning behind them.
Achievement at this level reflects the ability to identify and use relevant
understanding, methods and skills to address problems that are well defined
but complex and non-routine. It includes taking responsibility for overall
courses of action as well as exercising autonomy and judgment within fairly
broad parameters. It also reflects under-standing of different perspective or
approaches within a sub-area of study or work.

Achievement at this level reflects the ability to identify and use relevant
understanding, methods and skills to complete task and address problems
that are well defined with a measure of complexity. It includes taking
responsibility for initiating and completing tasks and procedures as well as
exercising autonomy and judgments within limited parameter. It also reflects
awareness of different perspectives or approaches within a sub-area of study
or work.

Achievement at this level reflects the ability to select and use relevant
knowledge, ideas, skills and procedures to complete well-defined tasks and
address straightforward problem. It includes taking responsibility for
completing tasks and procedures, and exercising autonomy and judgment
subject to overall direction or guidance.

Achievement at this level reflects the ability to use relevant knowledge,
skills and procedures to complete routine and predictable tasks that include
responsibility for completing tasks and procedures subject to direction or

guidance.
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SDN BHD
19 | MUHD NABIL BIN MD ISA MAN TRUCK & BUS (M) 451,452
SDN BHD
20 | MOHD IZZUAN MD ZAIN ISUZU HICOM MALAYSIA 451,452
SDN BHD
21 | HAIRUL LAIL BIN ISMAIL UNIVERSITI TEKNOLOGI 454
MALAYSIA
22 | AHMAD SYAHMI ARHAM HONG LEONG YAMAHA 454

BIN ZULKIFLI

MOTO SDN BHD




23

24

25

26

27

28

MOHD SALMAN BIN MOHD
SALLEH

AHMAD SHAHIR BIN
MOHD ARSHAD
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KHAIRULNIZAM BIN
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1 MOHD. YAZID BIN DIRECTOR PROJECT ADVISOR
AWALLUDIN NOSS Division, JPK
2 SITIHASMAH BINTI PRINCIPAL ASSISTANT PROJECT MANAGER
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AUTOMOTIVE SALES & SERVICES INDUSTRY
OCCUPATIONAL FRAMEWORK SURVEY

The Department of Skills Development (DSD), Ministry of Human Resources is currently
conducting an analysis on the Occupational Framework of the Industry. From this analysis, the
industry framework, occupational structure, occupational job titles, and job description will be
summarised for the use of the government, private sector, investors, employers, employees,
educators or any personnel involved either directly or indirectly with the automotive sales &
services industry.

The main objective of this research is to enhance skills training starting from the entry level
position for any job in this industry based on input from the industry. It will also provide a
reference competency for skills required by workers to perform as required in the industry.

This survey will be used as field data in order to conduct a comprehensive analysis of the
industry’s Occupational Framework. The target group for this survey is the organisation’s
representative either from the Human Resource Department or personnel at Management level.
We would like to extend our heartfelt gratitude upon your cooperation in answering this survey.
Please fill in where necessary in the forms provided. Do advise us if you wish to remain
anonymous in your survey response- There will be further communication with survey
respondents in order to verify our findings. The completed questionnaire can be emailed to:
Ahmad Azran bin Ranaai: azran@mohr.gov.my

Abu Musa bin Mohamad Isa: abumusa.isa@gmail.com

Survey Respondent Details

Name
Position
Organisation

Date

Please answer the questions below in the space provided, additional pages may be added if necessary.
There are 4 SECTIONS in this 8-PAGE survey.
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SECTION 1: COMPETENCY IN DEMAND

2.1

Listed below are set of skills related to personnel involve in sale, maintenance and
repair of car passenger / commercial & industry vehicles / motorcyclesand
related parts and accessories. Rate the level of demand to the set of skills by using
the scale below:

1 2 3 4
Not In Demand Low In Demand In Demand High In Demand
No. Related Skills Rating
Score

1 | Sales and upselling skills

2 | Communication skills

3 | Product knowledge

4 | Customer service skills

5 General attitude towards work (commitment, resourcefulness,

teamwork, etc.)

6 | Diagnostic skills

7 | Troubleshooting / problem solving skills

8 | Strong technical aptitude / manual dexterity

9 | Competent in using computerized / other mechanical devices

10 | English language competency
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2.2 Based on your observation, do you think the graduates / trainee / apprentice / current

2.3

2.4

workers possess the skills required by the industry? If ‘No’ please respond to the
following questions (Question 1.3 & 1.4).

[ ]Yes
[ ]No

What is/are the reason/s for the skills gap? Tick (\) where applicable, you may tick
more than one.

[_] Education / training mismatch

[__1 Major changes in traditional training and new skill requirements

[ ] Attitude (e.g. lack of desire to work)

[ ] other; please SPeCity: . .ouiinii i
What is/are solution/s for the skills gap would you recommend? Tick (V) where
applicable, you may tick more than one.

[_1 Review employment policy (e.g. enhance skilled workers incentives)

[_] Training / retraining

[_1 Review skills training curriculum

[ ] Formal mentoring and/or coaching

[ Jother; please SpeCity: ....uiiniii i e
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SECTION 2: JOBS IN DEMAND

2.1 Listed below are job areas and description of category of skills. Based on your
observation, which job area is experiencing shortage of manpower in wholesale
and retail trade and repair of motor vehicles and motorcycles industry?

Tick (V) where applicable.

Category of Skills Description

Skilled Workers Managers, Professionals, Technicians and Associate Professionals

Semi-Skilled Workers Clerical Support, Service and Sales, Craft and related Trades
Workers and Plant and Machine Operators and Assemblers

Low Skilled Workers Elementary Workers

High Mid Low No

No. Job Areas & Category of Skills Shortage | Shortage | Shortage | Shortage

Sale of motor vehicles
a) Skilled Workers

! b) Semi-Skilled Workers
c) Low Skilled Workers
Maintenance and repair of motor vehicles
d) Skilled Workers

2

e) Semi-Skilled Workers

f) Low Skilled Workers
Sale of motor vehicle parts and accessories
g) Skilled Workers

3 | h) Semi-Skilled Workers
i) Low Skilled Workers

Sale, maintenance and repair of motorcycles and related parts and accessories
j) Skilled Workers

k) Semi-Skilled Workers
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I) Low Skilled Workers

SECTION 3: EMERGING SKILLS

(Note: Emerging Skills are skills that are predicted to be imperative to the industry in the near future
based on recent development, trend or study)

3.1 Do you think Industry Revolution 4.0 (Digitalisation) (IR4.0) would give an impact
to the economic activities of wholesale and retail trade and repair of motor vehicles
and motorcycles?

[ ]Yes
[ ]No

[ Not sure

3.2 Listed below are the nine (9) technology drives/pillars of IR 4.0. Which job area is
likely to be affected by these 9 technology drives/pillars of IR 4.0?

Tick (V) where applicable, you may tick more than one.

JOB AREAS

Sale,

maintenance
Sale of motor

NO TECHNOLOGY Sale of Maintenance vehicle parts and repair of
: DRIVES/PILLARS motor and repair of an dp motorcycles
vehicles motor vehicles accessories and related
parts and
accessories

Autonomous
Robots
(coordinated and

1 | automated actions of
robots to complete tasks
intelligently, with
minimal human input)

Big Data Analytics
(the analysis of ever
larger volumes of data.
2 Circulation,  collection,
and analysis of
information is a necessity
because it  supports
productivity growth based
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NO.

on a real-time decision-
making process)

Cloud Computing
(storing and accessing
data and programs over
the Internet instead of
your computer’s hard
drive)

TECHNOLOGY
DRIVES/PILLARS

Internet of Things
(1oT)

(all  machines and systems
connected to the production
plant (as well as other systems)
must be able to collect, exchange
and save these massive volumes
of information, in a completely
autonomous way and without
the need of human intervention)

Additive
Manufacturing (3D
Printing)

(use in prototyping, design
iteration and small scale
production and often described
as “rapid prototyping” - produce
the desired components faster,
more  flexibly and more
precisely than ever before)

System Integration
(the process of linking together
different computing systems and
software applications physically
or functionally to act as a
coordinated whole via Internet
of Things-10T)

Cybersecurity

(with the increased connectivity
and use of standard
communications protocols, the
need to protect critical industrial
systems and manufacturing
lines from cybersecurity threats
is increasing)

Augmented Reality
(Augmented-reality-based
systems support a variety of
services, such as selecting parts
in a warehouse and sending
repair instructions over mobile
devices - provide workers with

Sale of
motor
vehicles

JOB AREAS

Sale of motor
vehicle parts
and
accessories

Maintenance
and repair of
motor vehicles
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real-time information to improve
decision making and work
procedures)

Simulation

(simulations will leverage real-
time data to mirror the physical
world in a virtual model, which
can include machines, products,
and humans. This allows
operators to test and optimize the
machine settings for the next
product in line in the virtual
world before the physical
changeover, thereby driving
down machine setup times and
increasing quality)
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3.3 The table below is the list of important prerequisite and skills required in order to
equip the skilled workers for IR 4.0. Rate Select prerequisite and skills that are
relevant to the job area by using the scale below:

1

Not In Demand

2

Low In Demand

3

In Demand

4

High In Demand

The description of important prerequisite and skills for workforce in the age of IR4.0 published in
Skill Development for Industry 4.0 Whitepaper by Roland Berger GMBH in 2016

PREREQUISITE | KNOWLEDGE V'?/?)III?_PI(TV\\(II-E% TECHNICAL PERSONAL
& SKILLS ABOUT ICT DATA KNOW-HOW SKILLS
= Basic = Ability to = Inter- = Adaptability &
Information process and disciplinary & ability to change
Technology analyze data generic = Decision making
knowledge and information knowledge = Working in team
= Ability to use obtained from about = Communication
and interact with machines technology skills
computers = Understanding | = Specialized = Mindset change
and smart visual data knowledge for lifelong
machines like output & about learning
robots, tablets making manufacturing
DETAILS etc. decisions activities and
= Understanding = Basic statistical processes in
machine to knowledge place
machine = Technical
communication, know-how of
IT security & machines to
data protection carry
out
maintenance
related
activities
IMPORTANT PREREQUISITE AND SKILLS FOR IR4.0
No. Job Areas KNOWLEDGE V’?/I(B)IIIQ_PI(TV\\(IITT% TECHNICAL PERSONAL
ABOUT ICT KNOW-HOW SKILLS
DATA
SALE OF
1 MOTOR
VEHICLES

MAINTENANCE

AND REPAIR OF

MOTOR

VEHICLES

SALE

MOTOR

3 | VEHICLE
PARTS AND
ACCESSORIES
SALE,

4 | MAINTENANCE
AND REPAIR OF

OF
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MOTORCYCLES
AND RELATED
PARTS AND
ACCESSORIES

SECTION 4: RELATED ISSUES

4.1 What is/are the key issue/s related to wholesale and retail trade and repair of motor
vehicles and motorcycles industry?

Please rate ALL the key issues by using the scale below.

1 2 3 4
Strongly Disagree Disagree Agree Strongly Agree
JOB AREAS
Sale,

maintenance
Sale of motor

NO. KEY ISSUES Sale of Malntena_mce vehicle parts and repair of
motor and repair of motorcycles
. : and
vehicles motor vehicles . and related
accessories
parts and

accessories
Insufficient
1 | manpower

Low skilled and low
2 | performance
workforce
High dependency on

3 :
foreign labour
Underpayment of

4 | wages lead to high
turn over
Quality

5 | inconsistency
(product & services)
High Maintaining

6 | profitability

Stable economic
7 | conditions
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10

11

Strong government
policy/regulation
High Labour costs
(wages)

Low Labour costs
(sub-contractors)

Fast Technological
changes

***End of Questionnaire **
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CRITICAL JOB TITLES
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No.

10
11
12
13
14

15

16
17
18
19
20
21
22

23

Critical Job Titles

Critical Job Title
Marketing Manager
Marketing Executive

Customer Service Manager
Customer Service Executive
Workshop Manager
Workshop Executive
Supervisor / Team Leader
Technician Il

Technician |

Technical Support Manager
Workshop Manager
Diagnostic Technician
Technician Il

Service Manager
Service Executive

Panel Beater

Spray Painter

Service Executive

B&P Estimator
Supervisor / Team Leader
Technician

Supervisor / Team Leader

Technician
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Group

451
451
451

451

452

452

452

452

452

452
452
452
453
452

452

452
452
452
452
452
452
452

452

Area
Vehicle Marketing
Vehicle Marketing

Customer Relationship
Management
Customer Relationship
Management
Repair/ Maintenance
(Light / Heavy)
Repair/ Maintenance
(Light / Heavy)
Repair/ Maintenance
(Light / Heavy)
Repair/ Maintenance
(Light / Heavy)
Repair/ Maintenance
(Light / Heavy)
Technical Support

Transmission
Transmission
Transmission

Repair/ Maintenance Service
Advisor
Repair/ Maintenance Service
Advisor
Body Repair

Paint Repair
B&P Estimator
B&P Estimator

HVAC
HVAC

WAB + Steering/
Suspension
WAB + Steering/
Suspension

Level
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24
25
26
27
28
29
30
31
32
33
34

35

36

37

38

39

Upholstery Craftsman

CNG Installer

Dismantling Supervisor
Remanufacturing Technician Il
Remanufacturing Technician |
Senior Vehicle Dismantler
Vehicle Dismantler

Warranty Manager

Warranty Executive

Warranty Administrator

Sales Executive

Motorcycle Senior Sales Advisor
Motorcycle Sales Advisor
Workshop Executive

Motorcycle Senior Mechanic

Motorcycle Mechanic
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452
452
452
452
452
452
452
453
453
453
454

454

454

454

454

454

Seat Repair
EEV-CNG
Reman Parts & Comp.
Reman Parts & Comp.
Reman Parts & Comp.
Parts & Comp. Salvaging
Parts & Comp. Salvaging
Warranty
Warranty
Warranty

Sale & Marketing
Motorcycle
Sale & Marketing
Motorcycle
Sale & Marketing
Motorcycle
Repair & Maintenance of
Motorcycle
Repair & Maintenance of
Motorcycle
Repair & Maintenance of
Motorcycle
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ANNEX 5:
JOB TITLES RELATED TO IR4.0
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No.

11

12

13
14

15
16
17
18
19

Job Titles Related to IR4.0

Critical Job Title

Head of Marketing
Head of Sales

Head of Sales

Head of Dealer Development
Dealer Development Manager
Dealer Development Executive

Head of After Sales
Head of After Sales

Head of After Sales
Head of After Sales

Head of After Sales

Head of After Sales

Head of After Sales
Head of After Sales

Head of After Sales
Technical Support Manager
Technical Support Executive
Technical Support Manager

Diagnostic Technician
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Group

451
451

451
451
451
451
452

452

452
452

452

452

452
452

452
452
452
452
452

Area

Vehicle Marketing

Customer Relationship
Management
Vehicle Sales

Dealer Development
Dealer Development
Dealer Development

Repair/ Maintenance
(Light / Heavy)
Energy Efficiency Vehicle -
Hybrid
Technical Support
Transmission
(Reconditioning)
Repair/ Maintenance Service
Advisor
Body Repair (Light / Heavy)

Paint Repair
Body & Paint (B&P)
Estimator
Warranty

Technical Support
Technical Support
EEV-Hybrid
EEV-Hybrid

Level
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ANNEX 6:
OCCUPATIONAL DESCRIPTIONS (OD)
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SECTION : (G) WHOLESALE AND RETAILTRADE; REPAIR OF MOTOR
VEHICLES AND MOTORCYCLES

DIVISION : (45) WHOLESALE AND RETAIL TRADE AND REPAIR
OF MOTOR VEHICLES AND MOTORCYCLES

GROUP  : (451) SALE OF MOTOR VEHICLES
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MSIC GROUP 1451

AREA : Vehicle Marketing, Digital Marketing, & Product
Management
LEVEL 16

RESPONSIBILITIES

The Head of Marketing is responsible to spearhead the development and execute the
deployment of national and local marketing/advertising/media plans to drive sales
acquisition and customer retention efforts. Responsibilities will encompass entire budget
and media channel execution inclusive of branding, customer acquisition, and digital.

Knowledge:

e Marketing operation

e Leadership & communication skills
e Business Planning Acumen

e Decision making

e Reporting skill

e Computer literacy

e Analytical skills

Skills:

e Manage overall marketing, promotion activities, event, product launches and road
show.

e Manage overall marketing manpower planning, development, staff performance and
requirement

e Manage overall budget

e Build strong relationship with external/internal parties (customers; consultant;
agencies).

¢ Manage team & plan improvement to achieve business and operation target.

e Manage HR matter & security procedure

e Liaison upper management / director

e Prepare management report, proposal

Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP : 451
AREA : Vehicle Marketing
LEVEL :5

RESPONSIBILITIES

The Marketing Manager is responsible to develop, establish and maintain marketing
strategies to meet organizational objectives. Effective management of the marketing,
advertising and promotional activities of the organization.

Knowledge:

Marketing, advertising and promotional management

Market research, current market conditions and competitor information
Marketing platforms including social media platforms

Marketing budget

Return on investment and key performance metrics

Pricing strategy

Marketing presentations & Media and advertising

Sales function & Industry best practices

Skills:

Manage and coordinate all marketing, advertising and promotional staff and activities
Conduct market research to determine market requirements for existing and future
products

Analysis of customer research, current market conditions and competitor information
Develop and implement marketing plans and projects for new and existing products
Expand and develop marketing platforms including social media platforms

Manage the productivity of the marketing plans and projects

Monitor, review and report on all marketing activity and results

Determine and manage the marketing budget

Deliver marketing activity within agreed budget

Report on return on investment and key performance metrics

Develop pricing strategy

Create marketing presentations

Liaise with media and advertising

Collaborate with the sales function

Monitor industry best practices

Attributes (Attitude/Safety/Environmental)
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Ability to have reporting skills
Ability to work in a team
Strong interpersonal skills with good attention to details

Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP : 451
AREA : Vehicle Marketing
LEVEL 4

RESPONSIBILITIES

The Marketing Executive is responsible for the development and delivery of the
marketing strategy to maximise brand revenue and margin through effective marketing
planning and execution. This role requires a creative and modern digital marketing
professional to help deliver automotive retailing business.

Knowledge:

Marketing, advertising and promotional management

Market research, current market conditions and competitor information
Marketing platforms including social media platforms

Marketing budget

Return on investment and key performance metrics

Pricing strategy

Marketing presentations & Media and advertising

Sales function & Industry best practices

Skills:

Liaising and networking with a range of stakeholders including dealerships,
marketing colleagues, suppliers and manufacturers

Develop a thorough understanding of the manufacturer brands to maximise their
potential

Develop a digital marketing plan for franchise brands and post campaign analysis
Act as highly informed internal customer for marketing services, including, website
management, including the updating new quarter offers, social media and market
research (develop customer insight and understand competition)

Build good networks with all internal marketing resources: design team, data team,
CRM manager, event & PR manager to design and deliver consistent and cohesive
digital content across all channels within budgets agreed

Manage the production of digital marketing materials, including Social Media
channels

Closely liaise with data team to maintain and update the customer database as a
marketing asset
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1451
AREA : Vehicle Marketing
LEVEL 23

RESPONSIBILITIES

The Marketing Assistant is responsible for promoting and driving the sales of a company's
goods or services. A marketing assistant supports the marketing department by carrying
out the daily tasks that keep the department functioning and facilitate the duties of the
marketing manager and account executives. Marketing assistants might go by other titles,
such as marketing administrative assistant.

Knowledge:

Financial and statistical information such as budget spreadsheets
Questionnaires analysis

Report writing, brochures and promotional documents creation
Marketing presentations and customer relations

Marketing and promotional activities

Market research

Skills:

Compiling and distributing financial and statistical information such as budget
spreadsheets

Analysing questionnaires

Writing reports, company brochures and similar documents

Organising and hosting presentations and customer visits

Assisting with promotional activities

Visiting customers/external agencies

Helping to organise market research

Attributes (Attitude/Safety/Environmental)

Ability to have reporting skills

Ability to work in a team

Strong interpersonal skills with good attention to details

Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1451

AREA : Customer Relationship Management, New & Used Vehicle
Sales
LEVEL .6

RESPONSIBILITIES

The Head of Sales is responsible for managing and overseeing key sales functions, such
as, the customer support team, the sales management team, the key account management
team, and the sales support team. The Head of Sales ensures that all these departments
work effectively and harmoniously in order to ensure the sales force productivity level
stays high.

Knowledge:

Sales & marketing management

Financial management

Product management

Strategic goals

Industry intelligence

Research & Development & Commercialization

Skills:

Determines annual unit and gross-profit plans by implementing marketing strategies;
analyzing trends and results.

Establishes sales objectives by forecasting and developing annual sales quotas for
regions and territories; projecting expected sales volume and profit for existing and
new products.

Maintains sales volume, product mix, and selling price by keeping current with supply
and demand, changing trends, economic indicators, and competitors.

Establishes and adjusts selling prices by monitoring costs, competition, and supply
and demand.

Completes national sales operational requirements by scheduling and assigning
employees; following up on work results.

Maintains national sales staff by recruiting, selecting, orienting, and training
employees.

Maintains national sales staff job results by counselling and disciplining employees;
planning, monitoring, and appraising job results.

Contributes to team effort by accomplishing related results as needed.
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Attributes (Attitude/Safety/Environmental)

Excellent written, verbal and presentation communication skills

Proven ability to work under pressure and deliver

Commercial and customer focus

Excellent teamwork skills

Ability to motivate and drive cross-functional teams without formal authority
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MSIC GROUP : 451
AREA : Customer Relationship Management
LEVEL :5

RESPONSIBILITIES

The Customer Service Manager is responsible for the creation and development of the
CRM strategy using a creative approach to secure and manage target audiences whilst
delivering outstanding campaigns. Working with the Direct Sales and Marketing
Managers a CRM Manager ensures a stream of high-quality leads through online and
email marketing, to drive acquisitions, increase conversion, improve retention and
customer loyalty.

Knowledge:

e CRM strategy

e Customer segmentation and data analysis

e Management of data and CRM agency, CRM campaigns

e CRM campaigns effectiveness in terms of traffic, acquisition, conversion, retention
and revenue

Skills:

¢ Planning, managing and delivering CRM strategy

e Building collaborative relationships with all marketing teams to gain a great
understanding of customer base through insight, segmentation and data analysis

e Management of data and CRM agency, resolving any issues that arise during the
implementation of CRM campaigns

e Analysis and reporting on campaigns effectiveness in terms of traffic, acquisition,
conversion, retention and revenue

e Identifying areas for improvement and making recommendations

e Working closely with the Head of eCommerce to manage the CRM budget

Attributes (Attitude/Safety/Environmental)

e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills

e Proactive when supervising subordinate works
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MSIC GROUP 1451

AREA

: Customer Relationship Management

LEVEL 14

RESPONSIBILITIES

The Customer Service Executive is responsible for establishing customer service
guidelines within an organization. This may include developing a written guide to best
practices, creating training agendas for staffers and taking the lead in communicating
service expectations within the company. An individual in this role may also spearhead
initiatives designed to measure perception of existing service levels via polls, surveys,
focus groups and online feedback forms.

Knowledge:

CRM strategy

Customer segmentation and data analysis

Management of data and CRM agency, CRM campaigns

CRM campaigns effectiveness in terms of traffic, acquisition, conversion,
retention and revenue

Planning and delivering CRM strategies across the organisation with a view to
retaining existing customers, increasing brand loyalty and expanding the company
brand.

Deciding on a final CRM structure and architecture that will work seamlessly
across the business and capture crucial information along the sales funnel.
Making sure the customer database is correctly segmented for targeted marketing
activities.

Collaborating with other departments ensure the CRM strategy works well for
every aspect of the business.

Development of testing strategies to guarantee the most efficient approach for the
organisation and its customers.

Coming up with creative ideas, preparing proposals, overseeing the production
process & execution and reporting the results to the relevant people.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works

166



MSIC GROUP : 451
AREA : Customer Relationship Management
LEVEL 03

RESPONSIBILITIES

The Customer Service Assistant is the interface between the industry and the consumer,
acting as a company’s first point of contact and advising the customer on a product or
service. A customer service assistant may work on the telephone, at a computer or behind
a customer service desk, counter or till. They may be based in a shop, call centre,
government office, bank or insurance company. The job of a customer service assistant
could encompass a range of customer-oriented tasks, including handling complaints about
a product or service, making sales (in a shop or call centre), or providing consumers with
information.

Knowledge:
e Customer service management
e Handling customer feedbacks
e Report writing
e Problem solving related to customer service

e Arranging services for customers

e Stocking shelves

e Providing information about a product or service
e Making sales

e Making referrals to other members of the team
¢ Handling enquiries (by telephone or email)

e Taking payments or issuing refunds

e Tidying up at the end of a shift

e Inputting data

e Solving problems

e Performing administrative duties

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
o Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1451
AREA : Vehicle Sales
LEVEL :5

RESPONSIBILITIES

The Vehicle Sales Manager is responsible for selling vehicles. In some cases, managers
must provide direction and motivation to the sales staff in order to move the most
inventory possible as fast as possible. Additional job duties include hiring, firing, training
and setting sales goals for employees. Sales managers also develop annual sales budgets,
monitor inventory and cultivate good customer relations. At some dealerships,
automotive sales managers are responsible for marketing, advertising and special
promotions.

Knowledge:

Sales & Marketing management

Business management

CRM strategy

Customer segmentation and data analysis

CRM campaigns effectiveness in terms of traffic, acquisition, conversion, retention
and revenue

Skills:

Recruit, hire, train, and oversee a team of automotive salespeople

Coach salespeople on best practices for closing more vehicle deals and provide advice
and guidance to improve sales performance

Oversee all activities occurring in the vehicle showroom

Set sales goals, track progress, and lead team to achieve and exceed those quotas
Forecast sales for upcoming months and quarters and compile the necessary reports
for dealership management to review

Step in to answer customer questions and issues when required

Coordinate and lead all regular sales meetings with the sales staff

Develop and manage a CRM platform to retain customers and seek out new
prospective sales

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1451

AREA

: Vehicle Sales

LEVEL 14

RESPONSIBILITIES

The Vehicle Sales Advisor Executive is responsible for promoting new vehicles and
services to customers and negotiate contracts with the aim of maximising profits. Sales
executives are the key point of contact between an organisation and its clients: answering
queries, offering advice and introducing new vehicles.

Knowledge:

Sales management
Product knowledge
Exhibitions, conferences and meetings
Sales performance
Negotiation of contracts and packages

Organising sales visits

Demonstrating and presenting products

Establishing new business

Maintaining accurate records

Attending trade exhibitions, conferences and meetings
Reviewing sales performance

Negotiating contracts and packages

Aiming to achieve monthly or annual targets

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1451

AREA

: New Vehicle Sales

LEVEL 13

RESPONSIBILITIES
The Senior Vehicle Sales Advisor is the interface between the industry and the consumer,
acting as a company’s first point of contact and advising the customer on a product or

service

. A customer service assistant may work on the telephone, at a computer or behind

a customer service desk, counter or till. They may be based in a shop, call centre,
government office, bank or insurance company.

Knowledge:

Sales management
Product knowledge
Exhibitions, conferences and meetings
Sales performance
Negotiation of contracts and packages

To sell and promote the sale of all new vehicles in line with all aspects of
dealership and manufacturer trading policies

To create and maintain a positive customer-friendly sales environment whilst
taking responsibility for the day-to-day maintenance and presentation of the
showroom

To always be prepared to receive and process new customer enquiries (via
telephone, walk-in and email)

To guide and inform the customer whilst being able to give a competent and
enthusiastic presentation of all of the vehicles within the product range

To achieve both new and used vehicle sales targets along with secondary
accessory and financial services targets

To ensure company processes are followed to improve Customer Satisfaction and
retention.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1451

AREA

: New Vehicle Sales

LEVEL 12

RESPONSIBILITIES
The Vehicle Sales Advisor is responsible for understanding and demonstrating
characteristics, capabilities, and features; developing and qualifying buyers; closing sales.

Knowledge:

Sales management
Product knowledge
Sales performance
Negotiation of contracts and packages

Understands automobiles by studying characteristics, capabilities, and features;
comparing and contrasting competitive models; inspecting automobiles.
Develops buyers by maintaining rapport with previous customers; suggesting
trade-ins; meeting prospects at community activities; greeting drop-ins;
responding to inquiries; recommending sales campaigns and promotions.
Qualifies buyers by understanding buyer's requirements and interests; matching
requirements and interests to various models; building rapport.

Demonstrates automobiles by explaining characteristics, capabilities, and
features; taking drives; explaining warranties and services.

Closes sales by overcoming objections; asking for sales; negotiating price;
completing sales or purchase contracts; explaining provisions; explaining and
offering warranties, services, and financing; collects payment; delivers
automobile.

Provides sales management information by completing reports.

Enhances dealership reputation by accepting ownership for accomplishing new
and different requests; exploring opportunities to add value to job
accomplishments

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills
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MSIC GROUP : 451
AREA : Dealership Development
LEVEL .6

RESPONSIBILITIES

The Head of Dealership is responsible for working directly with dealerships and/or auto
manufacturers to provide strategic and digital solutions. They will play a critical role in
ensuring continued growth through strong strategic relationship building skills and are
apt to see win-win opportunities with both new and current Dealer and OEM partners..

Knowledge:

Sales & marketing management
Financial management

Product management
Dealership development
Industry intelligence

Skills:

Lead, develop and execute the overall business development strategy for Partner
Relations team with large and strategic dealer groups, dealerships and OEMs based
on the business needs and market trends, to achieve established business objectives.
Cultivate and enhance dealer and automotive manufacturer (OEM) client
relationships.

Identify and evaluate areas where can provide solutions to help these partners achieve
their sales objectives.

Formulate robust proposals & presentations using unique data, analysis, and insights
to communicate and pursue business development opportunities.

Be the internal voice for and champion the needs of strategic dealer groups and OEMs.
Work closely with cross-functional teams to build the tools & features that will
optimize as well as expand existing dealer and OEM business.

Advise leadership on sales strategy, product strategy, and competitive market
analysis.

Attend industry conferences /events to increase the company's visibility, engage in
ongoing professional development, and stay informed on industry developments.
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Attributes (Attitude/Safety/Environmental)

Excellent written, verbal and presentation communication skills

Proven ability to work under pressure and deliver

Commercial and customer focus

Excellent teamwork skills

Ability to motivate and drive cross-functional teams without formal authority
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MSIC GROUP 1451
AREA : Dealership Development
LEVEL :5

RESPONSIBILITIES

The Dealer Development Manager is responsible to implement the brands dealer
initiatives and growth strategies. These initiatives and strategies include and are not
limited to dealer recruiting, training and coordination of activities that support the highest
quality and skilled dealers. Coordination with division and sales account managers will
be paramount in ensuring that an adequate level of support is provided throughout the
managers assigned trade area.

Knowledge:

Sales & marketing management
Financial management

Product management
Dealership development
Industry intelligence

Skills:

Support the application of programs, budgets, business plans, schedules, strategies
and tactics that support field sales personnel, dealer networks and help the brand meet
established goals for sales volume and market share growth

Regularly facilitate and present at both employee/dealer meetings, events and
trainings

Analyze assigned geography for potential needs and available territories for dealer
development and recruitment

Coordinate dealer recruitment efforts in assign Manage dealer onboarding and on-
going training

Facilitate meetings and events centered around preparing company personnel to better
support and manage successful dealer networks

Implement brand dealer agreements and sales strategies to meet the business goals of
the company

Evaluate current and potential dealer performance to ensure growth

Review customer and dealer analytics and help develop action plans with both dealers
and employees to drive budgeted growth

Track competitor tactics and programs and advise brand management

Maintain professional internal and external relationships that meet the company’s
core values
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Maintain a high level of customer service and professionalism

Attributes (Attitude/Safety/Environmental)

Excellent written, verbal and presentation communication skills

Proven ability to work under pressure and deliver

Commercial and customer focus

Excellent teamwork skills

Ability to motivate and drive cross-functional teams without formal authority
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MSIC GROUP 1451
AREA : Dealership Development
LEVEL 4

RESPONSIBILITIES

The Dealer Development Executive is responsible to implement the brands dealer
initiatives and growth strategies. These initiatives and strategies include and are not
limited to dealer recruiting, training and coordination of activities that support the highest
quality and skilled dealers. Coordination with division and sales account managers will
be paramount in ensuring that an adequate level of support is provided throughout the
managers assigned trade area.

Knowledge:

Sales & marketing management
Financial management

Product management
Dealership development
Industry intelligence

Skills:

Support the application of programs, budgets, business plans, schedules, strategies
and tactics that support field sales personnel, dealer networks and help the brand meet
established goals for sales volume and market share growth

Regularly facilitate and present at both employee/dealer meetings, events and
trainings

Analyze assigned geography for potential needs and available territories for dealer
development and recruitment

Coordinate dealer recruitment efforts in assign Manage dealer onboarding and on-
going training

Facilitate meetings and events centered around preparing company personnel to better
support and manage successful dealer networks

Implement brand dealer agreements and sales strategies to meet the business goals of
the company

Evaluate current and potential dealer performance to ensure growth

Review customer and dealer analytics and help develop action plans with both dealers
and employees to drive budgeted growth

Track competitor tactics and programs and advise brand management

Maintain professional internal and external relationships that meet the company’s
core values
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Maintain a high level of customer service and professionalism

Attributes (Attitude/Safety/Environmental)

Excellent written, verbal and presentation communication skills

Proven ability to work under pressure and deliver

Commercial and customer focus

Excellent teamwork skills

Ability to motivate and drive cross-functional teams without formal authority
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SECTION : (G) WHOLESALE AND RETAILTRADE; REPAIR OF MOTOR
VEHICLES AND MOTORCYCLES

DIVISION : (45) WHOLESALE AND RETAIL TRADE AND REPAIR
OF MOTOR VEHICLES AND MOTORCYCLES

GROUP  : (452) MAINTENANCE AND REPAIR OF MOTOR VEHICLES
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MSIC GROUP : 452
AREA : Repair/Maintenance (Light / Heavy)
LEVEL : 6

RESPONSIBILITIES

The Head of After Sales is responsible for managing and overseeing key sales functions,
such as, the customer support team, the sales management team, the key account
management team, and the sales support team. The Head of Sales ensures that all these
departments work effectively and harmoniously in order to ensure the sales force
productivity level stays high.

Knowledge:

e After sales services

e Sales & marketing management

¢ Financial management

e Product management

e Strategic goals

e Industry intelligence

e Research & Development & Commercialization

Skills:

e Determines annual unit and gross-profit plans by implementing marketing strategies;
analyzing trends and results.

o Establishes after sales objectives by forecasting and developing annual sales quotas
for regions and territories; projecting expected sales volume and profit for existing
and new products.

e Establishes and adjusts selling prices by monitoring costs, competition, and supply
and demand.

e Completes national sales operational requirements by scheduling and assigning
employees; following up on work results.

e Maintains national sales staff by recruiting, selecting, orienting, and training
employees.

e Maintains national sales staff job results by counselling and disciplining employees;
planning, monitoring, and appraising job results.

e Contributes to team effort by accomplishing related results as needed.
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Attributes (Attitude/Safety/Environmental)

Excellent written, verbal and presentation communication skills

Proven ability to work under pressure and deliver

Commercial and customer focus

Excellent teamwork skills

Ability to motivate and drive cross-functional teams without formal authority
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MSIC GROUP : 452
AREA : Repair/Maintenance (Light / Heavy)
LEVEL :5

RESPONSIBILITIES

The Workshop Manager is responsible in managing and leading a team of people in
allocating workload and managing the day to day operations in the workshop. It requires
the job holder to co-ordinate resources and liaise with internal and external key contacts
to ensure work is delivered on time and to a quality standard.

Knowledge:

e Engineering trade qualification

e Business management opportunities

e CAD drawing skills are an advantage but not essential

e Project management

e People management

e Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

e Responsible for job allocation and job flow in the workshop including job scheduling
and labour allocation for day to day operations.

e Co-ordinate resources, (operational and human) schedules and activities to
effectively manage jobs.

e Ensure supplies are ordered for each job

e Assist with quoting, project management, materials purchasing and quality checks.

e Ensure correct job numbers are used and that time records are correct.

e Provide oversight and check job estimates.

e Manage inward goods, checking quantities, dispatching goods and receipting
invoices

e Regularly report progress on each job and quickly communicate delays or concerns
with the Director - Operations. Report on manpower overruns or shortfalls.

e Act as a technical adviser on key projects and other areas of the business as
requested.

e Work with the Director - Operations to respond to client’s requests for updates on the
status of their jobs and keep the communication channels open to ensure information
IS accurate.

¢ involve technical descriptions of products and the way they may be used.

e Receive and review feedback from customers and follow up to ensure customer
satisfaction.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Repair/Maintenance (Light / Heavy)

LEVEL 14

RESPONSIBILITIES

The Workshop Executive is responsible for operational conduct of workshop staff and
the general management of vehicle maintenance and repair. Assisting in the supervision,
training and development of staff to meet operational requirements are an integral role of
this position.

Knowledge:

Skills:

Engineering trade qualification

Business management opportunities

Enterprise software systems

Project management

People management

Environmental impact identification and analysis

Liaising with external suppliers.

Arranging delivery and pick up of spare parts.

Liaison with regards to client / plant requirements.

Managing the attendance of field service to breakdowns and long term hire sites.
Assessing damage on returning machines

Ordering spare parts using various enterprise software systems

Providing service reports.

Input work order data onto enterprise software system, where workshop manager
Coordinating and assisting workshop staff.

Assessment, auditing and on-going monitoring of approved plant and equipment.
Managing the maintenance and repair processes of plant and equipment.

Control and supervision of subcontractors, suppliers, work and materials
delivered.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills
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Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills
Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Repair/Maintenance (Light / Heavy)

LEVEL 13

RESPONSIBILITIES

The Workshop Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
service repair work to ensure the highest quality of customer service.

Knowledge:

Skills:

Quialified mechanic

Sound knowledge of workshop procedures
Excellent diagnostic skills

Proficient computer skills

Supervisory skills

Plans, schedules and assigns repair and maintenance jobs to Automotive
Mechanics and Automotive Service Writers

Advises and assists subordinates on major repair problems and difficult diagnostic
tasks.

Diagnoses, through road tests or otherwise

Makes repairs, adjustments or replacement of parts and directs other kinds of
servicing and maintenance work

Coordinates all phases of work pertaining to the testing, examination, adjusting,
servicing and repairing of vehicle

Makes minor and major repairs to engines, chassis and appurtenances of
mechanical equipment, repairing or replacing worn or defective parts.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Repair/Maintenance (Light / Heavy)

LEVEL 12

RESPONSIBILITIES
The Technician 11 is responsible for inspecting, maintaining, and repairing cars and light

trucks.

Knowledge:

Quialified mechanic

Automotive system

Sound knowledge of workshop procedures
Excellent diagnostic skills

Proficient computer skills

Carry out fuel line pressure regulator replacement, electronic fuel injector
replacement, diesel fuel injector service, diesel fuel injection pump timing,
intercooler unit and catalytic converter replacement and engine overhaul.

Carry out dashboard instruments, electrical fan motor, central locking system,
alarm system and power windows rectification work;

carry out electronic relays and sensors replacement;

Carry out front wheel driveshaft, rear wheel driveshaft and four-wheel drive
transfer case rectification work

Carry out manual transaxle and transmission overhaul;

Carry out anti-lock brake system (abs) rectification work;

carry out rear axle overhaul;

Carry out inhibitor switch rectification work;

carry out automatic transaxle and transmission overhaul;

Carry out brake booster replacement;

Carry out manual steering and power steering rectification work;

Carry out MacPherson-strut assembly and suspension ball joint replacement;
Carry out suspension bushes replacement and control arm replacement;

Carry out air-conditioning receiver drier replacement, air-conditioning expansion
valve replacement and system flushing;
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Repair/Maintenance (Light / Heavy)

LEVEL 01

RESPONSIBILITIES
The Technician | is responsible in assisting mechanic in inspecting, maintaining, and
repairing cars and light trucks.

Knowledge:

Skills:

Basic automotive system
Workshop procedures
Tools, Equipment and Materials in workshop

Carry out workshop safety practices, bench fitting and basic welding activities,
Carry out workshop tools and equipment maintenance, vehicle inspections, engine
lubrication service and carry out engine top overhauls.

Rectify engine cooling and lubricating systems;

Rectify engine ignition system, engine starting system, vehicle charging system,
vehicle lighting system, vehicle headlamp alignment, windshield wiper system
and diesel preheating system;

Repair and replace hydraulic clutch system, vehicle clutch assembly, drive shaft
assembly, propeller shaft assembly and half shaft assembly, vehicle brake pads,
brake discs, brake drums and brake linings, parking brake, brake master pump,
brake callipers and brake wheel cylinder, steering tie-rod end and steering knuckle
assembly and steering rack dust cover, front wheel bearings, rear wheel bearings,
vehicle suspension bushes, front and rear shock absorbers and vehicle leaf springs
assembly;

Replace air- conditioning belt and tensioner assembly and evaporator air filter;
Recover and recycle vehicle air-conditioning refrigerant.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Energy Efficiency Vehicle - Hybrid
LEVEL :5

RESPONSIBILITIES

The Technical Support Manager is responsible in training and coordinating the company's
technical service staff while solving procedural problems and recommending
improvements to management. Technical support managers need to have a healthy
balance of computer knowledge and know-how and social, management, and
communication skills.

Knowledge:

Engineering trade qualification

Business management opportunities

CAD drawing skills are an advantage but not essential

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Managing engineers and technicians in the design, development and implementation
of new methods and procedures for the technical solution that meets the requirements
of technical improvements (e.g., performance upgrades)

Recommends, establishes business case, and assists in building acceptance of new
proposed program modifications, methods, and procedures.

Conducts and provides moderately complex cost/benefit analysis for new proposed
program modifications, methods, and procedures.

Oversees the definition of system objectives and design specifications in collaboration
with business analyst and/or project manager.

Manages the definition of controls, conversion procedures and system
implementation plans, which may include user training and orientation.

Manages the technical collaboration of company lines of service, client it, vendors,
and subcontractors.

Represents the company in new technology planning and is the lead in assessing
emerging technologies.

Assists clients in articulating and defining their business requirements and assists in
preparing the business case justification for technical investment decisions.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works

190



MSIC GROUP : 452
AREA : Technical Support
LEVEL 4

RESPONSIBILITIES

The Diagnostic Technician is responsible in designing, manufacturing, distribution,
marketing, sales and after-sales care of cars (including racing cars), motorbikes and other
commercial vehicles.

Knowledge:

Engineering trade qualification

Business management opportunities

CAD drawing skills are an advantage but not essential

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Assessing project requirements

Agreeing and negotiating project budgets, timescales and specifications with clients
and managers

Developing and implementing test procedures

Building prototypes of components to carry out tests on

Organising and carrying out tests, e.g. to check whether engines will work in different
conditions, such as high temperatures

Interpreting and analysing results and data

Sourcing vehicle components and selecting the best materials to use

Providing technical advice and answering queries from clients

Using specialist computer modelling software to produce designs

Making improvements to vehicles in response to customer feedback

Investigating and solving problems, e.g. mechanical failures

Writing reports and documentation

Giving presentations

Undertaking relevant research

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills
Adhere to safety regulations, production quality standard and environmental
regulations.
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e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Technical Support
LEVEL :5

RESPONSIBILITIES
The Technical Support Manager is responsible in training and coordinating the company's
technical service staff while solving procedural problems and recommending
improvements to management. Technical support managers need to have a healthy
balance of computer knowledge and know-how and social, management, and
communication skills.

Knowledge:

Engineering trade qualification

Business management opportunities

CAD drawing skills are an advantage but not essential

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Managing engineers and technicians in the design, development and implementation
of new methods and procedures for the technical solution that meets the requirements
of technical improvements (e.g., performance upgrades)

Recommends, establishes business case, and assists in building acceptance of new
proposed program modifications, methods, and procedures.

Conducts and provides moderately complex cost/benefit analysis for new proposed
program modifications, methods, and procedures.

Oversees the definition of system objectives and design specifications in collaboration
with business analyst and/or project manager.

Manages the definition of controls, conversion procedures and system
implementation plans, which may include user training and orientation.

Manages the technical collaboration of company lines of service, client it, vendors,
and subcontractors.

Represents the company in new technology planning and is the lead in assessing
emerging technologies.

Assists clients in articulating and defining their business requirements and assists in
preparing the business case justification for technical investment decisions.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works

194



MSIC GROUP : 452
AREA : Technical Support
LEVEL 4

RESPONSIBILITIES

The Technical Support Executive is responsible in designing, manufacturing, distribution,
marketing, sales and after-sales care of cars (including racing cars), motorbikes and other
commercial vehicles.

Knowledge:

Engineering trade qualification

Business management opportunities

CAD drawing skills are an advantage but not essential

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Assessing project requirements

Agreeing and negotiating project budgets, timescales and specifications with clients
and managers

Developing and implementing test procedures

Building prototypes of components to carry out tests on

Organising and carrying out tests, eg to check whether engines will work in different
conditions, such as high temperatures

Interpreting and analysing results and data

Sourcing vehicle components and selecting the best materials to use

Providing technical advice and answering queries from clients

Using specialist computer modelling software to produce designs

Making improvements to vehicles in response to customer feedback

Investigating and solving problems, eg mechanical failures

Writing reports and documentation

Giving presentations

Undertaking relevant research
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Transmission (Reconditioning)
LEVEL :5

RESPONSIBILITIES

The Workshop Manager is responsible in managing and leading a team of people in
allocating workload and managing the day to day operations in the workshop. It requires
the job holder to co-ordinate resources and liaise with internal and external key contacts
to ensure work is delivered on time and to a quality standard.

Knowledge:

e Engineering trade qualification

e Business management opportunities

e CAD drawing skills are an advantage but not essential

e Project management

e People management

e Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

e Responsible for job allocation and job flow in the workshop including job scheduling
and labour allocation for day to day operations.

e Co-ordinate resources, (operational and human) schedules and activities to
effectively manage jobs.

e Ensure supplies are ordered for each job

e Assist with quoting, project management, materials purchasing and quality checks.

e Ensure correct job numbers are used and that time records are correct.

e Provide oversight and check job estimates.

e Manage inward goods, checking quantities, dispatching goods and receipting
invoices

o Regularly report progress on each job and quickly communicate delays or concerns
with the Director - Operations. Report on manpower overruns or shortfalls.

e Act as a technical adviser on key projects and other areas of the business as
requested.

e Work with the Director - Operations to respond to client’s requests for updates on the
status of their jobs and keep the communication channels open to ensure information
IS accurate.

¢ involve technical descriptions of products and the way they may be used.

e Receive and review feedback from customers and follow up to ensure customer
satisfaction.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452

AREA

: Transmission (Reconditioning)

LEVEL 14

RESPONSIBILITIES

The Transmission Specialist is responsible for diagnosing problems and repair or rebuild
automatic and manual transmissions. Specialists often work overtime, nights and
weekends and sometimes must function in uncomfortable or cramped positions.

Knowledge:

Skills:

Mechanical ability

Strong mathematics and English skills

Hydraulic and computerized systems associated with transmissions and the use of
computerized diagnostic equipment

Diagnoses and repairs vehicles accurately and within a reasonable time frame and
with a quality of work that exceeds customer expectations.

Perform advanced removal and replacement, and diagnostic work accurately
according to daily work orders as received from any manager including: emission
control systems; throttle body injection; electrical problems on computerized
vehicles; conditions between computer, ignition, and mechanical problems; anti-
lock brake systems; cruise control; all non-computerized accessories; drivability
problems; on-board computer problems; import fuel injection; import ignition on
computerized vehicles; auto transmissions; computerized A/C systems; and four
wheel drive internal components.

Train members of the service department thoroughly in various vehicle
maintenance and repair responsibilities.

Assist location managers with daily operation of the facility through pricing work
orders, requisitioning parts, shop organization and supervision of other members
of the service department.

Knows, understands, and performs all duties of all Technician roles.

Observes and follows all necessary safety regulations when operating machinery,
equipment and tools.

Perform work of other members of the service department if business necessitates.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Transmission (Reconditioning)
LEVEL 03

RESPONSIBILITIES
The Diagnostic Technician is responsible for repairing, troubleshooting and upgrading
the vehicle’s transmission system.

Knowledge:
e Automotive transmission system
e Operate power tools, meters, and diagnostic equipment.
e Blueprints, schematic drawings, sketches, manuals, or work orders

Skills:

e Perform work specified on maintenance and repair orders with efficiency and in
accordance with dealership

e Disassemble, diagnose and repair vehicle transmission

e Cleaning and inspection of all parts

e Provide labor and time estimates for additional automotive repairs

e Explain mechanical diagnoses and required repairs in a non-technical manner to
service advisors and customers

e Continuously learn new technical information and techniques in formal training
sessions in order to stay abreast with rapidly changing technology.

¢ Inspect and test new vehicles and recording findings so that necessary repairs can
be made.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Transmission (Reconditioning)

LEVEL 12

RESPONSIBILITIES

The Transmission Technician Il is responsible for repairing, troubleshooting and
upgrading the vehicle’s electrical system as well as the devices that relies on electrical
energy. Although a car is known to be powered by fuel, some of its components require
electrical power. This job is a bit challenging since they have to effectively connect the
electrical components with a small battery source.

Knowledge:

Automotive transmission systems

Trade tools, equipment, materials, methods and techniques used in transmission
repair or service works

Safety practices, building codes, and National Electric Codes.

Operate power tools, meters, and diagnostic equipment.

Blueprints, schematic drawings, sketches, manuals, or work orders

Repairs manual and automatic transmissions in automobiles, buses, trucks, and
other automotive vehicles

Raises automotive vehicle, using jacks or hoists, and removes transmission, using
mechanic’s hand tools.

Disassembles transmission unit and replaces broken or worn parts, for example
bands, gears, seals, and valves.

Adjusts pumps, bands, and gears as required, using wrenches.

Installs repaired transmission and fills it with specified fluid.

Adjusts operating linkage and tests operation on road.

adjust carburettor and may also verify idle speed of motor, using equipment, for
example tachometer, making required adjustments.

May also specialize in repair of automatic transmissions and be designated
Automatic-Transmission Mechanic

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works

202



MSIC GROUP : 452
AREA : Repair/Maintenance Service Advisor
LEVEL :5

RESPONSIBILITIES

The Service Manager is responsible in overseeing the service department and is
responsible for controlling costs, building a loyal clientele, maintaining good employee
relations, setting and obtaining sales and profit objectives and maintaining service
records. Additionally, they must satisfy service concerns of all customers, ensure that
service is performed at the highest level and operate the department profitably.

Knowledge:

Customer Relations Management

Automotive engineering trade

Business management

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Hiring and supervising all service department personnel, as well as monitoring their
performance in servicing customers

Creating goals and objectives for the department, which includes an annual operating
budget and a marketing plan to promote new and repeat business

Providing training on administrative policies and procedures for all department
personnel. Encouraging technicians to keep their skills up-to-date through periodic
technical training on new systems and components offered by the automotive
manufacturers

Keeping up-to-date on manufacturer warranty and policy procedures while serving as
a liaison with the factory representatives

Maintaining the highest Customer Service Index (CSI) rating from customers by
handling customer complaints immediately and according to dealership policy

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Repair/Maintenance Service Advisor

LEVEL 24

RESPONSIBILITIES

The Service Executive is responsible for assisting service manager in the daily operations
of the Service Center to ensure the delivery excellent results and achieve goals quarter
after quarter, month after month, on all aspects of customers, people, operations, and
financials.

Knowledge:

Skills:

Customer Relations Management

Automotive engineering trade

Business management

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel
Environmental impact identification and analysis

Responsible for leading the service operations and service employees under
limited supervision by the Service Manager.

Training service employees to operate at optimal efficiency.

Ensure that employees are being managed on a daily basis; ensure that there are
weekly meetings with direct reports, and the meetings will cover issues,
productivity, safety, training, and other pertinent topics

Identify and provide solution for issues to avoid escalation.

Ability to prioritize and delegate tasks in order to manage a high volume service
department.

Cultivate employee tenure through recognition, personal development, and high
morale

Ensure Service division is running smoothly and working in conjunction with
Parts and Sales.

Maintain accurate monthly, quarterly, and year-end reports.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Repair/Maintenance Service Advisor
LEVEL 23

RESPONSIBILITIES

The Service Advisor is responsible for interpreting customer concerns for the auto
mechanic, so that the mechanic can diagnose and repair problems correctly. The advisor
then translates the actual repair problem, which may be very complicated, into language
the customer can understand. Auto Service Advisors also work with customers to
schedule service and handle administrative aspects of customer service departments.

Knowledge:
e Workshop procedures
e Customer Relations Management
e Excellent diagnostic skills
e Proficient computer skills
e Supervisory skills

e Greeting customers and scheduling service appointments

e Cataloguing customers concerns and comments

e Writing service orders and descriptions of problems and repairs

e Translating customers’ repair problems into standard repair terminology
e Explaining repairs to customers

e Test-driving vehicles to confirm service repairs

e Estimating the cost and time needed for repairs

e Handling customer complaints

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452

AREA

: Repair/Maintenance Service Advisor

LEVEL 22

RESPONSIBILITIES

The Service Receptionist is responsible for helping customers solve their product- or
service-related problems through phone, email, or in-person conversations. The primary
responsibility of a customer service receptionist is to provide customers with the best
customer service possible.

Knowledge:

Workshop procedures

Customer Relations Management
Excellent diagnostic skills
Proficient computer skills
Supervisory skills

Greeting customers and scheduling service appointments

Writing service orders and descriptions of problems and repairs

Translating customers’ repair problems into standard repair terminology
Organizing daily appointment schedules

Performing research while on the phone gathering information from customers
Using conflict resolution skills to diffuse angry customers

Prioritizing tasks to make sure the most important tasks are done first

Building positive rapport with customers

Entering new customer data and updating the information of existing customers

Attributes (Attitude/Safety/Environmental)

Organisational skills

Attention to detail

Exceptional multitasker
Excellent communication skills
Courteous

Strong customer service skills
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MSIC GROUP : 452
AREA : Repair/Maintenance Service Advisor
LEVEL 1

RESPONSIBILITIES

The Technician | is responsible for interpreting customer concerns for the auto mechanic,
so that the mechanic can diagnose and repair problems correctly. The advisor then
translates the actual repair problem, which may be very complicated, into language the
customer can understand. Auto Service Advisors also work with customers to schedule
service and handle administrative aspects of customer service departments.

Knowledge:
e Workshop procedures
e Customer Relations Management
e Excellent diagnostic skills
e Proficient computer skills
e Supervisory skills

e Carry out workshop safety practices, bench fitting and basic welding activities,
carry out workshop tools and equipment maintenance, vehicle inspections, engine
lubrication service and carry out engine top overhauls.

e Rectify engine cooling and lubricating systems;

e Rectify engine ignition system, engine starting system, vehicle charging system,
vehicle lighting system, vehicle headlamp alignment, windshield wiper system
and diesel preheating system;

e Repair and replace hydraulic clutch system, vehicle clutch assembly, drive shaft
assembly, propeller shaft assembly and half shaft assembly, vehicle brake pads,
brake discs, brake drums and brake linings, parking brake, brake master pump,
brake callipers and brake wheel cylinder, steering tie-rod end and steering knuckle
assembly and steering rack dust cover, front wheel bearings, rear wheel bearings,
vehicle suspension bushes, front and rear shock absorbers and vehicle leaf springs
assembly;

e Replace air- conditioning belt and tensioner assembly and evaporator air filter;

e Recover and recycle vehicle air-conditioning refrigerant.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Body Repair (Light / Heavy)
LEVEL :5

RESPONSIBILITIES

The Workshop Manager is responsible in managing and leading a team of people in
allocating workload and managing the day to day operations in the workshop. It requires
the job holder to co-ordinate resources and liaise with internal and external key contacts
to ensure work is delivered on time and to a quality standard.

Knowledge:

e Engineering trade qualification

e Business management opportunities

e CAD drawing skills are an advantage but not essential

e Project management

e People management

e Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

e Responsible for job allocation and job flow in the workshop including job scheduling
and labour allocation for day to day operations.

e Co-ordinate resources, (operational and human) schedules and activities to
effectively manage jobs.

e Ensure supplies are ordered for each job

e Assist with quoting, project management, materials purchasing and quality checks.

e Ensure correct job numbers are used and that time records are correct.

e Provide oversight and check job estimates.

e Manage inward goods, checking quantities, dispatching goods and receipting
invoices

o Regularly report progress on each job and quickly communicate delays or concerns
with the Director - Operations. Report on manpower overruns or shortfalls.

e Act as a technical adviser on key projects and other areas of the business as
requested.

e Work with the Director - Operations to respond to client’s requests for updates on the
status of their jobs and keep the communication channels open to ensure information
IS accurate.

¢ involve technical descriptions of products and the way they may be used.

e Receive and review feedback from customers and follow up to ensure customer
satisfaction.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452

AREA

: Body Repair (Light / Heavy)

LEVEL 14

RESPONSIBILITIES

The Workshop Executive is responsible for operational conduct of workshop staff and
the general management of vehicle maintenance and repair. Assisting in the supervision,
training and development of staff to meet operational requirements are an integral role of
this position.

Knowledge:

Skills:

Engineering trade qualification

Business management opportunities

Enterprise software systems

Project management

People management

Environmental impact identification and analysis

Liaising with external suppliers.

Arranging delivery and pick up of spare parts.

Liaison with regards to client / plant requirements.

Managing the attendance of field service to breakdowns and long-term hire sites.
Assessing damage on returning machines

Ordering spare parts using various enterprise software systems

Providing service reports.

Input work order data onto enterprise software system, where workshop manager
Coordinating and assisting workshop staff.

Assessment, auditing and on-going monitoring of approved plant and equipment.
Managing the maintenance and repair processes of plant and equipment.

Control and supervision of subcontractors, suppliers, work and materials
delivered.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills
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Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills
Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Body Repair (Light / Heavy)

LEVEL 13

RESPONSIBILITIES

The Workshop Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
service repair work to ensure the highest quality of customer service.

Knowledge:

Skills:

Quialified mechanic

Sound knowledge of workshop procedures
Excellent diagnostic skills

Proficient computer skills

Supervisory skills

Plans, schedules and assigns repair and maintenance jobs to Automotive
Mechanics and Automotive Service Writers

Advises and assists subordinates on major repair problems and difficult diagnostic
tasks.

Diagnoses, through road tests or otherwise

Makes repairs, adjustments or replacement of parts and directs other kinds of
servicing and maintenance work

Coordinates all phases of work pertaining to the testing, examination, adjusting,
servicing and repairing of vehicle

Makes minor and major repairs to engines, chassis and appurtenances of
mechanical equipment, repairing or replacing worn or defective parts.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Body Repair (Light / Heavy)
LEVEL 22

RESPONSIBILITIES

The Panel Beater 11 is responsible for the repair of the bodywork of vehicles. They use
various metalwork techniques to remove dents, repair rusted section, and fix panels
together. They need to finish the bodywork in a way that matches the rest of the vehicle.
Panel beaters work to repair cars and restore them to factory clearances after an accident
or other form of damage.

Knowledge:
e Vehicle Restorations
e Cosmetic Work
e Customizations & Specializations
e Workshop procedures
e Excellent diagnostic skills

e Making assessments of damaged vehicles, deciding how best to repair it and
estimating the time and cost for the repair.

e Mending rusted parts of a vehicle’s bodywork.

e Removing any dents in panels.

e Repairing minor scratches, or making replacement panels.

e Welding new or repaired panels into place.

e Finishing the repair in a way that matches the rest of the bodywork or preparing
the surface for a paint sprayer.

e Keeping records of all work carried out.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Paint Repair
LEVEL :5

RESPONSIBILITIES

The Workshop Manager is responsible in managing and leading a team of people in
allocating workload and managing the day to day operations in the workshop. It requires
the job holder to co-ordinate resources and liaise with internal and external key contacts
to ensure work is delivered on time and to a quality standard.

Knowledge:

Engineering trade qualification

Business management opportunities

CAD drawing skills are an advantage but not essential

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Responsible for job allocation and job flow in the workshop including job scheduling
and labour allocation for day to day operations.

Co-ordinate resources, (operational and human) schedules and activities to
effectively manage jobs.

Ensure supplies are ordered for each job

Assist with quoting, project management, materials purchasing and quality checks.
Ensure correct job numbers are used and that time records are correct.

Provide oversight and check job estimates.

Manage inward goods, checking quantities, dispatching goods and receipting
invoices

Regularly report progress on each job and quickly communicate delays or concerns
with the Director - Operations. Report on manpower overruns or shortfalls.

Act as a technical adviser on key projects and other areas of the business as
requested.

Work with the Director - Operations to respond to client’s requests for updates on the
status of their jobs and keep the communication channels open to ensure information
IS accurate.

involve technical descriptions of products and the way they may be used.

Receive and review feedback from customers and follow up to ensure customer
satisfaction.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452

AREA

: Paint Repair

LEVEL 14

RESPONSIBILITIES

The Workshop Executive is responsible for operational conduct of workshop staff and
the general management of vehicle maintenance and repair. Assisting in the supervision,
training and development of staff to meet operational requirements are an integral role of
this position.

Knowledge:

Skills:

Engineering trade qualification

Business management opportunities

Enterprise software systems

Project management

People management

Environmental impact identification and analysis

Liaising with external suppliers.

Arranging delivery and pick up of spare parts.

Liaison with regards to client / plant requirements.

Managing the attendance of field service to breakdowns and long term hire sites.
Assessing damage on returning machines

Ordering spare parts using various enterprise software systems

Providing service reports.

Input work order data onto enterprise software system, where workshop manager
Coordinating and assisting workshop staff.

Assessment, auditing and on-going monitoring of approved plant and equipment.
Managing the maintenance and repair processes of plant and equipment.

Control and supervision of subcontractors, suppliers, work and materials
delivered.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Paint Repair

LEVEL 13

RESPONSIBILITIES

The Workshop Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
service repair work to ensure the highest quality of customer service.

Knowledge:

Skills:

Quialified mechanic

Sound knowledge of workshop procedures
Excellent diagnostic skills

Proficient computer skills

Supervisory skills

Plans, schedules and assigns repair and maintenance jobs to Automotive
Mechanics and Automotive Service Writers

Advises and assists subordinates on major repair problems and difficult diagnostic
tasks.

Diagnoses, through road tests or otherwise

Makes repairs, adjustments or replacement of parts and directs other kinds of
servicing and maintenance work

Coordinates all phases of work pertaining to the testing, examination, adjusting,
servicing and repairing of vehicle

Makes minor and major repairs to engines, chassis and appurtenances of
mechanical equipment, repairing or replacing worn or defective parts.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Paint Repair

LEVEL 12

RESPONSIBILITIES

The Spray Painter is responsible for preparing vehicles to be painted and apply paint coats
for touch-up repairs according to customer’s requirements. Auto body painters must
communicate with clients, employers and other employees to plan and execute repair and
painting jobs on a variety of vehicles, including cars, trucks and buses. Depending on
their employers, auto body painters may be required to have knowledge of specialty
painting techniques. Some auto body painters may need collision repair capabilities as

well.

Knowledge:

Skills:

Auto body and paint technology

Maintenance and operation of the spray-painting equipment
Auto body repair

Specialized paint finishes

Workshop procedures

Excellent diagnostic skills

Proficient computer skills

Spray paint automobiles, machines and other products.

Balancing and layering colours.

Clean grease and dirt in the auto mobile.

Selecting and mixing colours to match the vehicle’s colour.

Sanding, filling and chiselling vehicle as part of its preparation.

Masking areas that are not included to be painted.

Communicate with the head officer or client about their preferred colours and
design.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Paint Repair

LEVEL 01

RESPONSIBILITIES

The Panel Beater | is responsible for the repair of the bodywork of vehicles. They use
various metalwork techniques to remove dents, repair rusted section, and fix panels
together. They need to finish the bodywork in a way that matches the rest of the vehicle.
Panel beaters work to repair cars and restore them to factory clearances after an accident
or other form of damage.

Knowledge:

Vehicle Restorations

Cosmetic Work

Customizations & Specializations
Workshop procedures

Excellent diagnostic skills

Making assessments of damaged vehicles, deciding how best to repair it and
estimating the time and cost for the repair.

Mending rusted parts of a vehicle’s bodywork.

Removing any dents in panels.

Repairing minor scratches, or making replacement panels.

Welding new or repaired panels into place.

Finishing the repair in a way that matches the rest of the bodywork or preparing
the surface for a paint sprayer.

Keeping records of all work carried out.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Body and Paint (B&P) Estimation
LEVEL :5

RESPONSIBILITIES

The Service Manager is responsible in overseeing the service department and is
responsible for controlling costs, building a loyal clientele, maintaining good employee
relations, setting and obtaining sales and profit objectives and maintaining service
records. Additionally, they must satisfy service concerns of all customers, ensure that
service is performed at the highest level and operate the department profitably.

Knowledge:

Customer Relations Management

Automotive engineering trade

Business management

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel

Skills:

Hiring and supervising all service department personnel, as well as monitoring their
performance in servicing customers

Creating goals and objectives for the department, which includes an annual operating
budget and a marketing plan to promote new and repeat business

Providing training on administrative policies and procedures for all department
personnel. Encouraging technicians to keep their skills up-to-date through periodic
technical training on new systems and components offered by the automotive
manufacturers

Keeping up-to-date on manufacturer warranty and policy procedures while serving as
a liaison with the factory representatives

Maintaining the highest Customer Service Index (CSI) rating from customers by
handling customer complaints immediately and according to dealership policy
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Body and Paint (B&P) Estimation

LEVEL 14

RESPONSIBILITIES

The Service Executive is responsible for assisting service manager in the daily operations
of the Service Center to ensure the delivery excellent results and achieve goals quarter
after quarter, month after month, on all aspects of customers, people, operations, and
financials.

Knowledge:

Skills:

Customer Relations Management

Automotive engineering trade

Business management

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel
Environmental impact identification and analysis

Responsible for leading the service operations and service employees under
limited supervision by the Service Manager.

Training service employees to operate at optimal efficiency.

Ensure that employees are being managed on a daily basis; ensure that there are
weekly meetings with direct reports, and the meetings will cover issues,
productivity, safety, training, and other pertinent topics

Identify and provide solution for issues to avoid escalation.

Ability to prioritize and delegate tasks in order to manage a high-volume service
department.

Cultivate employee tenure through recognition, personal development, and high
morale

Ensure Service division is running smoothly and working in conjunction with
Parts and Sales.

Maintain accurate monthly, quarterly, and year-end reports.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Body and Paint (B&P) Estimation

LEVEL 13

RESPONSIBILITIES

The B&P Estimator is responsible for providing repair cost estimates. They are inspecting
damaged vehicles, writing estimate reports and submitting reports to insurance
companies.

Knowledge:

Workshop procedures

Customer Relations Management
Excellent diagnostic skills
Proficient computer skills

B&P estimation method

Evaluate and check for necessity and cost of repairs to the automobile.

Utilize customer response, visual inspection, road tests and mechanical testing
devices to determine automobile repair need.

Estimate and list repair and labour costs in a comprehensible order.

Assess extent of auto body damage through inspections.

Estimate and furnish repair and labour costs and calculate overall customer
payment.

Collect insurance estimates after reviewing extent of auto damage and resolve
replacement and repair requirements.

Draft work order consisting of required repair services after approvals and enter
the order into work management system.

Establish good customer relations by providing estimates and timelines and
obtaining relevant customer information and handling customer queries
effectively.

Record and maintain repair details in auto body shop records.

Upgrade job information through manufacturer publications and educational
opportunities.

Prepare damage reports and obtain relevant signatures and authorizations.
Review vehicle and final bills as a part of the intrinsic quality check process.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Body and Paint (B&P) Estimation
LEVEL 12

RESPONSIBILITIES

The Spray Painter 11 is responsible for preparing vehicles to be painted and apply paint
coats for touch-up repairs according to customer’s requirements. Auto body painters must
communicate with clients, employers and other employees to plan and execute repair and
painting jobs on a variety of vehicles, including cars, trucks and buses. Depending on
their employers, auto body painters may be required to have knowledge of specialty
painting techniques. Some auto body painters may need collision repair capabilities as
well.

Knowledge:
e Auto body and paint technology
e Maintenance and operation of the spray painting equipment
e Auto body repair
e Specialized paint finishes
e Workshop procedures
e Excellent diagnostic skills
e Proficient computer skills

Skills:
e Spray paint automobiles, machines and other products.
e Balancing and layering colours.
e Clean grease and dirt in the auto mobile.
e Selecting and mixing colours to match the vehicle’s colour.
e Sanding, filling and chiselling vehicle as part of its preparation.
e Masking areas that are not included to be painted.
e Communicate with the head officer or client about their preferred colours and
design.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Body and Paint (B&P) Estimation
LEVEL 01

RESPONSIBILITIES

The Spray Painter | is responsible for preparing vehicles to be painted and apply paint
coats for touch-up repairs according to customer’s requirements. Auto body painters must
communicate with clients, employers and other employees to plan and execute repair and
painting jobs on a variety of vehicles, including cars, trucks and buses. Depending on
their employers, auto body painters may be required to have knowledge of specialty
painting techniques. Some auto body painters may need collision repair capabilities as
well.

Knowledge:
e Auto body and paint technology
e Maintenance and operation of the spray painting equipment
e Auto body repair
e Specialized paint finishes
e Workshop procedures
e Excellent diagnostic skills
e Proficient computer skills

Skills:
e Spray paint automobiles, machines and other products.
e Balancing and layering colours.
e Clean grease and dirt in the auto mobile.
e Selecting and mixing colours to match the vehicle’s colour.
e Sanding, filling and chiselling vehicle as part of its preparation.
e Masking areas that are not included to be painted.
e Communicate with the head officer or client about their preferred colours and
design.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 453
AREA - Warranty
LEVEL :5

RESPONSIBILITIES

The Warranty Manager is responsible for overseeing team members who deal directly
with claims from customers; these claims may be submitted by phone, in-person, through
the internet, or through mail, depending on the warranty. The manager must ensure that
staff members are providing good customer support and service, and the department may
also deal directly with troubleshooting and diagnosis efforts prior to a warranty claim
being submitted by a customer. Therefore, it is important to ensure that team members
have strong knowledge of the company’s products.

Knowledge:

o Warranty Management

e Return on investment and key performance metrics
e Sales function & Industry best practices

e Customer Relations Management

Skills:

e Document, validate, and resolve warrant claims, and communicate with customers.
¢ Resolve customer concerns.

e Process warranty enrolments, educate customers about usage, and answer questions.
o Create reports on customer interactions, warranty claims, and related statistics.

e Analyse root causes of warranty claims and identify methods to reduce claims.

Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP : 453
AREA - Warranty
LEVEL 14

RESPONSIBILITIES

The Warranty Executive is responsible for the leadership, coordination, administration,
training and management of all warranty personnel and processes to provide excellent
service.

Knowledge:

Warranty Management

Return on investment and key performance metrics
Sales function & Industry best practices

Customer Relations Management

Skills:

Utilize available reports to ensure the efficient completion of all Warranty Work
Orders.

Train and manage Warranty personnel to understand and administer all the
procedures, while creating a positive and outstanding experience for the customers.
Direct and communicate with all Trade Partners on issues of quality and cost;
proactively manage to reduce warranty expenses by identifying trends and holding
Trade Partners accountable for the work/materials.

Assist with the development, management and administration of Customer Care
Program to ensure proper and detailed documentation of all service calls and warranty
related issues

Meet the customers as needed to provide warranty and customer service; follow-up
with written correspondence.

Communicate and cooperate with other managers and staff in times of resource
allocation to reduce and eliminate manpower bottlenecks.

Attributes (Attitude/Safety/Environmental)

Ability to have reporting skills

Ability to work in a team

Strong interpersonal skills with good attention to details

Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP : 453
AREA - Warranty
LEVEL 13

RESPONSIBILITIES

The Warranty Administrator is responsible for reviewing claims for parts and equipment
and determines which ones are covered by warranties. They then enter the items into
computers, submit the requests for fulfilment and maintain databases of all customers and
the warranty parts needed. Warranty administrators may call customers to obtain
additional information on warranty requests. Other key responsibilities include
coordinating the ordering and shipping of all parts, collecting payments for partial
warranties and training employees in the warranty department.

Knowledge:

Inventory Management

Sales & Purchasing

Return on investment and key performance metrics
Pricing strategy

Sales function & Industry best practices

Marketing and promotional activities

Skills:

Obtain, validate and query as necessary, all claim information available from job
cards, vehicle history, technician notes and other sources as appropriate.

Record and process claims using manufacturer and concessionaire systems and
procedures, using their references and control data to transmit all such claims for
payment.

Query and discuss as necessary with the Aftersales Manager any claims that are
dubious in nature or of concern as to the likelihood of rejection.

Record accurately details of sub-let or specialist services used in order to ensure that
claims for these sums can be substantiated.

Receive and reconcile payment summaries from concessionaires and record all
under/overpayments, making enquiries and investigations as appropriate and
recommending sums for write off.

Correct and resubmit rejected claims where it is felt that the claim is valid. Reporting
on claims rejected for which a resubmission is not possible.

Proactively investigate overdue claims and discuss issues raised with
manufacturer/concessionaire representatives and fellow staff as appropriate.

Inspect parts returned under warranty and maintain a record of such inspections.
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e Control all filing and archiving of claim paperwork to ensure a clear audit trail which

can be clearly followed and proven to any manufacturer’s/concessionaire’s warranty
auditor.

Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1 452

AREA

: Heating, Ventilation and Air Conditioning (HVAC)

LEVEL 13

RESPONSIBILITIES

The Workshop Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
service repair work to ensure the highest quality of customer service.

Knowledge:

Quialified mechanic
Workshop procedures
Excellent diagnostic skills
Proficient computer skills
Supervisory skills

Coordinate and conduct air-conditioning system performance diagnostic test;
Perform auto air-conditioning cooling unit diagnostic test;

Prepare work schedules;

Carry out safety briefing;

Prepare appraisal recommendation;

Carry out subordinate’s requirement planning;

Coordinate staff development;

Monitor work progress performance;

Carry out section meeting.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Heating, Ventilation and Air Conditioning (HVAC)

LEVEL 12

RESPONSIBILITIES

The Air Conditioning Technician is designated to perform scheduled air-conditioning
maintenance, air-conditioning pipe/tube fitting, air-conditioning system's components
rectification and air-conditioning electrical/electronic system rectification.

Knowledge:

Skills:

Automotive air conditioning system
Workshop procedures

Excellent diagnostic skills
Proficient computer skills

Carry out air-conditioning system performance test;

Service air-conditioning cooling unit;

Replace air-conditioning evaporator micro filter;

Replace air-conditioning compressor oil;

Carry out air-conditioning pipe/tube brazing, pipe/tube flaring work and pipe/tube
installation;

Rectify air-conditioning air flow control unit;

Replace air-conditioning expansion valve;

Replace air-conditioning heater's water control valve, condenser, magnetic clutch
and switch;

Replace air-conditioning belt, pulley and tensioner bearing;

Repair and replace air-conditioning wire harness;

Flush air-conditioning system;

Rectify air-conditioning thermo system.

Handle customer's requests;

Prepare technical reports

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills
Adhere to safety regulations, production quality standard and environmental
regulations.
Good interpersonal skills
Proactive when supervising subordinate works
237



MSIC GROUP 1 452

AREA : Wheel, Alignment & Balancing (WAB) + Steering/
Suspension
LEVEL .3

RESPONSIBILITIES

The Workshop Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
service repair work to ensure the highest quality of customer service.

Knowledge:
e Automotive Mechanical & Electrical
e Workshop procedures
e Excellent diagnostic skills
e Proficient computer skills
e Supervisory skills

Skills:
e Skim brake discs;
e Adjust front axle wheel alignment angle;
e Adjust tandem axle scrub angle on semi-trailer;
e Test vehicle vibration;
e Test vehicle for proper wheel alignment;
e Test abnormal vehicle noise related to the steering system;
e Test the suspension system;
e Prepare work schedules;
e Prepare appraisal recommendation;
e Carry out subordinate’s requirement planning;
e Carry out section meeting.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works

238



MSIC GROUP 1 452

AREA : Wheel, Alignment & Balancing (WAB) + Steering/
Suspension
LEVEL 22

RESPONSIBILITIES
The WAB + Steering/ Suspension Technician is responsible for inspecting, maintaining,
and repairing automotive steering and suspension system.

Knowledge:

Automotive steering & suspension system
Workshop procedures

Excellent diagnostic skills

Proficient computer skills

Supervisory skills

Change a passenger car tyre;

Carry out off-car and on-car wheel balancing;

Balance a vehicle tyre;

Rotate wheel positions;

Change tubeless tyre valves;

Examine tyre and rim condition;

Check wheels and rims for radial and lateral run-out on hub and bolt centre;
Perform wheel alignment and tyre puncture repair;

Adjust rear wheel camber and toe angle;

Adjust front wheel camber angle on McPherson strut, wishbone suspension and
short/long arm type suspension;

Check power assisted steering;

Rectify vehicle ride height;

Replace tie-rod end, dust cover on rack and pinion steering, shock absorber on
McPherson strut, shock absorber on wishbone suspension, ball joint/bushing on
McPherson strut, ball joint/bushing on wishbone suspension;

Check steering linkage on reticulating ball type steering;

Replace I-beam suspension bushing.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Washing/ Polishing/ Grooming

LEVEL 13

RESPONSIBILITIES

The Washing Centre Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
service repair work to ensure the highest quality of customer service.

Knowledge:

Automotive Mechanical & Electrical
Workshop procedures

Excellent diagnostic skills

Proficient computer skills
Supervisory skills

Plans, schedules and assigns automobile washing and cleaning workers

Advises and assists subordinates on major repair problems and difficult diagnostic
tasks.

Diagnoses, through road tests or otherwise

Makes repairs, adjustments or replacement of parts and directs other kinds of
servicing and maintenance work

Coordinates all phases of work pertaining to the testing, examination, adjusting,
servicing and repairing of vehicle

Makes minor and major repairs to engines, chassis and appurtenances of
mechanical equipment, repairing or replacing worn or defective parts.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Washing/ Polishing/ Grooming

LEVEL 12

RESPONSIBILITIES

The Automobile Detailer is responsible for making an automobile look neat and clean
both inside and out. Using a variety of cleaning equipment and products, these
professionals have an eye for cleanliness and inspection. Car detailers work for
automobile detail shops and automobile retailers who sell new and used vehicles.

Knowledge:

Automobile Detailing
Automotive system
Workshop procedures
Excellent diagnostic skills
Proficient computer skills

Cleaning vehicle interiors and exteriors in compliance with all company standards
and client requests.

Operating buffers, steamers, hoses, vacuums, and other equipment to meet service
expectations.

Using cleaning, protective, and restorative agents to maintain and enhance the
appearance of vehicles.

Performing inspections and keeping complete, accurate records of the vehicle’s
condition.

Moving and parking vehicles, delivering vehicles to correct locations or picking
owners or drivers up if needed.

Managing inventory and reordering supplies.

Responding to client inquiries and fulfilling their requests.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Washing/ Polishing/ Grooming
LEVEL 1

RESPONSIBILITIES
The Automobile Washer is responsible for washing cars and carrying out all other daily
duties that ensure effective operation of a car wash facility.

Knowledge:
e Automobile washing and cleaning
e Wash facility procedures
e Tools, Equipment and Materials in workshop

Skills:

e Dust loose dirt and wash cars off with water

e Ensure that car windows and doors are properly secured before dusting and
washing

e Adjust water pressure in hoses to ensure that no damage occurs

e Mix soap and water in appropriate quantities

e Use cloth or sponge to soap cars and wash them down

e Ensure that windscreens are not scratched during the soaping procedure

e Hose down cars properly and make sure that no trace of soap is left behind

e Dust the interior of the car and make sure that any trash is disposed-off properly

e Polish interior surfaces and vacuum carpeted area inside the car

e Make sure that the roof of the car is cleaned or wiped according to instructions

e Wax and polish the car from the outside

e Ensure that the car is properly dried from the inside and the outside

e Put back place mats after dusting, washing and drying them

e Drive cars through the car wash area when specifically instructed by car owners

e Ensure that any accessories taken out of the car during the car wash procedure are
put back before handing the car to the owner

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Seat Repair

LEVEL 13

RESPONSIBILITIES
The Upholstery Craftsman is responsible for making, repairing, or replacing upholstery
for household furniture or transportation vehicles.

Knowledge:

Skills:

Sewing and using sewing machine
Interior design

Proficient computer skills
Craftmanship

Stretch webbing and fabric, using webbing stretchers.

Collaborate with interior designers to decorate rooms and coordinate furnishing
fabrics

Maintain records of time required to perform each job.

Pick up and deliver furniture.

Repair furniture frames and refinish exposed wood

Adjust or replace webbing, padding, and/or springs, and secure them in place.
Attach bindings or apply solutions to edges of cut material to prevent raveling.
Attach fasteners, grommets, buttons, buckles, ornamental trim, and other
accessories to covers or frames, using hand tools.

Build furniture up with loose fiber stuffing, cotton, felt, and/or foam padding to
form smooth rounded surfaces.

Design upholstery cover patterns and cutting plans, based on sketches, customer
descriptions, or blueprints.

Discuss upholstery fabrics, colors, and styles with customers, and provide cost
estimates.

Make, repair, and/or replace automobile upholstery and convertible and vinyl
tops, using knowledge of fabric and upholstery methods

Operate sewing machines or sew upholstery by hand to seam cushions and join
various sections of covering material.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Accessories

LEVEL 13

RESPONSIBILITIES

The Automotive Accessories Supervisor is responsible for coordinating and directing the
service department technicians for maximum efficiency and productivity while
overseeing all automotive accessories service repair work to ensure the highest quality of
customer service.

Knowledge:

Automotive Accessories
Workshop procedures
Excellent diagnostic skills
Proficient computer skills
Supervisory skills

Plans, schedules and assigns repair and maintenance jobs to Automotive
Mechanics and Automotive Service Writers

Advises and assists subordinates on major repair problems and difficult diagnostic
tasks.

Diagnoses, through road tests or otherwise

Makes repairs, adjustments or replacement of parts and directs other kinds of
servicing and maintenance work

Coordinates all phases of work pertaining to the testing, examination, adjusting,
servicing and repairing of vehicle

Makes minor and major repairs to engines, chassis and appurtenances of
mechanical equipment, repairing or replacing worn or defective parts.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Accessories

LEVEL 22

RESPONSIBILITIES

The Automotive Accessories Technician is responsible for installing and repairing all
types of electronic accessories for automobiles: for instance, they may install stereos, CD
players, alarms, custom wheels & tires, lift and lowering Kits, exhausts, intakes, and
navigation systems.

Knowledge:

Automotive Accessories
Automotive M&E
Workshop procedures
Excellent diagnostic skills
Proficient computer skills

Disassemble and reassemble interior panels and trim

Customize accessories

Maintaining the standard and quality of service of the organization.
Understanding and delivering to the specific requirements of the customers.
Maintaining the proper functioning of all service tools and equipment.
Coordinating all working with co-workers and team members.

Use testing equipment to ensure that repairs and maintenance are effective
Explain to clients their automotive problems and the repairs done on their vehicles

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Energy Efficiency Vehicle — Compress Natural Gas (CNG)

LEVEL 12

RESPONSIBILITIES
The CNG Installer is responsible for installing and servicing NGV systems for vehicles.

Knowledge:

EEV-CNG installation and maintenance
Automotive M&E

Workshop procedures

Excellent diagnostic skills

Proficient computer skills

Serves existing accounts by analyzing work orders; planning daily travel
schedule; investigating complaints; conducting tests; resolving problems.
Establishes service by studying system requirements; ordering and gathering
components and parts; completing installation; performing acceptance tests.
Maintains rapport with customers by examining complaints; identifying solutions;
suggesting improved methods and techniques; recommending system
improvements.

Keeps personal equipment operating by following operating instructions;
troubleshooting breakdowns; maintaining supplies; performing preventive
maintenance; calling for repairs.

Documents service and installation actions by completing forms, reports, logs,
and records.

Maintains customer confidence by keeping service information confidential.
Updates job knowledge by participating in educational opportunities; reading
professional publications.

Accomplishes operations and organization mission by completing related results
as needed.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Remanufacturing Parts & Component
LEVEL :5

RESPONSIBILITIES

The Remanufacturing Technologist is responsible in developing tools, implementing
designs, or integrating machinery, equipment, or computer technologies to ensure
effective manufacturing processes.

Knowledge:

Engineering trade qualification

Business management opportunities

CAD drawing skills are an advantage but not essential
Project management

People management

Computer literacy

Skills:

Develop manufacturing infrastructure to integrate or deploy new manufacturing
processes.

Develop or maintain programs associated with automated production equipment.
Identify and implement new manufacturing technologies, processes, or equipment.
Identify opportunities for improvements in quality, cost, or efficiency of automation
equipment.

Oversee equipment start-up, characterization, qualification, or release.

Prepare layouts, drawings, or sketches of machinery or equipment, such as shop
tooling, scale layouts, or new equipment design, using drafting equipment or
computer-aided design (CAD) software.

Create computer applications for manufacturing processes or operations, using
computer-aided design (CAD) or computer-assisted manufacturing (CAM) tools.
Estimate manufacturing costs.

Select material quantities or processing methods needed to achieve efficient
production.

Design plant layouts or production facilities.

Ensure adherence to safety rules and practices.

Verify weights, measurements, counts, or calculations and record results on batch
records.

Develop production, inventory, or quality assurance programs.

Operate complex processing equipment.
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Train manufacturing technicians on topics such as safety, health, fire prevention, or
quality.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Remanufacturing Parts & Component

LEVEL 14

RESPONSIBILITIES

The Assistant Technologist is responsible for operational conduct of workshop staff and
the general management of vehicle maintenance and repair. Assisting in the supervision,
training and development of staff to meet operational requirements are an integral role of
this position.

Knowledge:

Skills:

Engineering trade qualification

Business management opportunities

Enterprise software systems

Project management

People management

Environmental impact identification and analysis

Identify and implement new manufacturing technologies, processes, or
equipment.

Identify opportunities for improvements in quality, cost, or efficiency of
automation equipment.

Install and evaluate manufacturing equipment, materials, or components.
Monitor or measure manufacturing processes to identify ways to reduce losses,
decrease time requirements, or improve quality.

Prepare layouts, drawings, or sketches of machinery or equipment, such as shop
tooling, scale layouts, or new equipment design, using drafting equipment or
computer-aided design (CAD) software.

Recommend corrective or preventive actions to assure or improve product quality
or reliability.

Coordinate equipment purchases, installations, or transfers.

Create computer applications for manufacturing processes or operations, using
computer-aided design (CAD) or computer-assisted manufacturing (CAM) tools.
Estimate manufacturing costs.

Select material quantities or processing methods needed to achieve efficient
production.

Design plant layouts or production facilities.

Ensure adherence to safety rules and practices.
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e Develop production, inventory, or quality assurance programs.

e Operate complex processing equipment.

e Train manufacturing technicians on topics such as safety, health, fire prevention,
or quality.

e Plan, estimate, or schedule production work.

e Erect manufacturing engineering equipment.

e Perform routine equipment maintenance.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

- Remanufacturing Parts & Component

LEVEL 13

RESPONSIBILITIES

The Team Leader / Supervisor is responsible for coordinating and directing the service
department technicians for maximum efficiency and productivity while overseeing all
remanufacturing work to ensure the highest quality of products.

Knowledge:

Skills:

Mechanics, Hydraulics, Pneumatics, & Electronics
Blue Print Reading

Precision Measuring Instruments (mics, callipers, etc.)
Proficient computer skills

Supervisory skills

Planning and organising staff schedule;

Reporting machinery breakdowns;

Stock control and ordering supplies;

Making sure your team meets production targets;
Carrying out quality control checks and writing reports;
Updating paperwork like holiday requests and sick leave;
Organising staff training.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Remanufacturing Parts & Component

LEVEL 12

RESPONSIBILITIES
The Remanufacturing Technician Il is responsible for inspecting, maintaining, and
repairing cars and light trucks.

Knowledge:

Skills:

Mechanics, Hydraulics, Pneumatics, & Electronics
Blue Print Reading
Precision Measuring Instruments (mics, callipers, etc.)

Perform routine, preventive maintenance and repairs or rebuilds in accordance
with manufacturer's recommendations

Execute diagnostics on malfunctioning components, determine possible causes of
failure, and perform repairs as required

Work with parts and services, engineering and suppliers to determine warranty
failures

Test and document proper operating parameters, technical specifications and any
relevant information required when performing complete component rebuilds to
OEM standards

Complete detailed failure analyses on all rebuilt components and provide details
to determine the root cause of the failure or problem, identify corrective action
and implement steps to prevent reoccurrence

Maintain basic tools for job along with normal maintenance of tooling and
equipment to ensure they are in good working condition

Develop rapport with customers through effective communication, interpersonal
skills, high quality customer service and professionalism

Work professionally and effectively with all co-workers, peers, managers and
vendors

Train and assist other service technicians

Promote and practice proper safety procedures and the correct use of personal
protective equipment at all times.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Remanufacturing Parts & Component

LEVEL 01

RESPONSIBILITIES
The Remanufacturing Technician | is responsible in assisting mechanic in inspecting,
maintaining, and repairing cars and light trucks.

Knowledge:

Skills:

Mechanics, Hydraulics, Pneumatics, & Electronics
Blue Print Reading
Precision Measuring Instruments (mics, callipers, etc.)

Perform routine, preventive maintenance and repairs or rebuilds in accordance
with manufacturer's recommendations

Execute diagnostics on malfunctioning components, determine possible causes of
failure, and perform repairs as required

Work with parts and services, engineering and suppliers to determine warranty
failures

Test and document proper operating parameters, technical specifications and any
relevant information required when performing complete component rebuilds to
OEM standards

Complete detailed failure analyses on all rebuilt components and provide details
to determine the root cause of the failure or problem, identify corrective action
and implement steps to prevent reoccurrence

Maintain basic tools for job along with normal maintenance of tooling and
equipment to ensure they are in good working condition

Develop rapport with customers through effective communication, interpersonal
skills, high quality customer service and professionalism

Work professionally and effectively with all co-workers, peers, managers and
vendors

Train and assist other service technicians

Promote and practice proper safety procedures and the correct use of personal
protective equipment at all times.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Vehicle Parts & Component Salvaging
LEVEL :5

RESPONSIBILITIES

The Senior Manager Vehicle Dismantler is responsible in managing and leading a team
of people in allocating workload and managing the day to day operations in the
dismantling yard. It requires the job holder to co-ordinate resources and liaise with
internal and external key contacts to ensure work is delivered on time and to a quality
standard.

Knowledge:

e Engineering trade qualification

e Business management opportunities
e Project management

e People management

Skills:
e Responsible for job allocation and job flow in the dismantling yard including job
scheduling

and labour allocation for day to day operations.

e Co-ordinate resources, (operational and human) schedules and activities to
effectively manage jobs.

e Ensure supplies are ordered for each job

e Assist with quoting, project management, materials purchasing and quality checks.

e Ensure correct job numbers are used and that time records are correct.

e Provide oversight and check job estimates.

e Manage inward goods, checking quantities, dispatching goods and receipting
invoices

e Regularly report progress on each job and quickly communicate delays or concerns
with the Director - Operations. Report on manpower overruns or shortfalls.

e Act as a technical adviser on key projects and other areas of the business as
requested.

e Work with the Director - Operations to respond to client’s requests for updates on the
status of their jobs and keep the communication channels open to ensure information
IS accurate.

¢ involve technical descriptions of products and the way they may be used.

e Receive and review feedback from customers and follow up to ensure customer
satisfaction.
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works

259



MSIC GROUP 1 452

AREA

: Vehicle Parts & Component Salvaging

LEVEL 14

RESPONSIBILITIES

The Senior Executive Vehicle Dismantler is responsible for operational conduct of
dismantling yard staff and the general management of automobile salvaging. Assisting in
the supervision, training and development of staff to meet operational requirements are
an integral role of this position.

Knowledge:

Skills:

Engineering trade qualification

Business management opportunities

Enterprise software systems

Project management

People management

Environmental impact identification and analysis

Liaising with external suppliers.

Arranging delivery and pick up of spare parts.

Liaison with regards to client / plant requirements.

Assessing damage on returning machines

Ordering spare parts using various enterprise software systems

Providing service reports.

Input work order data onto enterprise software system, where workshop manager
Coordinating and assisting workshop staff.

Assessment, auditing and on-going monitoring of approved plant and equipment.
Managing the maintenance and repair processes of plant and equipment.

Control and supervision of subcontractors, suppliers, work and materials
delivered.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP : 452
AREA : Vehicle Parts & Component Salvaging
LEVEL .3

RESPONSIBILITIES

The Senior Vehicle Dismantler is responsible for coordinating and directing the
dismantling activities and overseeing all dismantling work to ensure maximum efficiency
and productivity.

Knowledge:
e Motor vehicle parts
e Motor vehicle parts dismantling procedures
e Supervisory skills

e Remove vehicle parts

e Inspect removed vehicle parts

e Identify vehicle parts

e Tag vehicle parts

e Coordinate storage of vehicle parts

e Keep track movement of parts around the building.
e Carry out maintenance of work area.

e Carry out cleaning of components.

Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills
e Adhere to safety regulations, production quality standard and environmental
regulations.
e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1 452

AREA

: Vehicle Parts & Component Salvaging

LEVEL 12

RESPONSIBILITIES
The Vehicle Dismantler is responsible for properly removing all high-quality auto parts
and usable core parts in a safe, efficient, and proper manner.

Knowledge:

Skills:

Motor vehicle parts

Sound knowledge of automobile dismantling procedures
Excellent diagnostic skills

Proficient computer skills

Salvages usable parts from wrecked cars and trucks in auto salvage yard
Dismantles vehicles, using hand tools, bolt cutters, and oxyacetylene torch.
Cleans parts, using solvents and brush, or vapor-degreasing machine, and stores
parts in bins according to condition and part number.

Sorts, piles, and loads scrap on railroad cars or trucks.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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SECTION : (G) WHOLESALE AND RETAILTRADE; REPAIR OF MOTOR
VEHICLES AND MOTORCYCLES

DIVISION : (45) WHOLESALE AND RETAIL TRADE AND REPAIR
OF MOTOR VEHICLES AND MOTORCYCLES

GROUP  : (453) SALE OF MOTOR VEHICLE PARTS AND ACCESSORIES
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MSIC GROUP 1453
AREA : Wholesale and Retail Sales
LEVEL 16

RESPONSIBILITIES

The Head of Parts & Accessories After Sales is responsible to spearhead the development
and execute the after-sales service activities for customer retention efforts.
Responsibilities include all facets of aftersales support including parts, warranties,
customer support, product troubleshooting and service to support the sales strategy and
drive growth.

Knowledge:

e After Sales Services

e Franchise system

e Marketing, finance, operations, agencies management
e Integration of after sales service programming

Skills:

e Identify and drive improvements to the After Sales Network including establishing
training and servicing expectation levels for our Service, Repair and Parts Partners.

e Implement systems and processes that effectively will eliminate error, increase
response time, improve communication channels between the business, their partners
and their warehouse.

e Implement processes to ensure After Sales accounts, including warranty
invoicing/claims are accurate, timely and in line with company policy

e Timely processes of purchase orders and quotes

e Establishing and maintaining strong relationships with key internal and external
stakeholders

e Maintain strong customer orientation focus and improve customer after sales
experience

e Monitor product performance in market and develop solutions to deliver customer
satisfaction

e Closely manage After sales expense budget

Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1453
AREA : Wholesale and Retail Sales
LEVEL :5

RESPONSIBILITIES

The Parts & Accessories Sales Manager is responsible to develop, establish and maintain
marketing strategies to meet organizational objectives. Effective management of the
marketing, advertising and promotional activities of the organization.

Knowledge:

Inventory Management

Purchasing

Sales

Return on investment and key performance metrics
Pricing strategy

Sales function & Industry best practices

Skills:

Utilize sales data to manage, develop, and serve existing accounts. They find ways to
identify and convert new account opportunities for the business.

Oversee staff training, the hiring and firing of employees, and evaluating personnel.
Improve and develop sales numbers. This is accomplished through analyzing
performances for all relevant accounts and monitoring competitor activities and
market trends to find new opportunities.

Identifying and attending important global events and trade shows, wholesale
managers create, implement, and execute merchandising plans that help the business
to grow and meet sales targets.

Wholesale managers regularly meet with clients to manage the important pathway
between the agreement of the sale to the final delivery, as relationship management
is a key part of this job.

Producing reports and presenting them to department heads is an important part of a
wholesale manager’s job.

Attributes (Attitude/Safety/Environmental)

Ability to have reporting skills

Ability to work in a team

Strong interpersonal skills with good attention to details

Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1453
AREA : Wholesale and Retail Sales
LEVEL 4

RESPONSIBILITIES

The Parts & Accessories Sales Executive is responsible for the development and delivery
of the marketing & sales strategy to maximise brand revenue and margin through effective
marketing & sales planning and execution. This role requires a creative and modern
digital marketing professional to help deliver automotive wholesale business.

Knowledge:

e Marketing, advertising and promotional management

e Market research, current market conditions and competitor information
e Marketing platforms including social media platforms

e Marketing budget

e Return on investment and key performance metrics

e Pricing strategy

e Marketing presentations & Media and advertising

e Sales function & Industry best practices

Skills:

e Liaising and networking with a range of stakeholders including dealerships,
marketing colleagues, suppliers and manufacturers

e Develop a thorough understanding of the manufacturer brands to maximise their
potential

o Develop a digital marketing plan for franchise brands and post campaign analysis

e Act as highly informed internal customer for marketing services, including, website
management, including the updating new quarter offers, social media and market
research (develop customer insight and understand competition)

e Build good networks with all internal marketing resources: design team, data team,
CRM manager, event & PR manager to design and deliver consistent and cohesive
digital content across all channels within budgets agreed

e Manage the production of digital marketing materials, including Social Media
channels

e Closely liaise with data team to maintain and update the customer database as a
marketing asset
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1453
AREA : Wholesale and Retail Sales
LEVEL ]

RESPONSIBILITIES

The Parts & Accessories Sales Representative is responsible for promoting and driving
the sales of a company's goods or services. This role supports the marketing department
by carrying out the daily tasks that keep the department functioning and facilitate the
duties of the marketing manager and account executives.

Knowledge:

Inventory Management

Sales & Purchasing

Return on investment and key performance metrics
Sales function & Industry best practices

Marketing and promotional activities

Skills:

Identify prospective customers by using business directories, follow leads from
existing clients, and attend trade shows and conferences

Contact new and existing customers to discuss their needs and to explain how specific
products and services can meet these needs

Help customers select products based on the customers' needs, product specifications,
and regulations

Emphasize product features based on analyses of customers' needs and on technical
knowledge of product capabilities and limitations

Answer customers' questions about prices, availability, and product uses

Negotiate prices and terms of sale and service agreements

Prepare sales contracts and submit orders for processing

Collaborate with colleagues to exchange information, such as selling strategies and
marketing information

Follow up with customers to make sure they are satisfied with their purchases and to
answer any questions or concerns
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1453
AREA : Wholesale and Retail Sales

LEVEL 12

RESPONSIBILITIES

The Parts & Accessories Sales Assistant is responsible for promoting and driving the sales
of a company’s goods or services. This role supports the marketing department by
carrying out the daily tasks that keep the department functioning and facilitate the duties
of the marketing manager and account executives.

Knowledge:

e Inventory Management

e Sales & Purchasing

e Return on investment and key performance metrics
e Pricing strategy

e Sales function & Industry best practices

e Marketing and promotional activities

e Market research

Skills:

e Negotiate details of contracts and payments, and prepare sales contracts and order
forms.

e Prepare drawings, estimates, and bids that meet specific customer needs.

e Provide customers with product samples and catalogues.

e Recommend products to customers, based on customers' needs and interests.

e Buy products from manufacturers or brokerage firms, and distribute them to
wholesale and retail clients.

e Check stock levels and reorder merchandise as necessary.

e Consult with clients after sales or contract signings in order to resolve problems and
to provide ongoing support.

¢ Negotiate with retail merchants to improve product exposure such as shelf positioning
and advertising.

e Perform administrative duties, such as preparing sales budgets and reports, keeping
sales records, and filing expense account reports.

Attributes (Attitude/Safety/Environmental)

¢ Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard
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SECTION : (G) WHOLESALE AND RETAILTRADE; REPAIR OF MOTOR
VEHICLES AND MOTORCYCLES

DIVISION : (45) WHOLESALE AND RETAIL TRADE AND REPAIR
OF MOTOR VEHICLES AND MOTORCYCLES

GROUP  : (454) SALE, MAINTENANCE AND REPAIR OF
MOTORCYCLES AND RELATED PARTS AND ACCESSORIES
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MSIC GROUP 1454
AREA : Sale & Marketing Motorcycle
LEVEL 13

RESPONSIBILITIES

The Motorcycle Senior Sales Advisor is responsible for the development and delivery of
the marketing & sales strategy to maximise brand revenue and margin through effective
marketing & sales planning and execution. This role requires a creative and modern
digital marketing professional to help deliver automotive wholesale business.

Knowledge:

e Marketing, advertising and promotional management

e Market research, current market conditions and competitor information
e Marketing platforms including social media platforms

e Marketing budget

e Return on investment and key performance metrics

e Pricing strategy

e Marketing presentations & Media and advertising

e Sales function & Industry best practices

Skills:

e Liaising and networking with a range of stakeholders including dealerships,
marketing colleagues, suppliers and manufacturers

e Develop a thorough understanding of the manufacturer brands to maximise their
potential

o Develop a digital marketing plan for franchise brands and post campaign analysis

e Act as highly informed internal customer for marketing services, including, website
management, including the updating new quarter offers, social media and market
research (develop customer insight and understand competition)

e Build good networks with all internal marketing resources: design team, data team,
CRM manager, event & PR manager to design and deliver consistent and cohesive
digital content across all channels within budgets agreed

e Manage the production of digital marketing materials, including Social Media
channels

e Closely liaise with data team to maintain and update the customer database as a
marketing asset
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GRUP 1454
AREA : Automotive Parts Retail Sales
LEVEL 12

RESPONSIBILITIES

The Motorcycle Sales Advisor is responsible for promoting and driving the sales of a
company's goods or services. This role supports the marketing department by carrying
out the daily tasks that keep the department functioning and facilitate the duties of the
marketing manager and account executives.

Knowledge:

e |nventory Management

e Sales & Purchasing

e Return on investment and key performance metrics
e Pricing strategy

e Sales function & Industry best practices

e Marketing and promotional activities

e Market research

Skills:

e Identify prospective customers by using business directories, follow leads from
existing clients, and attend trade shows and conferences

e Contact new and existing customers to discuss their needs and to explain how specific
products and services can meet these needs

e Help customers select products based on the customers' needs, product specifications,
and regulations

e Emphasize product features based on analyses of customers' needs and on technical
knowledge of product capabilities and limitations

e Answer customers' questions about prices, availability, and product uses

e Negotiate prices and terms of sale and service agreements

e Prepare sales contracts and submit orders for processing

e Follow up with customers to make sure they are satisfied with their purchases and to
answer any questions or concerns
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1454
AREA : Sale & Marketing Motorcycle
LEVEL 1

RESPONSIBILITIES
The Motorcycle Sales Clerk is responsible for liaising with customers in order to ensure
a transaction goes smoothly.

Knowledge:

e Selling and upselling

e Sales & Purchasing

e Sales function & Industry best practices
e Marketing and promotional activities

e Market research

Skills:

e Advising & serving customers.

e Processing payments.

e Assisting customers in order to help them find what they need.

e Ensuring stock levels are well maintained.

e Promoting store cards or special offers.

e Providing customers with information on pricing and product availability.
e Arranging window displays.

e Handling customer complaints or handing customers on to management.

Attributes (Attitude/Safety/Environmental)

Ability to have reporting skills

Ability to work in a team

Strong interpersonal skills with good attention to details
Adhere to safety regulations, production quality standard
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MSIC GROUP 1454
AREA : Sale Motorcycle Parts & Accessories
LEVEL 13

RESPONSIBILITIES

The Spare Parts Senior Sales Advisor is responsible for the development and delivery of
the marketing & sales strategy to maximise brand revenue and margin through effective
marketing & sales planning and execution. This role requires a creative and modern
digital marketing professional to help deliver automotive wholesale business.

Knowledge:

e Marketing, advertising and promotional management

e Market research, current market conditions and competitor information
e Marketing platforms including social media platforms

e Marketing budget

e Return on investment and key performance metrics

e Pricing strategy

e Marketing presentations & Media and advertising

e Sales function & Industry best practices

Skills:

e Liaising and networking with a range of stakeholders including dealerships,
marketing colleagues, suppliers and manufacturers

e Develop a thorough understanding of the manufacturer brands to maximise their
potential

e Develop a digital marketing plan for franchise brands and post campaign analysis

e Act as highly informed internal customer for marketing services, including, website
management, including the updating new quarter offers, social media and market
research (develop customer insight and understand competition)

e Build good networks with all internal marketing resources: design team, data team,
CRM manager, event & PR manager to design and deliver consistent and cohesive
digital content across all channels within budgets agreed

e Manage the production of digital marketing materials, including Social Media
channels

e Closely liaise with data team to maintain and update the customer database as a
marketing asset
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1454
AREA : Sale Motorcycle Parts & Accessories
LEVEL 12

RESPONSIBILITIES

The Spare Parts Sales Advisor is responsible for promoting and driving the sales of a
company's goods or services. This role supports the marketing department by carrying
out the daily tasks that keep the department functioning and facilitate the duties of the
marketing manager and account executives.

Knowledge:

e |nventory Management

e Sales & Purchasing

e Return on investment and key performance metrics
e Pricing strategy

e Sales function & Industry best practices

Skills:

e ldentify prospective customers by using business directories, follow leads from
existing clients, and attend trade shows and conferences

e Contact new and existing customers to discuss their needs and to explain how specific
products and services can meet these needs

e Help customers select products based on the customers' needs, product specifications,
and regulations

e Emphasize product features based on analyses of customers' needs and on technical
knowledge of product capabilities and limitations

e Answer customers' questions about prices, availability, and product uses

e Negotiate prices and terms of sale and service agreements

e Prepare sales contracts and submit orders for processing

e Collaborate with colleagues to exchange information, such as selling strategies and
marketing information

e Follow up with customers to make sure they are satisfied with their purchases and to
answer any questions or concerns
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Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1454
AREA : Sale Motorcycle Parts & Accessories
LEVEL 1

RESPONSIBILITIES

The Spare Parts General Worker is responsible for receiving and processing incoming
stock and materials, picking and filling orders from stock, packing and shipping orders,
or managing, organizing and retrieving stock in the store.

Knowledge:

Storage

Inventory Management
Warehouse best practices
Report writing

Skills:

Assist shipping and receiving unloading trucks and checking in merchandise
Prepares orders by processing requests and supply orders; pulling materials; packing
boxes; placing orders in delivery area

Sort and place materials or items on racks, shelves or in bins according to
organizational standards

Open bales, crates and other containers

Maintains inventory controls by collecting stock location orders, printing request,
recording amounts of materials or items received or distributed through a computer.
May also assist in counting of physical inventory

Prepare parcels for mailing

Maintains safe and clean work environment by keeping shelves, pallet area, and work
stations neat; Sweep, dust and mop. Organize warehouse and work area for
orderliness at all times

Wear the proper safety equipment

Attributes (Attitude/Safety/Environmental)

Ability to have reporting skills

Ability to work in a team

Strong interpersonal skills with good attention to details
Adhere to safety regulations, production quality standard
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MSIC GROUP 454

AREA

: Repair & Maintenance of Motorcycle

LEVEL 14

RESPONSIBILITIES

The Motorcycle Chief Mechanic is responsible for managing the daily operations of the
service centre and the mechanics to ensure the delivery excellent results and achieve
service centre and business goals.

Knowledge:

Skills:
[ ]
[ ]

Customer Relations Management

Mechanical & Electrical

Business management

Project management

People management

Computer literacy with Microsoft Office including Outlook, Word and Excel
Environmental impact identification and analysis

Responsible for leading the service operations and service employees.

Training service employees to operate at optimal efficiency.

Ensure that employees are being managed on a daily basis; ensure that there are
weekly meetings with direct reports, and the meetings will cover issues,
productivity, safety, training, and other pertinent topics

Identify and provide solution for issues to avoid escalation.

Ability to prioritize and delegate tasks in order to manage a high-volume service
department.

Cultivate employee tenure through recognition, personal development, and high
morale

Ensure Service division is running smoothly and working in conjunction with
Parts and Sales.

Maintain accurate monthly, quarterly, and year-end reports.

Managing hazard identification, analysis and control methods

Workshop/yard cleanliness, tidiness and litter management including general
amenities
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Attributes (Attitude/Safety/Environmental)
e Good communication and problem-solving skills

e Adhere to safety regulations, production quality standard and environmental
regulations.

e Good interpersonal skills
e Proactive when supervising subordinate works
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MSIC GROUP 1454

AREA

: Repair & Maintenance of Motorcycle

LEVEL 13

RESPONSIBILITIES

The Motorcycle Senior Mechanic is responsible for diagnosing, adjusting, repairing, or
overhauling motorcycles, scooters, mopeds, dirt bikes, or similar motorized vehicles.
Using diagnostic equipment and tools, motorcycle mechanics repair the mechanical and
electrical systems that power small-engine vehicles. While motorcycle mechanics
primarily work on mechanical and electrical malfunctions, they may also do motorcycle
body repairs.

Knowledge:

Skills:

Motorcycle engine

M&E

Workshop procedures

Customer Relations Management
Excellent diagnostic skills
Proficient computer skills
Supervisory skills

Perform routine maintenance tasks, such as replacing spark plugs or changing the
oil.

Repair engines and transmissions, and they may also perform minor repairs to the
body, such as removing dents from fenders.

Connects the motorcycle to the diagnostic machine to learn what could be causing
the problem.

Repairs are sometimes minor, but at other times, the mechanic may need to
disassemble the engine or transmission, replace the defective part and then
reinstall the rebuilt component.

Perform specialized duties, such as fine-tuning motorcycles used as racers or
installing custom body components.

Attributes (Attitude/Safety/Environmental)

Good communication and problem-solving skills

Adhere to safety regulations, production quality standard and environmental
regulations.

Good interpersonal skills

Proactive when supervising subordinate works
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MSIC GROUP 1454
AREA : Repair & Maintenance of Motorcycle
LEVEL 12

RESPONSIBILITIES

The Motorcycle Mechanic is responsible for servicing and repairing motorcycles,
scooters, mopeds, dirt bikes, or similar motorized vehicles. Using diagnostic equipment
and tools, motorcycle mechanics repair the mechanical and electrical systems that power
small-engine vehicles. While motorcycle mechanics primarily work on mechanical and
electrical malfunctions, they may also do motorcycle body repairs.

Knowledge:
e Motorcycle engine
e M&E

e Workshop procedures

e Customer Relations Management
e Excellent diagnostic skills

e Proficient computer skills

e Supervisory skills

Skills:

e Mount, balance, change, or check condition or pressure of tires.

e Listen to engines, examine vehicle frames, or confer with customers to determine
nature and extent of malfunction or damage.

e Replace defective parts, using hand tools, arbor presses, flexible power presses, or
power tools.

e Repair or adjust motorcycle subassemblies, such as forks, transmissions, brakes, or
drive chains, according to specifications.

e Repair or replace other parts, such as headlights, horns, handlebar controls, gasoline
or oil tanks, starters, or mufflers.

e Dismantle engines and repair or replace defective parts, such as magnetos,
carburetors, or generators.

e Connect test panels to engines and measure generator output, ignition timing, or other
engine performance indicators.

e Disassemble subassembly units and examine condition, movement, or alignment of
parts, visually or using gauges.

e Disassemble equipment to inspect for deficiencies

e Remove cylinder heads and grind valves to scrape off carbon and replace defective
valves, pistons, cylinders, or rings, using hand and power tools.
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e Reassemble frames and reinstall engines after repairs.

e Reassemble and test subassembly units.

e Hammer out dents and bends in frames and weld tears and breaks.
e Operate welding equipment.

Attributes (Attitude/Safety/Environmental)

e Ability to have reporting skills

e Ability to work in a team

e Strong interpersonal skills with good attention to details

e Adhere to safety regulations, production quality standard and environmental
regulations
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MSIC GROUP 1454
AREA : Repair & Maintenance of Motorcycle
LEVEL 1

RESPONSIBILITIES

The Motorcycle Junior Mechanic is responsible for performing motorcycle inspections
and repairs in keeping with company standards. Motorcycle repair shops, oil change
shops, car parts stores, and car dealerships commonly hire apprentice mechanics to
service motorcycle and provide vehicle advice to customers. Apprentice mechanics
usually work daytime hours on weekdays and weekends. Apprentice mechanics are
supervised by mechanics, floor supervisors, and shop managers.

Knowledge:

Motorcycle engine

M&E related to small engine
Workshop procedures
Excellent diagnostic skills
Proficient computer skills
Report writing

Skills:

Keeps equipment available for use by inspecting and testing vehicles; completing
preventive maintenance such as, oil changes, tire rotation and changes, wheel
balancing, replacing filters and brake inspection & replacement.

Maintains motorcycle functional condition; conducting inspections; replacing parts
and components

Verifies motorcycle serviceability by conducting test drives; adjusting controls and
systems

Maintains motorcycle records by recording service and repairs.

Keeps shop equipment operating by following operating instructions; troubleshooting
breakdowns; maintaining supplies; performing preventive maintenance; calling for
repairs.

Updates job knowledge by participating in educational opportunities; reading
technical publications.

Accomplishes maintenance and organization mission by completing related results as
needed.
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Attributes (Attitude/Safety/Environmental)

Ability to have reporting skills

Ability to work in a team

Strong interpersonal skills with good attention to details
Adhere to safety regulations, production quality standard
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