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ABSTRACT 
 

An Occupational Framework (OF) is the outcome of Occupational Analysis (OA) 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 (OS) 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. In order to conduct the Occupational Framework on Office Administrative, 

Office Support and Other Business Support Activities 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. The OF for Specialised 

Construction Activities are based on the 2-digit Malaysia Standards Industrial 

Classification (MSIC) 2008 Division 82: Office Administrative, Office Support and 

Other Business Support Activities. This document is divided into several chapters. 

Chapters 1 included the objectives, scope and justification of the OF development for the 

office administrative, office support and other business support activities. Chapter 2 

included the industry overview highlighting the definition and scope of the industry, 

stakeholders, legislation, initiatives and market intelligence of the industry. Chapter 3 

explained the methodology used in the OF development such as qualitative analysis 

through brainstorming discussion sessions. Chapter 4 discussed the findings from the 

focus group discussion conducted that be translated into the Occupational Structure, 

Occupational Description, Jobs in Demand, Skills in Demand and Emerging Skills. 

Lastly, Chapter 5 concluded the total number of job area identified which is 24 job area 

with 87 job titles, 18 job titles identified as critical job titles and 14 job titles relevant to 

IR4.0 and also recommended the NOSS or National Competency Standard (NCS) that 

should be developed based on the jobs in demand identified in this OF and the skills in 

demand plus emerging skills that should be included in the NOSS and skills training 

curriculum under Department of Skills Development (DSD). 
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ABSTRAK 
 

Kerangka Pekerjaan (OF – Occupational Framework) ialah hasil Analisis Pekerjaan (OA 

– Occupational Analysis) untuk mengenal pasti skop kerja bidang pekerjaan dari segi 

kompetensi. Ia digunakan untuk menganalisis keperluan kompetensi sumber manusia 

untuk sektor ini. Pembangunan Kerangka Struktur Pekerjaan (OS – Occupational 

Structure) ialah proses awal dalam membangunkan Standard Kemahiran Pekerjaan 

Kebangsaan (SKPK) yang berkaitan. SKPK pula akan dibangunkan untuk digunakan 

sebagai asas untuk menjalankan latihan kemahiran dan pensijilan kakitangan yang 

kompeten. Jabatan Pembangunan Kemahiran (JPK) ialah jabatan yang bertanggungjawab 

dalam membangunkan dokumen ini yang OF mengenal pasti bidang pekerjaan yang 

sesuai sama ada memerlukan pembangunan program latihan kemahiran atau kajian 

semula dan peningkatan program latihan kemahiran yang sedia ada. Aktiviti pengurusan 

pejabat, sokongan pejabat dan sokongan perniagaan lain adalah berdasarkan Klasifikasi 

Perindustrian Piawaian Malaysia 2008 (MSIC 2008) di bawah Seksyen N - Aktiviti 

pentadbiran dan khidmat sokongan, Bahagian 82: Aktiviti pengurusan pejabat, sokongan 

pejabat dan sokongan perniagaan lain. Dokumen ini dibahagikan kepada beberapa bab, 

iaitu Bab 1 merangkumi objektif, skop dan justifikasi pembangunan untuk aktiviti 

pembinaan khas. Bab 2 merangkumi gambaran industri yang menonjolkan definisi dan 

skop industri, pihak berkepentingan, perundangan, inisiatif dan kecerdasan pasaran. Bab 

3 menjelaskan metodologi yang digunakan dalam pembangunan seperti analisis kualitatif 

melalui sesi perbincangan berkumpulan. Bab 4 membincangkan penemuan daripada 

perbincangan kumpulan fokus yang diterjemahkan ke dalam Struktur Pekerjaan, 

Deskripsi Pekerjaan, Pekerjaan yang Diperlukan, Kemahiran yang Diperlukan dan 

Kemahiran Baru Muncul. Akhirnya, Bab 5 menyimpulkan jumlah bidang kerja yang 

dikenalpasti iaitu 24 bidang dengan 87 jawatan pekerjaan, 18 jawatan pekerjaan yang 

dikenal pasti, sebagai jawatan pekerjaan kritikal dan 14 jawatan yang berkaitan dengan 

IR4.0 dan juga mengesyorkan Standard Kemahiran Pekerjaan Kebangsaan (SKPK) atau 

Standard Keterampilan Kebangsaan (SKK) yang perlu dibangunkan berdasarkan 

pekerjaan yang diminta yang dikenal pasti dalam ini dan yang kemahiran dalam 

permintaan serta kemahiran baru yang perlu dimasukkan dalam kurikulum latihan SKPK 

dan kemahiran di bawah JPK. 
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GLOSSARY 

   

3R 3R (as in letter R) are basic skills taught in schools: 

reading, writing and arithmetic. 

 

Administration 

Expenditures 

Staffing costs for management and administrative 

support staff; Administrative office costs (office supplies 

and services, property, automobile and professional 

insurances, bank charges, postage, printing, advertising, 

accounting and audit fees, library resources, board 

expenses); and Operating costs (office rent or mortgage 

interest on administration office, utilities, equipment 

leases, business mileage for administrative staff only, 

business taxes, membership and accreditation fees, staff 

development, licensing). 

 

Business 

Records 

All records created by the service provider that are related 

exclusively to the business operations of the service 

provider including but not limited to employee and 

payroll information. 

 

Invoice A monthly record of services delivered showing detail by 

Individual, type of services, rate and units of service 

provided 

 

Record Includes the Individuals records such as reports, files, 

logs or case notes, medical reports, incident reports or 

agreements created as a result of services in contracts. As 

defined in FOIP and includes information in any form, 

including notes, images, audio-visual recordings, x-rays, 

books, documents, maps, drawings, photographs, letters, 

vouchers and papers and any other information that is 

written, photographed, recorded or stored in any manner. 

Does not include software or any mechanism that 

produces records and does not include Business Records. 

 

Unit of Service One hour of service delivered to the Individual; An 

Individual cannot be allocated more than 24 units per day; 

Hourly units apply to all services. 
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CHAPTER 1: INTRODUCTION 

 
  

1.1 Introduction  

 

Services sector continued as the biggest contributor to the Malaysia's 2015 GDP which 

stand at 56.7 per cent to RM771.9 billion1. It was also the largest employer with 8.6 

million people. It was also forecasted that the services sector is expected to grow at 6.8 

per cent per annum and contribute 56.5 per cent to the Malaysia’s 2020 GDP, and offer 

9.3 million jobs. These statistics indicate the importance of this sector to Malaysia’s 

economy.  

 

This chapter deals with discussion on the problem statement, objective of study, 

scope of study and justification for MSIC section selection of the Occupational 

Framework (OF) specifically for the office administrative, office support and other 

business support activities sector. 

 

1.2 Problem Statement 

 

There are numerous National Occupational Skills Standard (NOSS) titles developed 

related to office administrative, office support and other business support activities job 

area. However, the classification of the sector was not based on established reference. 

Currently, there is no specific framework to determine job areas and job titles related to 

the office administrative, office support and other business support activities. With the 

increasing demand on the services sector for office administrative, office support and 

other business support activities, it is compulsory to develop OF in this sector in order to 

identify the industrial need for office administrative, office support and other business 

support activities. 

In order to develop the occupational standard, it is imperative to have a blueprint that 

reflect the actual industry landscape for this sector. This will ensure the occupational 

                                                 
1 Malaysian Development Investment Authority. (2019, June 25). Retrieved from https://www.mida.gov.my 
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standard developed according to industry needs and way forward. This study is also 

important to ensure the standards developed is in-line with the Malaysian Standard 

Industry Classification 2008 (MSIC 2008) document.  

1.3 Objective of Study 

 

The objectives of the study are as follows:  

 

a) To establish Occupational Structure (OS) for office administrative, office support 

and other business support activities based on MSIC 2008;  

b) To examine the competencies in demand in the office administrative, office 

support and other business support activities;   

c) To identify critical job titles in for the office administrative, office support and 

other business support activities;  

d) To identify jobs title relevant to IR4.0 in office administrative, office support and 

other business support activities; and 

e) To establish Occupational Description (OD) for each job title based on latest 

industry OS. 

1.4 Scope of Study 

 

The scope of the study revolves around the identification of job areas, job titles and 

occupational description that exist in the office administrative and other business support 

activities. The findings were compiled and produce as OF.  

 

The study begun with analysing the industry current situation through document 

analysis. This was followed by consulting and interviewing the relevant industry 

representatives as subject matter expert to obtain their opinions and inputs. Finally, 

followed by survey to consolidate the obtained data from document analysis and focus 

group discussion. This study was limited only to 2-digit MSIC 2008 Division 82: Office 

administrative, office support and other business support activities and not discussed 

other division. According to Economic Census 2016, there were 3421 number of 

establishments in office administrative, office support and other business support 
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activities2. This research focuses on about 67 establishments under Office Administrative, 

Office Support and Other Business Support Activities industry as a few establishment 

samples for the respondents of this study under 2 digits MSIC 2008 division 82: Office 

Administrative, Office Support and Other Business Support Activities all over the 

country. 

 

In summary, the scope of work for this study was to: -  

 

a) Conduct literature review on the current industry;  

b) Consult with relevant industry representatives to obtain input;  

c) Identify current supply and demand of occupation identified in office 

administrative, office support and other business support activities; and 

d) Execute research methodology proposed in order to obtain and gauge required 

information to achieve the study outcome.  

1.5 Justification for Malaysia Standard Industrial Classification 2008 (MSIC 

2008) Section Selection 

 

Based on MSIC 2008, the Office Administrative, Office Support and Other Business 

Support Activities was classified under Section N Group 82. This division includes the 

provision of a range of day-to-day office administrative services, as well as ongoing 

routine business support functions for others, on a contract or fee basis. This division also 

includes all support service activities typically provided to businesses not elsewhere 

classified. Units classified in this division do not provide operating staff to carry out the 

complete operations of a business3. 

  

                                                 
2 Department of Statistics Malaysia. 2016. Economic Census 2016- Administrative and Support Services. 

Page 58 
3 Department of Statistics Malaysia. (2008). Malaysia Standard Industrial Classification (MSIC). 
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1.6 Structure of Chapter 

 

This section consists a brief overview of the entire study which includes: 

 

a) Chapter 1  

This chapter consists of introduction to the research, problem statement, research 

objective, research scope and justification based on 2-digit MSIC 2008 Division 

82: Office Administrative, Office Support and Other Business Support Activities. 

 

b) Chapter 2 

This chapter consists of review about the research was explained in this chapter 

to give further understanding about the research. The information was gained from 

different sources such as Department of Statistics Malaysia. 

 

c) Chapter 3 

This chapter consists of research approach and method deployed to achieve 

objective of the research such as focus group discussion with expert from industry, 

survey from the company related to the industry and document analysis based on 

published information were explained in this chapter. 

 

d) Chapter 4 

This chapter consists of all results and finding on the research based on the 

approach and method deployed were listed and elaborated in this chapter.  

 

e) Chapter 5 

This chapter explains about the discussion, summary and conclusion on the 

research done. Besides that, recommendations from the expert in the industry 

were also stated here.  
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CHAPTER 2: LITERATURE REVIEW 
   

2.1 Introduction 

 

This part of the document provides background information related to office 

administrative, office support and other business support activities in Malaysia. Among 

items presented in this chapter inclusive of related government policies, development 

plans, government bodies and industry benchmarking. The findings were based on 

literature review, observation and interviews with sector practitioners during focus group 

discussion. This literature review was further discussed with panel members to obtain 

insight on the matters at hand from practitioners’ perspective.  

 

2.1.1 National Skills Development Act 2006 (Act 652)  

 

The National Skills Development Act 2006 (Act 652) came into effect on 1 September 

2006 after it was officially gazetted on 29 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 levels of national skills qualification, namely Malaysian Skills Certificate Levels 1,2 

and 3; Malaysian Skills Diploma; and Malaysian Skills Advanced Diploma4.  

                                                 
4 National Skills Development Act 652 (2019, August 27) retrieved from 

http://www.agc.gov.my/agcportal/index.php 
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2.1.2 Malaysian Qualification Framework (MQF) 

 

The Malaysia Qualification Framework (MQF) 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 Table 2.1. DSD governs the skills sector, in 

which there are five levels of skills qualification. The definition for each level of skills 

qualification is specified in Malaysian Occupational Skills Qualification Framework 

(MOSQF)5.  

  

                                                 
5 Malaysian Qualification Agency. 2018. Malaysian Qualification Framework 2nd Edition. 
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Table 2.1: Malaysian Qualification Framework (MQF Chart) 

(Source: Malaysian Qualifications Framework 2nd Edition) 

 

MQF 

Level 

Minimum 

Graduating 

Credit 

Academic 

Sector 

TVET 

Sector 

Lifelong Learning/APEL 

Criteria for APEL(A) 

8 No credit 

rating 

PhD by 

Research 

 

 Admission criteria: 

35 years old 

Bachelor’s degree in relevant 

field/equivalent 

5 years’ work experience Passed APEL 

assessment 

 80 Doctoral 

Degree by 

Mixed Mode 

& 

Coursework 

 

 

7 No credit 

rating 

 

Master’s by 

Research 

 

 Admission criteria: 

30 years old 

STPM/Diploma/equivalent 

Relevant work experience 

Passed APEL assessment 
 40 Master’s by 

Mixed Mode 

& 

Coursework 

 

 30 Postgraduate 

Diploma 

 

 

 20 Postgraduate 

Certificate 

 

6 120 Bachelor’s 

degree 

 Admission criteria: 

21 years old 

Relevant work experience 

Passed APEL assessment 

 66 Graduate 

Diploma 

 

 

 36 Graduate 

Certificate 

 

5 40 Advanced 

Diploma 

5  
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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 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 personnel6. 

 

2.1.4 National Occupational Skills Standard (NOSS) and National Competency 

Standard (NCS) 

 

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 utilised 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 

                                                 
6 Department of Skill Development (2019, August 27) retrieved from 

https://www.dsd.gov.my/jpkv4/index.php/my/   
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Certificate. Meanwhile, National Competency Standard (NCS) is describes the 

knowledge, skills and attitudes needed to perform in a particular occupation but also do 

not directly relate to any particular job classification. Standards are developed by the 

industry experts based on the needs of the industry and is utilized as the main tool in the 

implementation of Malaysian Skills Certification System in which the performance of 

existing industry workers and trainees are assessed based on Standards for awarding of 

Malaysian Skills Certificate7. 

 

2.1.5 Competency Based Training (CBT)  

 

Competency Based Training (CBT) is an approach to vocational training which 

emphasises 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 

the 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 

to achieve a similar outcome. CBT concept is the basis of Malaysian Skills Certification 

system which is coordinated by DSD8.  

 

2.2 Scope of Occupational Framework Based on MSIC 2008 

 

This section provides the details of MSIC 2008 scope on office administrative, office 

support and other business support activities 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 

                                                 
7 National Skills Development Act 652 (2019, August 27). Retrieved from 

http://www.agc.gov.my/agcportal/index.php 
8 Department of Skill Development (2019, August 27) retrieved from 

https://www.dsd.gov.my/jpkv4/index.php/my/   
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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 and services nor is it a classification of occupations.9 

2.2.2 Title Selection Criteria 

 

The research area is focused on office administrative, office support and other business 

support activities as stated earlier. The definition of the research area is aligned with 

MSIC. Based on MSIC 2008, definition and scope of coverage for the OF was stated as 

follows in Table 2.2. 

 

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

(Source: MSIC 2008) 

SECTION N 
ADMINISTRATIVE AND SUPPORT SERVICE 

ACTIVITIES 

Division 82 Office administrative, office support and other 

business support activities 

Group  821 Office administrative and support activities 

822 Activities of call centres 

823 Organization of conventions and trade shows 

829 Business support service activities n.e.c. 

 

  

                                                 
9 Department of Statistics Malaysia. (2008). Malaysia Standard Industrial Classification (MSIC). 
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The Table 2.3 below is an excerpt taken from MSIC 2008 as to illustrate the scope of this 

OF. 

 

Table 2.3: Description of MSIC 2008 by Section, Division, Group, Class and 

Item 

(Source: MSIC 2008) 

CLASSIFICATION CODE DESCRIPTION 

Section N Administrative and Support Service Activities 

Division 82 Office Administrative, Office Support and Other 

Business Support Activities  

This division includes the provision of a range of day-

to-day office administrative services, as well as 

ongoing routine business support functions for others, 

on a contract or fee basis. 

 

This division also includes all support service 

activities typically provided to businesses not 

elsewhere classified. 

 

Units classified in this division do not provide 

operating staff to carry out the complete operations of 

a business. 

 

Classification Code Description 

Group 821 Office administrative and support activities  

This group includes the provision of a range of day-

to-day office administrative services, such as financial 

planning, billing and record keeping, personnel and 

physical distribution and logistics for others on a 

contract or fee basis. 
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CLASSIFICATION CODE DESCRIPTION 

This group includes also support activities for others 

on a contract or fee basis, that are ongoing routine 

business support functions that businesses and 

organizations traditionally do for themselves. 

 

Units classified in this group do not provide operating 

staff to carry out the complete operations of a 

business. Units engaged in one particular aspect of 

these activities are classified according to that 

particular activity  

 

Class 8211 Combined office administrative service activities 

 

Excludes:  

a) provision of operating staff to carry out the 

complete operations of a business, see class 

according to the business/activity performed 

b) provision of only one particular aspect of these 

activities, see class according to that particular 

activity 

 

 

Item 82110 Combined office administrative service activities 

 

Includes: provision of a combination of day-to-day 

office administrative services, such as reception, 

financial planning, billing and record keeping, 

personnel and physical distribution (mail services) 

and logistics for others on a contract or fee basis 

Class 8219 Photocopying, document preparation and other 

specialized office support activities 
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CLASSIFICATION CODE DESCRIPTION 

 

Excludes:  

a) Printing of documents (offset printing, quick 

printing, etc.), see 18110 

b) Direct mail advertising, see 73100 

c) Specialized steno type services such as court 

reporting, see 82990 

d) Public stenography services, see 82990 

 

Item 82191 

 

Document preparation, editing and/or 

proofreading 

  

Item 82192 Typing, word processing or desktop publishing 

 

Includes: Letter or resume writing, proposal writing, 

assignment writing and report writing 

Item 82193 Secretarial support services 

 

Item 82194 Transcription of documents and other secretarial 

services 

 

Item 82195 Provision of mailbox rental and other postal and 

mailing services 

 

Item 82196 Photocopying, duplicating, blueprinting 

 

Includes: document copying services without also 

providing printing services such as offset 

printing, quick printing, digital printing, 

prepress services  
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CLASSIFICATION CODE DESCRIPTION 

Item 82199 Photocopying, document preparation and other 

specialized office support activities N.E.C 

 

Group 822 Activities of call centres  

 

This group includes the activities of inbound call 

centre, answering calls from clients by using human 

operators, automatic call distribution, computer 

telephone integration, interactive voice response 

systems or similar methods to receive orders, provide 

product information, deal with customer requests for 

assistance or address customer complaints and 

activities of outbound call centers using similar 

methods to sell or market goods or services to 

potential customers, undertake market research or 

public opinion polling and similar activities for 

clients.  

 

Class 8220 Activities of call centres 

 

Item 82200 Activities of call centres 

 

Includes: 

a) activities of inbound call centres, answering calls 

from clients by using human operators, automatic 

call distribution, computer telephone integration, 

interactive voice response systems or similar 

methods to receive orders, provide product 

information, deal with customer requests for 

assistance or address customer complaints 
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CLASSIFICATION CODE DESCRIPTION 

b) activities of outbound call centres using similar 

methods to sell or market goods or services to 

potential customers, undertake market research or 

public opinion polling and similar activities for 

clients 

 

 

Group 823 Organization of conventions and trade shows  

This group includes the organization, promotion 

and/or management of events, such as business and 

trade shows, conventions, conferences and meetings, 

whether or not including the management and 

provision of the staff to operate the facilities in which 

these events take place. 

 

 

Class 8230 Organization of conventions and trade shows 

 

Item 82301 Organization, promotions and/or management of 

event 

 

Includes: Business and trade show organizers 

Item 82302 Meeting, incentive, convention, exhibition (MICE) 

 

Group 829 Business Support Service Activities N.E.C.  

This group includes the activities of collection 

agencies, credit bureaus and all support activities 

typically provided to businesses not elsewhere 

classified. 
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CLASSIFICATION CODE DESCRIPTION 

Class 8291 Activities of Collection Agencies and Credit 

Bureaus 

 

Item 82910 Activities of Collection Agencies and Credit 

Bureaus 

 

Includes: 

a) Collection of payments for claims and remittance 

of payments collected to the clients (e.g. Bill or 

debt collection services) 

b) Compiling of information, such as credit and 

employment histories on individuals and credit 

histories on businesses and providing the 

information to financial institutions, retailers and 

others who have a need to evaluate the 

creditworthiness of these persons and businesses 

 

Class 8292 Packaging Activities 

 

Includes: Packaging of meat, pharmaceuticals 

Excludes:  

a) manufacture of soft drinks and production of 

mineral water, see 1104 

b) packaging activities incidental to transport, see 

52299 

 

Item 82920 Packaging Activities on a Fee or Contract Basis, 

Whether or Not These Involve an Automated 

Process 

 

Class 8299 Other Business Support Service Activities N.E.C. 
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CLASSIFICATION CODE DESCRIPTION 

Includes:  

a) Providing verbatim reporting and stenotype 

recording of live legal proceedings & Real-time 

closed captioning of live television performances 

of meetings, conferences 

b) Address bar coding services and bar code 

imprinting services 

c) Fundraising organization services on a contract or 

fee basis 

d) Direct mailing activities (addressing, pre-sorting, 

etc.) 

e) Repossession services 

f) Parking meter coin collection services 

g) Activities of independent auctioneers 

h) Administration of loyalty programmes 

i) Runner – providing services or running errands 

for a business such as sending 

letters/bills/payments, etc. 

 

Excludes:   

a) Provision of document transcription services, see 

82194 

b) Providing film or tape captioning or subtitling 

services, see 59120 

 

Item 82990 Other Business Support Service Activities n.e.c. 
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2.3 Key Stakeholders 

 
The key stakeholders for office administrative, office support and other business support 

activities in Malaysia comprise of government agencies, regulatory bodies, industry 

associations and professional bodies. 

 

2.3.1 Government Agencies and Regulatory Bodies 

 

These are the government agencies and regulatory bodies that are empowered by the 

legislations according to the scope and powers given in the related acts that directly 

regulates the office administrative, office support and other business support activities 

industry in Malaysia. 

 

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

Administrative, Office Support and Other Business Support Activities Industry 

 

NO. 

 

ORGANISATIONS 

 

OVERVIEW, ROLES, FUNCTIONS AND 

RESPONSIBILITIES 

1.  Malaysian 

Investment 

Development 

Authority (MIDA) 

Incorporated as a statutory body under the Malaysian 

Industrial Development Authority (MIDA) Act, the 

establishment of MIDA in 1967 was hailed by the World 

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. 
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NO. 

 

ORGANISATIONS 

 

OVERVIEW, ROLES, FUNCTIONS AND 

RESPONSIBILITIES 

 

2.  Ministry of Industry 

and International 

Trade (MITI) 

The Ministry of Commerce and Industry was established 

in April 1956 and is situated in the Government Office, 

Jalan Raja. 

 

The Ministry was then renamed the Ministry of Trade and 

Industry in February 197210. The Ministry of Industry 

and International Trade (MITI) is responsible to: 

 

a) Plan, formulate and implement policies on industrial 

development, international trade and investment; 

b) Encourage foreign and domestic investment; 

c) Promote Malaysia’s exports of manufacturing 

products and services by strengthening bilateral, 

multilateral and regional trade relations and 

cooperation; and 

d) Enhance national productivity and competitiveness in 

the manufacturing sector. 

 

MITI are also responsible for supervising MATRADE, 

MATRADE’s mission is to promote Malaysia’s export 

has enabled many local companies to carve new frontiers 

in global markets.  

 

3.  Ministry of Human 

Resources (MoHR) 

The Ministry of Human Resources, abbreviated MoHR, 

is a ministry of the Government of Malaysia that is 

responsible for skills development, labour, occupational 

safety and health, trade unions, industrial relations, 

                                                 
10 Ministry of Industry and International Trade (MITI) (2019, June 25). Retrieved from https://www.miti.gov.my 
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NO. 

 

ORGANISATIONS 

 

OVERVIEW, ROLES, FUNCTIONS AND 

RESPONSIBILITIES 

industrial court, labour market information and analysis, 

social security11.  

 

2.3.2 Industry Associations and Professional Bodies 

 

This section provides information regarding industry associations and professional bodies 

related to office administrative, office support and other business support activities.  

 

Table 2.5: List of Related Industry Association and Professional Bodies for Office 

Administrative, Office Support and Other Business Support Activities Industry 

 

NO. 

 

ORGANISATIONS 

 

OVERVIEW, ROLES, FUNCTIONS AND 

RESPONSIBILITIES 

1. The Malaysian 

Association of 

Professional 

Secretaries & 

Administrators 

(MAPSA) 

The Malaysian Association of Professional Secretaries & 

Administrators (MAPSA) was founded in 1968 and is a 

non-profit national professional association for office 

administrative professionals with approximately 1000 

members and affiliates in Malaysia. MAPSA’s mission is 

to enhance the success of career minded administrative 

professionals by providing opportunities for growth 

through learning & development, leadership and 

community building. 

 

2. The Malaysian 

Institute of 

Chartered 

Secretaries and 

Administrators 

(MAICSA) 

The Malaysian Institute of Chartered Secretaries and 

Administrators (MAICSA) was founded in 1959 as an 

affiliated body to ICSA. It is now a Divisions of ICSA. 

Currently, MAICSA has more than 4,200 members 

(comprising Fellows, Associates and Graduates), 2,000 

students and 600 Affiliates on its register. 

 

                                                 
11 Ministry of Human Resources (MOHR) (2019, June 25). Retrieved from https://www.mohr.gov.my/index.php/en 
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NO. 

 

ORGANISATIONS 

 

OVERVIEW, ROLES, FUNCTIONS AND 

RESPONSIBILITIES 

MAICSA is also a founder member of Corporate 

Secretaries International Association Limited (CSIA). 

CSIA, an international federation of governance 

professional bodies for corporate secretaries and 

governance professionals, is dedicated to developing and 

growing the study and practice of corporate secretary ship, 

to improve professional standards and the quality of 

governance practice, and organisational performance. 

 

 

 

2.2.3 Training Centre 

Based on document analysis and focus group discussion, currently, there are no related 

training centre for Office Administrative, Office Support and Other Business Support 

Activities Industry. 

 

2.4 Government Legislations, Policies and Initiatives 

 

This section provides information regarding the economic activities of this area are 

governed by certain rules and regulation which is enforced by related government 

agencies. 

 

2.4.1 Government Legislations 

 

In order to ensure check and balance, industry players must comply to the set of rules and 

regulations stipulated by the government. This in the end promote good governance in 

the company and the industry at large. These legislations were summarised in Table 2.6. 
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Table 2.6: Government Legislation Related to Office Administrative, Office Support 

and Other Business Support Activities 

NO. LEGISLATIONS DESCRIPTION OF LEGISLATIONS 

1.  Occupational Safety 

and Health  Act 

1994   

This Act is for securing the safety, health and welfare of 

persons at work, for protecting others against risks to 

safety or health in connection with the activities of 

persons at work.  

2.  Employment Act 

1955 

Scope of the Act (First Schedule of the Employment 

Act): The definition of "employee" covered under the 

scope of the Employment Act is as follows12: 

a) Based on wages, regardless of nature of work i.e., 

employees earning RM2,000 and below; or 

b) Based on the nature of work, regardless of wages 

i.e., employees engaged in manual labour or 

employees supervising those engaged in manual 

labour in and throughout the performance of their 

work. Drivers and other employees who are involved 

in the operation and maintenance of motorised 

vehicles and irrespective of the wages they earn in a 

month. 

 

3.  Industry Relation 

Act 1967 

An Act to promote and maintain industrial harmony and 

to provide for the regulation of the relations between 

employers and workmen and their trade unions and the 

prevention and settlement of any differences or disputes 

arising from their relationship and generally to deal with 

trade disputes and matters arising therefrom. 

                                                 
12 National Human Resource Centre (NHRC). (29 June, 2019). Retrieved from 

http://www.nhrc.com.my/employment-act-1955#.XSLIoDjVK00 

http://www.dosh.gov.my/index.php/en/list-of-documents/acts/23-02-occupational-safety-and-health-act-1994-act-514/file
http://www.dosh.gov.my/index.php/en/list-of-documents/acts/23-02-occupational-safety-and-health-act-1994-act-514/file
http://www.dosh.gov.my/index.php/en/list-of-documents/acts/23-02-occupational-safety-and-health-act-1994-act-514/file
http://www.dosh.gov.my/index.php/en/list-of-documents/acts/23-02-occupational-safety-and-health-act-1994-act-514/file
http://www.dosh.gov.my/index.php/en/list-of-documents/acts/23-02-occupational-safety-and-health-act-1994-act-514/file
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NO. LEGISLATIONS DESCRIPTION OF LEGISLATIONS 

4.  Personal Data 

Protection Act 2010 

An Act to regulate the processing of personal data in 

commercial transactions and to provide for matters 

connected therewith and incidental thereto. 

5.  Moneylenders Act 

1951 

An Act for the regulation and control of the business of 

moneylending, the protection of borrowers of the 

monies lent in the course of such business, and matters 

connected therewith. 

6.  Malaysian Code on 

Corporate 

Governance 

The Malaysian Code on Corporate Governance 

(MCCG) introduced in 2000 has been a significant tool 

for corporate governance reform, and has influenced 

corporate governance practices of companies positively.  

 

The MCCG reflects global principles and internationally 

recognised practices of corporate governance which are 

above and beyond the minimum required by statute, 

regulations or those prescribed by Bursa Malaysia.  

 

The MCCG permits a more constructive and flexible 

response to raise standards of corporate governance. It 

recognises that there are aspects of corporate 

governance where statutory regulation is necessary and 

others where self-regulation complemented by market 

regulation is more appropriate. 

 

2.4.2 Government Policies and Initiatives 

 

Effective policies and initiatives are crucial for harnessing national efforts and resources 

for competitiveness and sustained economic growth. This necessitates that regulations 

and the rule-making process keep pace with changing times and circumstances. The 

Government policies and initiatives will contribute towards building an economy that 
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attracts industries and investments that value good regulatory environment, hence 

generating quality jobs and increasing national wealth. Table 2.7 listed the summary for 

identified policies and initiatives for this industry. 

 

Table 2.7: Government Initiative for Office Administrative, Office Support and Other 

Business Support Activities Industry 

 

NO. INCENTIVE DETAILS 

1. Angel Tax 

Incentive 

(Ministry of 

Finance) 

 

Angel Tax Incentive is a new initiative approved by the 

Government to encourage more early stage investments 

by the private sector. This incentive hopes to reduce the 

risks usually associated with early stage investments by 

giving back in the form of tax exemption to the investors. 

 

Angel Tax Incentive is administered by the Angel Tax 

Incentive Office (ATIO), a unit under Cradle Fund Sdn 

Bhd (Cradle). The investment made must be approved and 

endorsed by the Ministry of Finance, Malaysia. After two 

(2) years from the point of investment, the angel investors 

may file their personal income tax through Lembaga Hasil 

Dalam Negeri (LHDN), which then will process their 

income tax filing for tax exemption. 

 

The angel investors however, need to keep the MoF’s tax 

incentive approval as proof of investment in the certified 

investee companies as required by LHDN. 

 

The Angel Tax Incentive is designed to encourage more 

angel investments from the private sector into early stage 

companies in technology space. As such, ATIO’s role is 

to ensure that start-ups seeking investments from 

accredited angel investors are eligible and that 

investments made into these companies are genuine. 
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NO. INCENTIVE DETAILS 

 

The Angel Tax Incentive is designed to bridge the early 

stage investment gap by encouraging qualified individual 

investors to invest in early stage technology start-ups in 

Malaysia, to boost the growth of start-ups13. 

2. ECERDC 

Incentives for 

Manufacturing 

and 

Manufacturing-

related Services 

(Ministry of 

Finance) 

 

i) Income tax exemption of 100 per cent for 10 years 

commencing from the year company derives statutory 

income; or 

ii) Stamp duty exemption on land or building acquired 

for development. 

 

2.5 Industry and Market Intelligence 

Industry and market intelligence are the collection and analysis of data of an industry by 

various sources of data to be utilise by the industry to make business decisions, manpower 

developments and training requirements. Industry intelligence is critical for developing 

strategies in the development of the industry, areas of manpower development and the 

impact of those developments. This section provides the information regarding office 

administrative, office support and other business support activities based on the industry 

growth and employment statistics. 

2.5.1 Growth of Office Administrative, Office Support and Other Business 

Support Activities 

 

Based on National Account Gross Domestic Product 2015-2018, Malaysia gross domestic 

product (GDP) recorded RM1,361.5 billion in 2018, which see 4.7 per cent growth 

                                                 
13 Unit Perancang Ekonomi. (2018, March 15). Retrieved from http://epu.gov.my/en/rmk/eleventhmalaysia-plan-2016-

2020  
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compared to 2017 with 5.7 per cent14. For the main contributor in the Malaysia GDP 2018, 

services and manufacturing are the main contributor with 56.7 per cent and 22.4 per cent 

respectively. Meanwhile, private final consumption was the main influencer for main 

expenditure. 

 

 Other than that, for this research, it focused on for administrative and support 

services in services sector. For service sector percentage share to Malaysia GDP, it was 

recorded 56.7 per cent contribution to Malaysia GDP in 2018 compared to 55.6 per cent 

in 2017, 55.4 per cent in 2016 and 54.7 per cent15 in 2015.  From the percentage share, it 

can be seen that, in 2018, services sector recorded a slight increase in percentage share to 

Malaysia GDP as compared to 2017. More than that, administrative and support services 

contributed 1.0 per cent for percentage share to Malaysia GDP in 2016 to 2018. 

 

 In terms of annual percentage change of administrative and support services in 

2018, it is slightly increasing to 7.7 per cent as compared to 7.1 per cent16 in 2016 and 

2017.  

2.5.2 Employment Statistics 

 

This section provides an overview regarding labour force, labour demand in Malaysia and 

employment statistics of office administrative, office support and other business support 

activities industry.  

 

a) Labour Force in Malaysia 

Labour force can be defined as the sum of persons in employment plus persons 

in unemployment. Together these two groups of the population represent the 

current supply of labour to produce goods and services taking place in a country 

through market transactions in exchange for remuneration17. The concept and 

definition of labour force in Malaysia are stated in Figure 2.1. 

                                                 
14 Department of Statistics Malaysia. 2019. National Account Gross Domestic Product 2018. Page 1 
15 Department of Statistics Malaysia. 2019. National Account Gross Domestic Product 2018. Page 46 
16 Department of Statistics Malaysia. 2019. National Account Gross Domestic Product 2018. Page 39 
17 International Labour Organization. 2018. Labour force (2019, 30 September) Retrieved from 

https://www.ilo.org/global/statistics-and-databases/statistics-overview-and-topics/WCMS_470304/lang--

en/index.htm 
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Figure 2.1: Concept and definition of labour force in Malaysia 

(Source: Department of Statistics Malaysia, 2019) 

 

Labour force in Malaysia increased by 2.0 per cent from 15.0 million 

persons in 2017 to nearly 15.3 million persons in 2018. The increment in labour 

force was contributed by 299,200 employed persons. Labour force 

participation rate (LFPR) in 2018 increased by 0.3 percentage points to 68.3 

per cent as compared to 68.0 per cent18 in 2017. Hence, the remaining 31.7 per 

cent of the working age population was outside the labour force. On the other 

hand, the unemployment rate improved to 3.3 per cent in 2018 as compared to 

3.4 percent in 2017. This shows that the country’s economy is still operating 

with full employment where the unemployment rate is below 4.0 per cent. 

 

b) Overview of Services Sector Labour Demand 

Labour demand indicates the total labour that the economy is willing to employ 

at any given point of time. At the microeconomic level, labour demand by firm 

                                                 
18 Department of Statistics Malaysia. 2019. The Labour Force Survey Report 2018. Page 12 
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refers to positions in the company; and through the process of hires and 

separations, the information of filled positions and vacancies can be estimated. 

The concepts and definitions of the statistics on labour demand in this 

publication are as in Figure 2.2. 

 

 

Figure 2.2: Concepts and definitions of the statistics on labour demand 

(Source: Department of Statistics Malaysia, 2019) 

 

The number of positions for Services sector in 2018 was 4,421 thousand, 

went up 58 thousand from 4,363 thousand in 2017. The number of filled 

positions increased to 4,384 thousand (2017: 4,322 thousand) while vacancies 

in this sector decreased by 5 thousand. Meanwhile, there were 51.0 thousand 

jobs created in the services sector in 201819.  

 

The percentage share for position by skill recorded 47.1 per cent for 

semi-skilled worker, 32.7 per cent for skilled worker and 20.2 per cent for low-

skilled worker20. As compared to 2017, semi-skilled worker comprised of 46.8 

per cent followed by skilled worker and low-skilled worker with 32.6 per cent 

                                                 
19 Department of Statistics Malaysia. 2019. Employment Statistics Second Quarter 2019. Page 15 
20 Department of Statistics Malaysia. 2019. Employment Statistics Second Quarter 2019. Page 32 
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and 20.6 per cent respectively. The details of the information can be referred 

to Figure 2.3. 

 

Figure 2.3: Position by skill in services sector by percentage share 

(Source: Department of Statistics Malaysia, 2019) 

  

Other than that, the percentage share for filled position by skill in 

services sector in 2018, 47.1 per cent was recorded for semi-skilled worker, 

32.8 per cent for skilled worker and 20.1 per cent for low-skilled worker21. The 

comparison with 2017 can be referred to Figure 2.4.  

 

 

Figure 2.4: Filled position by skill in services sector by percentage share 

(Source: Department of Statistics Malaysia, 2019) 

                                                 
21 Department of Statistics Malaysia. 2019. Employment Statistics Second Quarter 2019. Page 38 
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 More than that, for vacancies by skill in services sector by percentage 

share for 2018, 45.0 per cent was recorded for semi-skilled worker, 27.0 per 

cent for skilled worker and 28.0 per cent for low-skilled worker22. The 

comparison with 2017 can be referred to Figure 2.5. 

 

 

Figure 2.5: Vacancies by skill in services sector by percentage share 

(Source: Department of Statistics Malaysia, 2019) 

 

For jobs created by skill in services sector by percentage share for 2018, 

54.9 per cent was recorded for skilled worker, 38.0 per cent for semi-skilled 

worker and 7.1 per cent for low-skilled worker23. The comparison with 2017 

can be referred to Figure 2.6. 

 

                                                 
22 Department of Statistics Malaysia. 2019. Employment Statistics Second Quarter 2019. Page 44 
23 Department of Statistics Malaysia. 2019. Employment Statistics Second Quarter 2019. Page 50 
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Figure 2.6: Jobs created by skill in services sector by percentage share 

(Source: Department of Statistics Malaysia, 2019) 

 

c) Employment Growth of Office Administrative and Other Business 

Support Activities 

Figure 2.7 shows the Number of Persons Engaged for office administrative and 

other business support activities in 2015 and 2017. It can be seen here that the 

number of persons engaged increases from 15,849 in 201524 to 17,950 persons 

in 2017. 

 

 

Figure 2.7: Number of Persons Engaged for office administrative and other 

business support activities, 2015 and 2017, Malaysia 

(Source: Department of Statistics Malaysia, 2018) 

                                                 
24 Department of Statistic Malaysia (DOSM). (2018). Annual Economic Statistic 2018. Page 14 
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2.5.3 Conclusion 

 

In conclusion, for office administrative, office support and other business support 

activities, from 2016 to 2018, the contribution of this industry toward Malaysia GDP are 

constant at 1.0 per cent. 

 

In addition, for employment statistics, number of persons engaged with the office 

administrative and other business support activities increased to 17,950 persons in 2017 

compared to 15,849 persons in 2015. The growth of this industry clearly shows that office 

administrative and other business support activities is one of the potential industries to 

enhance country development in the future. 

 

 

2.6 Existing NOSS Relevant to MSIC 2008 Section N, Division 82 

 

The DSD has developed 18 NOSS related to Division 82 based on NOSS registry January 

in 2019. The summary of NOSS title is provided in the following table.  

 

Table 2.8: Summary of NOSS Developed Under the Division 82 

 

(Source: NOSS Registry January 2019) 

 

MSIC 

GROUP 
CORRESPONDING NOSS/ LEVEL 

 

N821 

Office 

administrative 

and support 

activities 

 

1) FB-081-4:2012 Information Systems Administration 

2) FB-081-5:2012 Information Systems Management 

3) FB-024-2:2012 Office Administration 

4) FB-024-3:2012 Office Administration Supervision 

5) FB-025-3:2012 Executive Secretaryship 

6) FB-025-4:2012 Administrative Management 

7) FB-025-5:2012 Administrative Management 
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N822 

Activities of 

call centres 

 

Not Available  

 

N823 

Organisation 

of conventions 

and trade 

shows 

 

1) HT-200-4:2016 Exhibition Coordination 

2) HT-200-5:2016 Exhibition Management  

3) HT-200-3:2014 MICE Hosting Service Liaison 

4) HT-201-3:2012 Event Management Coordination 

5) HT-201-4:2012 Event Management 

6) HT-201-5:2012 Event Management  

 

 

N829 Business 

support 

service 

activities 

N.E.C 

 

1) FB-022-4:2012 Micro & Small Entrepreneurship 

Management 

2) FB-022-5:2012 Medium Entrepreneurship Management 

3) FB-023-3:2012 Industrial Administration 

4) FB-023-4:2012 Industrial Management 

5) FB-023-5:2012 Industrial Management 

 

2.7 Overview of Office Administrative, Office Support And Other Business Support 

Activities with Developed Countries  

 

This section provides an overview of office administrative, office support and other 

business support activities industry in developed countries. There are two countries 

discussed in this section namely United States and China based on their performance in 

services sector. United States ranked 1st in services sector while China ranked 2nd in 

services sector25. Office administrative, office support and other business support 

activities are included in services sector and due to there are no available data specifically 

to compare based on office administrative, office support and other business support 

activities, the chosen indicator use to compare are by using the performance of the country 

                                                 
25 Statistic Times. 2018. List of Countries by GDP Sector Composition. (2019, August 15). Retrieved from 

http://statisticstimes.com/economy/countries-by-gdp-sector-composition.php 
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in services sector. The complete comparison between these countries are listed in Chapter 

4. 

 

2.8 Relation of Industry and Industrial Revolution 4.0 (IR4.0) 

 

The rise of disruptive digital technologies – such as mobile Internet, big data, cloud 

technology, IoT, and automation is poised to unleash new types of services and revenue 

streams; increasing efficiency and boosting productivity across the board. It is profoundly 

changing the way we live and work. It has been estimated that in the ASEAN region these 

technologies could parlay a worth of up to US$625 billion by 2030, which would account 

for eight per cent of ASEAN’s GDP. Not surprisingly, digitalisation is increasingly 

assuming a larger proportion of GDP in Malaysia as well as in many Asian economies26.  

 

According to the IMF’s Regional Economic Outlook for Asia Pacific, seven of 

the world’s top 10 economies with the largest ICT to GDP ratio are in Asia, including 

Malaysia and Singapore. In Malaysia, the contribution of ICT to the national economy 

recorded 18.3 per cent in 2017, as compared to 16.5 per cent in 2010. The ICT industry's 

growth rate has been on an upward trend, expanding at an average annual growth rate of 

nine per cent over a seven-year period. This bears testament to the potential that 

digitalisation has to boost the country’s future growth. The integration of digital 

technology into everyday life is inevitable in today’s technology-dependent world. 

Products, services, and support services are becoming more customisable and 

individualised, with the focus shifting to meet the needs of the user as a consumer, an 

employee, patient, citizen, or tourist. Hence, to ensure that Malaysia remains competitive, 

MIDA is encouraging the adoption of the latest technologies through the use of Smart 

Services in Industry 4.0.  

 

In Malaysia, industry players such as those in healthcare, green technology and 

logistics are riding on the wave of technological changes made possible by Industry 4.0 

to boost productivity and increase competitiveness. Some examples of the adoption of 

smart technology include a hospital which is integrating the use of artificial intelligence 

                                                 
26 Malaysian Investment Development Authority (MIDA). (2019, August 15). Retrieved from 

https://www.mida.gov.my/home/malaysia:-investment-performance/posts  
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(AI) in its treatment of cancer patients, and a green technology service provider that is 

using intelligent energy management systems to monitor usage. E-commerce features 

strongly in the nation’s economic growth from both the business as well as consumer 

front. Malaysia ranked fifth among the top 10 developing economies in Asia for its 

readiness to support online shopping, based on the 2018 United Nations Conference on 

Trade and Development (UNCTAD) Business to Consumer (B2C) e-commerce index. 

More than a third of the population made online purchases in 2017 and the country has 

one of the highest proportions of B2C sales to GDP in the world27.  

 

 

2.9 Conclusion 

 

The office administrative, office support and other business support activities is an 

important and strategic part of Malaysian services industry. There are 18 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 2008 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 was employed. 

The description of research strategies and approaches in discussed in next chapter. 

                                                 
27 Malaysian Investment Development Authority (MIDA). (2018, March 15). Retrieved from 

https://www.mida.gov.my/home/malaysia:-investment-performance/posts  
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CHAPTER 3: METHODOLOGY 

 

 

3.1 Introduction 

 

This chapter provides explanation on the technicalities of research work. The activities of 

data collection and analysis are the core of this document. This section deals with detailed 

description of the research methodology employed in the study. It encompasses the 

overall review of overall research approach and justification of selected research 

methodology. 

 

3.2 Research Approach 

 

In developing a better understanding regarding current development of office 

administration, support office and other business support activities industry in Malaysia, 

a combination of research methods or the mixed methods (triangulation method) were 

utilized in the study in order to ensure the data collection and findings are relevant to the 

research investigation.  

 

In order to get the depth understanding on the results from the quantitative data, 

the qualitative approach was deployed. Document analysis and focus group discussion 

with industry experts are a key part of the methodology as it facilitates understanding of 

key factors that would influence the industry. This qualitative approach, therefore, is an 

attractive technique to provide rich descriptions of the research data in natural settings 

(Miles & Huberman, 1994). Therefore, semi-structured interviews seem to be a very 

practical way to reflect the realities of the industry under study.    
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In the quantitative and cross-sectional approaches, the method of data collection 

was mainly on survey. The scale was developed to contribute to the study industry. The 

questionnaires are directly administered to all the selected respondents in the office 

administrative, office support and other business support activities industry.  For this 

study, the research approach was subjected to 7 phases as follows: 

 

 Phase 1: Identification of research problem: Broad problem area were identified 

through preliminary information gathering which were from secondary data and literature 

review. 

 

 Phase 2: Document Analysis: Perform actual secondary data collection by 

reviewing published information available from sources such as websites, archives and 

other written reports. 

 

 Phase 3: Preparation of Qualitative Data Procedure: The interview protocol was 

in the form of semi structure questionnaire that was prepared in line with the objective of 

this study. The interview protocol was developed by the researchers themselves. The 

validity for this study was verified by employing triangulation strategy. In this approach, 

the researchers triangulated different data sources of information to build a coherent 

justification of the different themes in close relation to the aim of the study. Focus group 

discussion (FGD) was conducted where respondents were from industry experts and 

practitioners.  

 

 Phase 4: Quantitative Instrument building: From the focus group discussion the 

instrument was verified and proposed to be used in the actual field survey. 

 

 Phase 5: Quantitative data collection: actual data collection was carried out. 

Self-administer and survey were carried out at nationwide for generalisation purposes. 

Sample from the population were collected at random to be representative. 

 

 Phase 6:  Data Analysis for the qualitative and quantitative data approach:  

descriptive analysis was utilised to describe issues related to demand for the skills, jobs 
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title, and critical tasks skills level for the Office Administrative, Office Support and Other 

Business Support Activities industry. 

 

 Phase 7: Discussion and recommendation: Final discussion on the study was 

established with recommendations.  

 

This study decided to fully employ three major approaches for data collection as 

follows: 

a) Document Analysis; 

b) Focus Group Discussion; and   

c) Survey. 

 

3.2.1 Document Analysis 

 

This approach requires rigorous review of existing literature that addresses a clearly 

formulated question. The review process includes systematically searches, identifies, 

selects, appraises, and synthesizes document research evidence found in the trade journal, 

academic paper and related journals. The collected data from this approach had addressed 

the overview of the industry relevant to the requirement of IR4.0 and industrial need. 

 

a) Data Collection Strategy 

 

Basically, document analysis involves two main sources of data or information 

as follows: 

 

i) Economic Database 

 

The information related to Malaysia’s labour markets or demand is highly 

relevant to this study. Thus, the information from the Department of 

Statistics Malaysia (DOSM) - MSIC and Occupation categories at 1-digit 

MASCO 2013, 11th Malaysia Plan, National Budget and Talent 

Corporation were gathered, analyse and reported.  
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The information from the Economic Database serves two purposes: 

 

 Provides snapshot of the current office administrative, office support 

and other business support activities industry landscape and outlook. 

 Serve as control figures and baselining database when assessing data 

obtained from the online survey. 

 

ii) Official Reports and Databases from Relevant Public and Private 

Agencies  

 

In addition to the Economic Census reports, database from other 

government agencies (local and international agencies) that are relevant to 

Office Administrative, Office Support and Other Business Support 

Activities industry was gathered and analysed. Based on initial 

observation, the following databases contain relevant information for the 

industry. 

 

 Local database – Department of Skills Development (DSD), Ministry 

of International Trade and Industry (MITI), and Malaysian Investment 

Development Authority (MIDA).  

 International database – Organisation for Economic Co-operation and 

Development (OECD), World Bank, and European Union (EU). 

 

Additionally, data and information published by local and international 

agencies in the form of online resources was collected. 

 

 

b) Data Analysis Procedure 

 

Based on the two sources of data and information, the following data analysis 

procedures were carried out. 
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i) Examined the economic performances of the industry by looking at 

several macroeconomic indicators (such as GDP, employment and 

output). 

ii) Analysed the industry outlook in relation to regional and global 

perspectives. 

iii) Determined the profile of the current and future workforce (such as 

occupations, and salaries and wages). 

iv) Reviewed technological development in the industry (such as robotic 

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

 

3.2.2 Focus Group Discussion 

 

A series of industry engagement based on focus group discussion (FGD) was conducted 

to enable in-depth discussions on the issues of the industry workforce status. The FGD 

involves the discussion on the occupational structure, job description, demand for the 

skills, jobs title, and critical job titles; assessment of curriculum and training programs; 

accreditation and qualification based on NOSS and MQA framework; potential workforce 

challenges; future outlook and strategic recommendations were proposed. 

 

 For focus group discussion, about six industry experts was selected and appointed. 

The focus group discussion facilitated by an experience facilitator to encourage dialogue 

and at the same time controlling the discussion. Facilitators were commissioned by the 

DSD. In terms of industry experts, they have at least seven years of industry experience 

and working with a company registered with Suruhanjaya Syarikat Malaysia (SSM). The 

semi structured questions developed for FGD was based on OS, OD, demand for the 

skills, jobs title, critical job titles, and other related issues.  

 

 Five main semi-structured questions were constructed as follows:  

 

1)     What will be the industry Occupational Structure (OS) looks like? 

2)     What will be the job descriptions for each job title? 

3)     How to determine the demand for the industry skills? 

4)     How to determine the relevant jobs title that is in line with IR4.0? 
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5)     How to determine the critical jobs for the industry.  

 

a) Data Collection Strategy 

 

In the process of gathering the input, brainstorming technique was adopted in 

focus group discussion attended by industry expert who discussed the different 

sub-sectors and areas. Facts obtained during the document’s analysis were also 

discussed and presented to the development panel members. The 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 office administrative, office support and other business 

support activities Industry Occupational Framework (OF). Follow up 

discussions with the industry expert were done in smaller groups to verify the 

findings of the Occupational Framework (OF). Figure 3.1 shows Focus Group 

Discussion process. 

 
 

Figure 3.1: Focus Group Discussions Flow Chart 

 

Stage 5

Output from the data analysis will undergo final verification in Focus 
Group Discussion

Stage 4

Results from the online and offline survey will be analysed

Stage 3

Validated questionnaire will be distributed to respondents through online 
and offline survey

Stage 2

Focus Group Discussion and 2 selected experts validate the questionnaire

Stage 1

Researcher developed the semi structure questions for FGD
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3.2.3 Survey 

 

This study also employed online survey to achieve the four keys critical information 

which are competency in demand, jobs in demand, emerging skills and related issues. 

Google form was used as a platform for the survey. The survey was distributed to the 

related organisation base on organisational level. 

 

Section 1: Competency in Demand 

This section explores 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 are listed and the 

respondents have to decide the relevancy of each element in their line of duty. 

 

Section 4: Related Issues 

This section explores the common issues surrounding the industry. The respondents are 

asked to issues that related to the industry. 

 

a) Establishment and Sampling procedure 

 

The establishment of this study consists of companies in Malaysia. According 

to the MSIC Group there are 3421 companies in Malaysia. This constitutes the 

population of this study.  

 

 This study used organization as a unit of analysis and the respondents were 

owners/managers of the companies in Malaysia. Owner/managers are chosen 
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because they are usually involved in day-to-day running of the businesses, and 

therefore they are in a better position to provide the needed, available and 

accurate information about their companies.  

 

 Based on the total population of about 3421 companies28 from the 

sampling frame the appropriate sample size at 10 percent margin of error 

should be 67 respondents29.This sample size conforms to the rule of thumb as 

suggested by Roscoe (1975) that the optimum sample size should be between 

30 and 500 for most research30.Thus, a sample of 67 respondents were the 

sample size representing the population in this study. For respondent’s 

response rate, based on Brauch, Y & Holtom, B.C (2008), the average level of 

response rate is 52.7 per cent. Therefore, the number of targeted respondents 

is 35. However, to minimise errors in sampling and to take care issues of non-

response, the size of sampled are doubled and a total of 70 questionnaire were 

distributed to selected companies or organizations. After data collection 

exercise was performed, there are 46 totals of questionnaire collected. The 

targeted respondents were among the managerial levels in the related company 

and association in the industry or human resources director. 

 

 This study adopted probability random sampling. Probability sampling 

design is chosen as opposed to non-probability sampling because of the need 

to generalize the findings of this study. This sampling design is suited for this 

study because each element in the population will have the same probability 

of being chosen (Sekaran, 2004). Simple random sampling used in selecting 

the sample. This sampling technique only requires that the researcher has a list 

of all members of the population which allows him to get access to any 

member who might be chosen. Being simple it poses the least bias and offers 

the most generalizability, and thus it is the best single way to obtain a 

representative sample (Sekaran, 2004).  

                                                 
28 Department of Statistics Malaysia. 2016. Economic Census 2016- Information and Communication. Page 

93 
29 Baruch, Y., & Holtom, B. C. (2008). Survey response rate levels and trends in organizational research. 

Human relations, 61(8), 1139-1160. 
30 Roscoe, J. T. (1975). Fundamental research statistics for the behavioral sciences [by] John T. Roscoe. 
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 Table 3.1: Number of Targeted Respondents According to MSIC 2008 
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b) Questionnaire Design  

 

For this study, the questionnaires were designed based on the feedback from 

focus group discussion. Which are based on the four keys critical information 

which is competency in demand, jobs in demand, emerging skills and related 

issues. 

 

To increase the response rate and consistent responses, the questionnaires are 

design based on close ended question based on interval scale appropriate to 

the instrument. 

 

c) Measures and Instrumentation  

 

Establishing the validity and reliability of the survey questionnaire before it 

could be used is important because it can determine the accuracy of the results 

as well as increases the credibility of the research findings31. 

 

 The most commonly used validity test is content validity. Content or face 

validity is the extent to which all aspects of the intended constructs are 

represented in the measurement as well as the extent to which others believe 

the method of measurement makes sense or fits the defined concept. Content 

validity was performed in the pre-test stage by two experts from academic and 

industry sector. They are expected to identify the content, grammar, phrasing 

of sentences and understanding of the items used. After pre-testing stage is 

completed, a pilot test was conducted to pre-test the instruments of this study. 

10 respondents were chosen and none of the items required modification. 

 

 The questionnaire is divided into four sections namely: Section 1, Section 

2, Section 3, and Section 4.  

 

                                                 
31 Moore, J. E., Von Korff, M., Cherkin, D., Saunders, K., & Lorig, K. (2000). A randomized trial of a 

cognitive-behavioral program for enhancing back pain self-care in a primary care setting. Pain, 88(2), 

145-153. 
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 For Section 1, discussed regarding competency in demand and used 3 

interval scale ranging from High in demand, Mid in demand and Low in 

demand measuring the competency in demands in office administrative, office 

support and other business support activities industry. 

 

 For Section 2, discussed on jobs in demand and used 3 interval scale 

ranging from High in Demand, Mid demand, and Low in demand measuring 

the shortage of manpower in office administrative, office support and other 

business support activities industry. 

 

 For Section 3, Emerging skills was discussed in this section. It contains 

multiple choice question to determine which emerging skills from 11 pillars 

of IR4.0 are closely related to the office administrative, office support and 

other business support activities industry. 

 

 For Section 4, related issues regarding the industry was discuss and 4 

interval scale ranging from Strongly Agree, Agree, Disagree and Strongly 

disagree measuring the key issues in office administrative, office support and 

other business support activities industry. 

 

d) 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 was not feasible. Instead of aiming for a 

nationally representative sample, the survey aims to increase only 

participation rates from industries. 

 

 Three strategies to increase the number of responds for the data 

collection were utilized as follows: 



 

47 

 

i) Targeted of associations’ members. The secretariat of each association has 

agreed to distribute the questionnaire;  

ii) Industry engagements/interviews/visits were scheduled over a period 2 

months to seek their assistance to answer the survey and distribute to the 

members of the respective associations; and 

iii) Assistance from MIDA & MITI to provide the institutional support when 

engaging the selected respondents. 

 

e) Data Analysis Procedure 

 

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

i) Analysis of critical occupations identified by the industry.  

ii) Analysis of future trend of the occupational demand by various skills 

category including TVET related occupations.  

iii) Analysis of talent gaps between supply and demand according to NOSS 

and MQF standards. 

iv) Analysis of training provided by industries to employees.  

 

 

3.3 Conclusion 

 

In this section, the justification of each selected research methodology was discussed. The 

selected research methodologies are document analysis, survey and questionnaire and 

focus group discussion.  

 

 Document analysis is chosen due to it efficient and effective way of gathering data 

because documents are manageable and practical resources. Obtaining and analysing 

documents is often far more cost efficient and time efficient than conducting the research 

and experiment. Document analysis is suitable method for this research because of this 

research required more information such as current statistics for related industry and the 

growth of the industry. 
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 Focus group discussion is deployed in this research due to free and open 

discussion among the respondents results in generation of new ideas that can be very 

useful for decision-making. It is also a fast way to gain the needed information regarding 

job title in the related industry. This approach is time saving and effective way to gather 

information from many sources. 

 

 Survey and questionnaire are employed in this research because questionnaires 

may be taken anonymously or in private, this method may be more effective for gathering 

sensitive information or when you want statistical data about what the majority of a 

certain group of people think. The shorter and more concise the questionnaire and the 

more specific the group of respondents, the more effective the results will be. 

 

 The results of the OS and OD development and competencies in demand 

identified by focus group are presented in the next chapter, Chapter 4: Findings. 
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CHAPTER 4: FINDINGS 
 
 

4.1 Introduction      

 

This chapter elaborates the findings of this study. The findings revolve around the 

objectives set for the study namely; to produce Occupational Structure (OS) from 

document analysis and Focus Group Discussion (FGD); investigate the competencies in 

demand in the sector, determine the critical job titles of the industry; identify job titles 

related to IR4.0; and to determine job descriptions of each job title from the OS, 

 

4.2 Findings Analysis 

 

This section provides findings analysis from questionnaire and focus group discussion 

regarding office administrative, office support and other business support activities 

industry. This section discussed 4 section data from the questionnaire and also OS 

produced from FGD. 

 

4.2.1 Discussion of Results 

 

The identified job areas and job titles for the office administrative, office support and 

other business support activities industry were obtained through FGD with industry 

experts during the development workshop. Based on the discussion held during the 

development workshops, the industry experts had identified that the office administrative, 

office support and other business support activities industry OF was discussed based on 

the 4 main groups in Division 82 which were: - 

 

a) Office administrative and support activities 

b) Activities of call centres 

c) Organization of conventions and trade shows 

d) Business support service activities n.e.c. 
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 There are 46 totals respondents collected after the survey distribution performed. 

Based on number of target respondents on Table 3.1 in Chapter 3, the number of actual 

respondents collected are higher than number of target respondents which shows that the 

number of respondents is sufficient to represent the industry according to Baruch, Y & 

Holtom, B.C. (2008), the average level of response rate is 52.7. 

 

4.2.2 Jobs in Demand 

 

This section explores the jobs in demand by the industry. Jobs in demand are jobs that 

highly needed and hard to fill jobs due to the nature of jobs that require certain set of 

skills. Table 4.1 indicates jobs in demand based on FGD with development panel. FGD 

indicates three category of worker that is low-skilled worker which is job titles in Level 

1, semi-skilled worker which is job titles in Level 2 and Level 3 and skilled worker which 

include job titles from Level 4 to Level 8. 

 

 FGD also indicates that for low-skilled worker in this industry, factors 

contributing to the demand are due to terms and conditions of the job being offered (salary 

scheme, working hour), work pressure and lack of social skills. While for specific 

requirement and skills for low-skilled worker in this industry are demand for permanent 

job, work at normal hours, able to adapt with work pressure and possess a good 

communication skill. Other than that, for semi-skilled worker in office administrative, 

office support and other business support activities industry, the main factors that 

contribute to the demand are mismatch of qualification, knowledge and required skills to 

perform the job function and high salary expectation. The specific requirements and skills 

in order to cater the demand are qualification which is relevant to the job function, 

knowledge which is required to perform the job function and skills which is required to 

execute the task. For skilled worker in the industry, the main factors that contribute to the 

demand are mismatch of qualification, knowledge and required skills to perform the job 

function, high salary expectation and limited requirement for personnel in the sector and 

the specific requirement and skills are almost similar  to semi-skilled worker requirement 

with some added value that is operation and management skills, knowledge on current or 

latest technology, possess team work, leadership skills and communication skills  and 

have a good analytical skills. The list of critical job titles can be referred in Annex 4. 
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Table 4.1: Jobs in Demand for Office Administrative, Office Support and Other 

Business Support Activities Industry 

NO. 
CATEGORY OF 

WORKERS 

FACTOR(S) 

CONTRIBUTING 

TO THE DEMAND 

SPECIFIC 

REQUIREMENTS AND 

SKILLS 

1 Low-skilled worker 

(Refer to Annex 4) 

a) Difficulties in 

recruiting local 

workers due to 

terms and 

conditions of the 

job being offered 

(salary scheme, 

working hour) 

b) Work pressure 

c) Lack of social 

skills 

i) Demand for permanent job 

ii) Normal working hours 

iii) Able to adapt with work 

pressure 

iv) Communication skills 

2 Semi-skilled worker 

(Refer to Annex 4) 

a) Mismatch of 

qualification, 

knowledge and 

required skills to 

perform the job 

function 

b) High salary 

expectation 

c) Limited 

requirement for 

personnel in the 

sector 

i) Qualification which is 

relevant to the job function 

ii) Knowledge which is 

required to perform the job 

function 

iii) Skills which is required to 

execute the task 

3  Skilled Worker 

(Refer to Annex 4) 

a) Mismatch of 

qualification, 

knowledge and 

required skills to 

i) Qualification which is 

relevant to the job function 

ii) Knowledge which is 

required to perform the job 

function 
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NO. 
CATEGORY OF 

WORKERS 

FACTOR(S) 

CONTRIBUTING 

TO THE DEMAND 

SPECIFIC 

REQUIREMENTS AND 

SKILLS 

perform the job 

function 

b) High salary 

expectation 

c) Limited 

requirement for 

personnel in the 

sector 

iii) Skills which is required to 

execute the task 

iv) Operation and management 

skills 

v) Knowledge on current or 

latest technology 

vi) Team work, leadership skills 

and communication skills 

vii) Analytical skills 

 

Based on Figure 4.1, majority of respondents agreed that job in demand for sales 

and marketing activities area are from skilled workers with 30 respondents choose skilled 

workers as high demand job and 27 respondents choose high demand for semi-skilled 

workers for sales and marketing activities area. 

 

 
Figure 4.1 Job in demand for Sales and Marketing Activities 
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Based on Figure 4.2, majority of respondents agreed that for office administrative 

and support activities area are in mid demand for skilled and semi-skilled workers with 

30 and 28 respondents choose mid demand for office administrative and support 

activities. 

 

 
Figure 4.2 Job in demand for Office Administrative and Support Activities 

 

Based on Figure 4.3, majority of respondents agreed that for activities of call 

centres are in mid demand for skilled and semi-skilled workers with 28 respondents 

choose mid demand for activities of call centres and 28 respondents also choose low 
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Figure 4.3 Job in demand for Activities of Call Centres 

 

 

Based on Figure 4.4, majority of respondents agreed that for organisation of 

conventions and trade show area are in mid demand for skilled and semi-skilled workers 

with 25 respondents and 27 respondents choose mid demand for skilled and semi-skilled 

worker for organisation of conventions and trade show area. 

 

 
Figure 4.4 Job in demand for Sales and Marketing Activities Organisation of 

Conventions and Trade Show 
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Based on Figure 4.5, majority of respondents agreed that for activities of 

collection agencies and credit bureaus area are in high demand for skilled, semi-skilled 

worker and low-skilled worker with 29, 27 and 20 respondents choose high demand for 

activities of collection agencies and credit bureaus area. 

 

 
Figure 4.5 Job in demand for Activities of Collection Agencies and Credit Bureaus 

 

 

 As a conclusion, based on job titles determined for jobs in demand in FGD, it can 

be compared with high demand semi-skilled and skilled for jobs area in the survey due to 

the identified critical jobs are in semi-skilled and skilled workers. The comparison shows 

that the identified critical jobs title is in line with the high demand of skilled and semi-

skilled workers in sales and marketing and activities of collection agencies and credit 

bureaus which the jobs titles are included in the area. 

 

Table 4.2 shows the mapping between critical jobs title determined in FGD with 

e-Masco and COL. This mapping indicates that there are 7 critical jobs title identified in 

FGD are also identified in e-Masco and COL. The mapping of OS, e-Masco and COL are 

purported to show that job titles identified in FGD are relevant and in line with MASCO 

and COL. 
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Table 4.2: Occupational Structure vs e-Masco vs Critical Occupational List 

 

Job Titles 
Occupational 

Structure 
e-Masco COL 

Sales Manager    

Sales Executive    

Sales Supervisor   X 

Sales Assistant   X 

Business 

Development 

Manager 

   

Business 

Development 

Executive 

   

Sales & 

Marketing 

Supervisor 

 X X 

Sales & 

Marketing 

Assistant 

 X X 

Marketing 

Manager 
   

Marketing 

Executive 
   

Marketing 

Supervisor 
 X X 

Marketing 

Assistant 
 X X 

Corporate 

Communication 

Manager 

 X X 

Corporate 

Communication 

Executive 

   

Office Operations 

Manager 
 X X 

Office Operations 

Executive 
 X X 

Office Supervisor  X X 

Office Runner  X X 

 

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 
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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 fill32. 

4.2.3 Competencies in Demand 

 

This section is aimed to determine which competencies in demand for office 

administrative, office support and other business support activities industry. Competency 

in demand are defined as hard-to-find (or in shortage) when employers are unable to 

recruit staff with the required skills in the accessible labour market. Table 4.3 indicates 

competency in demand based on FGD and Figure 4.6 are based from survey result. 

 

 There are seven competencies in demand identified in FGD which include 

managerial skills, communication skills, teamwork, problem solving skills, negotiation 

skills, planning and organising and self-directed learning. The factors contributing to the 

demand and specific requirements and skills can be referred to Table 4.3. 

  

                                                 
32 Critical Skills Monitoring Committee (CSC). 2019. Critical Occupations List 2018/2019 Technical 

Report. CSC. 
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Table 4.3: Competencies in Demand for Office Administrative, Office Support and 

Other Business Support Activities Industry 

NO. 
COMPETENCY IN 

DEMAND 

FACTOR(S) 

CONTRIBUTING 

TO THE DEMAND 

SPECIFIC 

REQUIREMENTS 

AND SKILLS 

1 a) Managerial skills 

b) Communication Skills 

c) Teamwork 

d) Problem Solving 

e) Negotiation Skills 

f) Planning and 

Organising 

g) Self-Directed Learning 

i) Unavailable 

structured system 

to transfer skill to 

new successor  

ii) Lack of exposure 

on process 

iii) Nature of the job 

which require 

decision making 

and leadership 

iv) Complexity of 

human issues 

v) Millennial lifestyle  

i) Training on related 

or similar areas 

ii) Review of training 

syllabus at training 

centre/ provider 

iii) Joint venture with 

industry player to 

provide facilities 

and exposure 

iv) Participation of 

industry player to 

jointly carry out 

R&D programs 

 

Based on Figure 4.6, respondents have list out the top 5 skills highly importance to the 

industry are planning and organising, self-directed learning, problem solving, teamwork 

and negotiation skills. The FGD results and survey results are correlate with each other 

due to many respondents also agree for the list of skills that in demand based on FGD. 

The description of skills are as follows. 

 

a) Managerial skills 

i) The ability to make business decisions and lead subordinates within a 

company. 

ii) The ability to interact and motivate. 

iii) The ability to understand concepts, develop ideas and implement 

strategies. 

 

b) Teamwork 

The ability of a group of people to work well together. 
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c) Problem Solving 

i) The process of working through details of a problem to reach a solution. 

ii) The process or act of finding a solution to a problem. 

 

d) Negotiation Skills 

Process by which compromise or agreement is reached while avoiding 

argument and dispute. 

 

e) Planning and Organising 

 

i) Accurately estimate time and effort required to complete a task. 

ii) Identify and organise systems and required resources. 

iii) Organise personal time to carry out responsibilities. 

iv) Maintain adequate preparation time for scheduled meetings/deadlines. 

 

f) Self-Directed Learning 

 

Ability to manage learning tasks without having them directed by others. 
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Figure 4.6 Competencies in Demand for Office Administrative, Office Support and 

Other Business Support Activities Industry 

 

4.2.4 Emerging Skills 

 

Emerging Skills are skills that are predicted to be imperative to the industry in the near 

future based on recent development, trend or study. Based on focus group disscussion, 

the emerging skills related to IR4.0 are listed in Table 4.4 which includes Big Data, 

Internet of Things (IoT), Cloud computing, Cybersecurity,  Artificial intelligence, 

Simulation and Augmented Reality. 
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Table 4.4: Emerging Skills for Office Administrative, Office Support and Other 

Business Support Activities Industry 

No. EMERGING SKILLS 
JOB TITLES 

RELATED TO IR4.0 

REASON OF 

REQUIRED 

EMERGING SKILLS 

1 a) Big Data  

b) Internet of Things 

(IoT)  

c) Cloud 

d) Cybersecurity  

e) Artificial intelligence  

f) Simulation  

g) Augmented Reality 

Refer to Annex 5 a) Increase productivity, 

reduce cost and 

improve efficiency  

b) Minimize human 

error 

c) Fast decision making 

d) Increase process 

effectiveness 
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Figure 4.7 discussed regarding emerging skills in office administrative, office support and other business support activities based on survey 

results. Survey result shows that Big data analytics, Cloud computing, Cybersecurity and Internet of things (IOT) are emerging skills that closely related 

to this industry. It is in line with FGD which concludes the same results but slightly different in term of simulation, artificial intelligence and augmented 

reality are identified in FGD but not in survey. 

 
Figure 4.7 Emerging skills for Office Administrative, Office Support and Other Business Support Activities Industry 
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4.2.5 Related Issues for Office Administrative, Office Support and Other Business 

Support Activities 

 

This section explores the common issues surrounding the industry. The related issues in 

the industry are identified in FGD and survey. Table 4.5 comprises the related issues in 

the industry based on FGD. 

 

Table 4.5: Related Issues for Office Administrative, Office Support and Other 

Business Support Activities 

NO. KEY ISSUES DISCUSSION SUGGESTION 

1. Insufficient manpower a) Demanding work condition 

b) Unattractive wages and 

fringe benefits 

c) Negative perception by 

community  

i) Minimum wage 

policy 

ii) Review wages 

scheme on 

productivity 

based 

2. Underpayment of 

wages lead to high turn 

over 

Salary wages does not match 

with productivity and job 

requirements. 

Profit sharing – 

changing the mindset 

of the managerial to 

create harmonise 

salary scheme 

3. Maintaining 

profitability 

Client preference and interest 

are inconsistent 

Services related 

companies should 

constantly review 

their business model 

to offer added value 

services. 

4. Government 

policy/regulation 

Frequently changing of 

government policies and 

incentives. 

Reviewing irrelevant 

and unfavourable 

taxation. 
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5. Labour costs (sub-

contractors) 

a) Too high commission 

percentage. 

b) Intense outsourcing 

contractors in services 

activities. 

i) Direct contracts 

awards 

ii) Improvement of 

procurement 

procedure 

6. Technological change a) Slow technological 

innovation and adoption 

b) Lack of capital investment 

Financial facilities by 

public fund with 

incentives. 

 

Based on Figure 4.8, respondents have list out the top 5 related issues to the industry are 

underpayment of wages lead to high turnover with 34 respondents strongly agree for this 

issue, followed by technological change with 32 respondents are strongly agree with this 

issues, insufficient manpower with 31 respondents, Maintaining profitability with 25 

respondents and labour costs (sub-contractors) with 21 respondents. The findings of the 

survey are similar with FGD which comprises these issues as a main issue in the industry. 

 

  
 

Figure 4.8 Related Issues for Office Administrative, Office Support and Other Business 

Support Activities 
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4.3 Comparative Study Analysis 

 

 

This section provides an overview of office administrative, office support and other 

business support activities industry in developed countries. There are two countries 

discussed in this section namely United States and China based on their performance in 

services sector. United States ranked 1st in services sector while China ranked 2nd in 

services sector33. Office administrative, office support and other business support 

activities are included in services sector and due to there are no available data specifically 

to compare based on office administrative, office support and other business support 

activities, the chosen indicator use to compare are by using the performance of the country 

in services sector. The complete comparison between these countries are listed in Chapter 

4. 

a) United States 

 

Professional services firms in the United States generated nearly $2 trillion in 

combined revenue in 2018 (an 11 percent increase from 2017). That same 

year, the U.S. professional services industry included 9.4 million jobs spread 

out over 1.2 million firms34. In 2017, North America was the largest region in 

the professional services market, accounting for about 37 percent of the global 

market share. The world’s leading professional services companies are in the 

United States to serve the large and dynamic U.S. corporate sector. The United 

States features a transparent, stable regulatory environment, strong intellectual 

property rights protection and enforcement, and a reliable judicial system. 

Together with a highly skilled workforce and intellectual leadership from the 

boardroom to the classroom, demand for professional services in the United 

States is unrivalled. 

 

For office administrative, office support and other business support 

activities, these activities are including in Management consultation. This 

subsector generated USD$328 billion in revenue in 2018 (a 7 per cent increase 

                                                 
33 Statistic Times. 2018. List of Countries by GDP Sector Composition. (2019, August 15). Retrieved from 

http://statisticstimes.com/economy/countries-by-gdp-sector-composition.php 
34SelectUSA. 2018. The Professional Services Industry in the United States. (2019, August 15). Retrieved 

from https://www.selectusa.gov/professional-services-industry-united-states 
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from the previous year). Firms provided consulting services in administrative 

and general management; human resources; marketing; process, physical 

distribution, and logistics; environmental; and other scientific and technical 

services. In 2018, 1.4 million jobs were directly supported by the subsector's 

265,100 firms. This shows how office administrative, office support and other 

business support activities developed in United States. 

 

For comparison on occupational framework in United States and 

Malaysia regarding office administrative, office support and other business 

support activities, there are no available data regarding existing occupational 

framework on office administrative, office support and other business support 

activities. Therefore, the comparison cannot be done. 

 

b) China 

 

The services sector already accounts for over half of China’s economy, with 

rising wages giving its consumers more spending power at home and abroad. 

Based on Figure 4.9, Service sectors hold more than half of China GDP in 

2018 with 52.2 per cent. This clearly show how service sectors drive China 

country development.  

 

 Since the 13th Five-Year Plan (2016-2020), China's service trade has 

registered a faster average growth rate than the global level. China's service 

trade rose 11.5 percent year-on-year and hit a record high in 2018. Imports 

and exports of services totalled 5.24 trillion yuan, ranking second largest in 

the world for five years in a row. Meanwhile, knowledge-intensive service 

trade experienced stable development. Last year, imports and exports of 

knowledge-intensive service rose 20.7 percent to 1.7 trillion-yuan, accounting 

for 32.4 per cent of the total service trade and up 2.5 percentage points from a 

year earlier. 

 

The pattern of opening-up has been further optimized. Last June, 15 

regions started to deepen a pilot program, which was first rolled out by the 
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State Council in 2016 to promote innovative development of the service trade. 

A series of new opening-up measures were piloted in the region, covering 

telecommunications, tourism, engineering consulting, finance and legal 

services. Trade in services refers to the sale and delivery of intangible products 

such as transportation, tourism, telecommunications, construction, 

advertising, computing and accounting. 

 

So far, China has established trade in services with over 200 countries 

and regions across the world. Its trade in service volume with economies 

participating in the Belt and Road Initiative reached USD$121.7 billion in 

2018, accounting for 15.4 percent of its total service trade35.China's service 

trade maintained stable and sound development with its total service trade 

rising 2.6 percent to 1.29 trillion yuan in the first quarter of 2019. Among 

them, imports and exports of emerging services jumped 12.6 percent to 463.49 

billion yuan. 

 

Figure 4.9: Share of China GDP 

(Source: Statistica, 2018) 

 

                                                 
35 CHINADAILY.COM.CN. 2019. China's service sector new economic growth engine. (2019, 

September 15). Retrieved 

http://www.chinadaily.com.cn/a/201905/23/WS5ce60fa8a3104842260bd5d0.html 
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The comparative analysis is based on three main economic areas for each 

nation which is the GDP percentage (%) share of the industry, the numbers 

of establishment (company) and the employment statistic. The GDP 

percentage shares for the table above is based on the service sector for each 

nation as it reflects the overall industry performance. From Table 4.6, United 

states leads in every aspect of comparison, followed by China and Malaysia. 

 

Table 4.6: Comparative Analysis between Malaysia, United States and China 

 

  
GDP Percentage 

Share 

(Service Sector) 

Number of 

Establishment 

Employment 

Statistics 

Malaysia 

56.7% 3,421 97,734 

 

 

 

United States 

80.2% 522,203 8.955 Million 

 

 

 

China 

52.2% 372,729 20,994 

 

4.4 Occupational Structure (OS)   

 

This section provides information regarding occupational structure constructed with 

development panel in FGD. Based on discussion with development panel, there are 24 

job area identified in office administrative, office support and other business support 

activities. 

 A total of 87 job titles, 18 critical job titles and 14 job titles relevant to IR4.0 

identified related to this industry. The result listed in the Table 4.7 to Table 4.12. The 

summary of the finding including with the critical job title and job title related to IR4.0 

are listed in Table 4.13. 



 

69 

 

Table 4.7: Group 821 Occupational Structure (1 of 5) 
 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (821) OFFICE ADMINISTRATIVE AND SUPPORT ACTIVITIES 

AREA 

Sales and 

Marketing 

Activities (Public 

Relations) 

Sales & Marketing 

Activities (Customer 

Service) 

Sales & 

Marketing 

Activities (Sales)   

Sales & Marketing 

Activities (Business 

Development) 

Sales & 

Marketing 

Activities 

(Marketing) 

 Corporate 

Communication 

LEVEL 8 Not Available Not Available Not Available Not Available Not Available Not Available 

LEVEL 7 Not Available Not Available Not Available Not Available Not Available Not Available 

LEVEL 6 
Public Relations 

Director 
Not Available 

Commercial 

Director 
Commercial Director 

Marketing & 

Corporate 

Communication 

Director** 

Marketing & 

Corporate 

Communication 

Director** 

LEVEL 5 
Public Relations 

Manager 

Customer Service 

Manager 
Sales Manager* 

Business Development 

Manager* 

Marketing 

Manager*** 

Corporate 

Communication 

Manager* 

LEVEL 4 
Public Relations 

Executive 

Customer Service 

Executive 
Sales Executive* 

Business Development 

Executive* 

Marketing 

Executive*** 

Corporate 

Communication 

Executive* 

LEVEL 3 No Level No Level Sales Supervisor* 
Sales & Marketing 

Supervisor* 

Marketing 

Supervisor*** 
No Level 

LEVEL 2 No Level No Level Sales Assistant* 
Sales & Marketing 

Assistant* 

Marketing 

Assistant*** 
No Level 

LEVEL 1 No Level No Level No Level No Level No Level No Level 

Note:  *Critical Job Titles  

**Jobs relevant to IR4.0   

***Critical and jobs relevant to IR4.0 
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Table 4.8: Group 821 Occupational Structure (2 of 5) 

 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (821) OFFICE ADMINISTRATIVE AND SUPPORT ACTIVITIES 

AREA 

Office Administration 

Activities (Secretarial 

Services) 

Office Administration 

Activities 

Office Administration 

Activities (Postal and 

Mailing Services) 

Human Resources 

Secretarial Support 

Services 

(Outsource) 

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 General Manager General Manager General Manager General Manager Not Available 

LEVEL 5 Administration Manager Administration Manager Administration Manager 
Human Resource 

Manager 
Company Secretary 

LEVEL 4 
Administration 

Executive 

Administration 

Executive 

Administration 

Executive 

Human Resource 

Executive 

Assistant Company 

Secretary 

LEVEL 3 Secretary Administration Officer Administration Officer No Level No Level 

LEVEL 2 No Level Administrative Assistant  Despatch No Level No Level 

LEVEL 1 No Level Driver No Level No Level No Level 
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Table 4.9: Group 822 Occupational Structure (3 of 5) 
 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (822) ACTIVITIES OF CALL CENTRES 

AREA 
Helpdesk  

(Incoming) 
Tele Marketing (Outgoing) 

LEVEL 8 Not Available Not Available 

LEVEL 7 Not Available Not Available 

LEVEL 6 Not Available Not Available 

LEVEL 5 Call Centre Operations Manager Call Centre Operations Manager 

LEVEL 4 Call Centre Supervisor Call Centre Supervisor 

LEVEL 3 Helpdesk Team Leader Telemarketing Team Leader 

LEVEL 2 Helpdesk Agent Telemarketer 

LEVEL 1 No Level No Level 
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Table 4.10: Group 823 Occupational Structure (4 of 5) 
 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (823) ORGANIZATION OF CONVENTIONS AND TRADE SHOWS 

AREA Meeting, incentive, convention, exhibition (MICE) Events Management 

LEVEL 8 Not Available Not Available 

LEVEL 7 Not Available Not Available 

LEVEL 6 MICE Director Events Director 

LEVEL 5 MICE Manager Events Manager 

LEVEL 4 MICE Executive Events Executive 

LEVEL 3 MICE Coordinator Events Coordinator 

LEVEL 2 No Level No Level 

LEVEL 1 No Level No Level 
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Table 4.11: Group 829 Occupational Structure (4 of 5) 

 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (829) BUSINESS SUPPORT SERVICE ACTIVITIES N.E.C. 

AREA Collection Services 
Collection Services 

(Repossession) 
Credit Bureau Fundraising Organisation Services 

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 Collection Manager Not Available Credit Bureau Manager Fundraising Manager 

LEVEL 4 Collection Executive Not Available Credit Bureau Executive Fundraising Executive 

LEVEL 3 No Level Repossessor  Credit Bureau Assistant No Level 

LEVEL 2 No Level No Level No Level No Level 

LEVEL 1 No Level No Level No Level No Level 
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Table 4.12: Group 829 Occupational Structure (5 of 5) 
 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (829) BUSINESS SUPPORT SERVICE ACTIVITIES N.E.C. 

AREA Direct Mailing Activities Parking Services 

Administration of 

Loyalty Programmes 

(Sales) 

Administration of 

Loyalty Programmes 

(Marketing) 

Office Operations Services 

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 Not Available Not Available Not Available Not Available Not Available 

LEVEL 5 Direct Mail Manager 
Parking Operation 

Manager 

Loyalty Programmes 

Manager** 

Loyalty Programmes 

Manager** 
Office Operations Manager* 

LEVEL 4 Direct Mail Executive 
Parking Operation 

Executive 

Loyalty Programmes 

Executive** 

Loyalty Programmes 

Executive** 
Office Operations Executive* 

LEVEL 3 Direct Mail Supervisor 
Parking Operation 

Supervisor 
Sales Supervisor** Marketing Supervisor** Office Supervisor* 

LEVEL 2 Runner Parking Attendant Sales Assistant** Marketing Assistant** Office Runner* 

LEVEL 1 No Level No Level No Level No Level No Level 

Note:  *Critical Job Titles  

**Jobs relevant to IR4.0 
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Table 4.13: Summary of Job Titles 
 

No Job Area  

Level 

Total 

Identified 

Job Titles 

Total 

Critical 

Job 

Titles 

Total 

Job 

Titles 

related 

to IR4.0 

1 2 3 4 5 6 7 8 

821 OFFICE ADMINISTRATIVE AND SUPPORT ACTIVITIES 

1 Sales & Marketing Activities (Public Relation) NL NL NL 1 1 1 NA NA 3 - - 

2 Sales & Marketing Activities (Customer Service) NL NL NL 1 1 NA NA NA 2 - - 

3 Sales & Marketing Activities (Sales)   NL 1 1 1 1 1 NA NA 5 4 - 

4 Sales & Marketing Activities (Business Development) NL 1 1 1 1 1 NA NA 5 4 - 

5 Sales & Marketing Activities (Marketing) NL 1 1 1 1 1 NA NA 5 4 5 

6 Corporate Communication NL NL NL 1 1 1 NA NA 3 2 1 

7 Office Administration Activities (Secretarial Services) NL NL 1 1 1 1 NA NA 4 - - 

8 Office Administration Activities 1 1 1 1 1 1 NA NA 6 - - 

9 Office Administration Activities (Postal and Mailing Services) NL 1 1 1 1 1 NA NA 5 - - 

10 Human Resources NL NL NL 1 1 1 NA NA 3 - - 

11 Secretarial Support Services (Outsource) NL NL NL 1 1 NA NA NA 2 - - 

822 ACTIVITIES OF CALL CENTRES 

12 Helpdesk (Incoming) NL 1 1 1 1 NA NA NA 4 - - 

13 Tele Marketing (Outgoing) NL 1 1 1 1 NA NA NA 4 - - 

823 ORGANIZATION OF CONVENTIONS AND TRADE SHOWS 

14 Meeting, incentive, convention, exhibition (MICE) NL NL 1 1 1 1 NA NA 4 - - 

15 Events Management NL NL 1 1 1 1 NA NA 4 - - 
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No Job Area  

Level 

Total 

Identified 

Job Titles 

Total 

Critical 

Job 

Titles 

Total 

Job 

Titles 

related 

to IR4.0 

1 2 3 4 5 6 7 8 

829 BUSINESS SUPPORT SERVICE ACTIVITIES N.E.C. 

16 Collection Services NL NL NL 1 1 NA NA NA 2 - - 

17 Collection Services (Repossessor) NL NL 1 NA NA NA NA NA 1 - - 

18 Credit Bureau NL NL 1 1 1 NA NA NA 3 - - 

19 Fundraising Organisation Services NL NL NL 1 1 NA NA NA 2 - - 

20 Direct Mailing Activities NL 1 1 1 1 NA NA NA 4 - - 

21 Parking Services NL 1 1 1 1 NA NA NA 4 - - 

22 Administration of Loyalty Programmes (Sales) NL 1 1 1 1 NA NA NA 4 - 4 

23 Administration of Loyalty Programmes (Marketing) NL 1 1 1 1 NA NA NA 4 - 4 

24 Office Operations Services NL 1 1 1 1 NA NA NA 4 4 - 

Grand Total of Identified Job Titles 87 18 14 

NL – No Level 

NA – Not Available 
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4.5 Occupational Responsibilities 

 

This section provides occupational responsibilities for each of the jobs titles and was purported for NOSS development. The occupational responsibilities for 

each job title include but are not limited to the list in Table 4.14. 

 

DIVISION: 82 - OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP: 821 - OFFICE ADMINISTRATIVE AND SUPPORT ACTIVITIES 

 

Table 4.14: List of Responsibilities for Group 821 based on Table 4.7 (1 of 9) 

 

AREA 
Sales & Marketing Activities (Public 

Relations) 

Sales & Marketing Activities (Customer 

Service) 
Sales & Marketing Activities (Sales) 

LEVEL 8 Not Available Not Available Not Available 

LEVEL 7 Not Available Not Available Not Available 

LEVEL 6 

Public Relations Director 

1) Direct public relations department within 

a company. 

2) Work with media outlets to publish 

timely company information, such as 

press releases, brochures, and other 

materials. 

3) Ensure communication strategy is 

consistent and reflects the organization’s 

strategic vision. 

4) Implement social media strategies. 

Not Available 

Commercial Director 

1) Develop and implement commercial 

strategies according to company goals and 

objectives aiming to accelerate growth. 

2) Conduct market research and analysis to 

create detailed business plans on 

commercial opportunities (expansion, 

business development etc.). 

3) Meeting customer needs and requirements. 

4) Act to acquire new customers and manage 

client relationships (new and existing). 
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AREA 
Sales & Marketing Activities (Public 

Relations) 

Sales & Marketing Activities (Customer 

Service) 
Sales & Marketing Activities (Sales) 

5) Grow online supporter base and traffic. 

6) Perform social media community 

management duties. 

7) Build and sustain online communities. 

8) Manage relationships with media outlets. 

9) Produce and publish mass 

communications with email blasts and 

marketing campaigns. 

10) Refine core messaging to ensure 

organisational consistency in all aspects 

of communication including 

development, organising and education. 

11) Ensure consistent framing of messages. 

12) Publish videos and photography on 

company website and blogs. 

13) Document presence of companies at 

events, conferences, and speaking 

engagements. 

14) Advocate on behalf of the company brand 

with external stakeholders and the media 

across all communications channels and 

vehicles. 

5) Collaborate with and coordinate diverse 

teams (marketing, sales, customer service 

etc.). 

6) Build and maintain profitable partnerships 

with key stakeholders. 

7) Monitor performance of commercial 

activities using key metrics and prepare 

reports for senior management. 

8) Monitor in setting financial targets and 

budget development and monitoring. 
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AREA 
Sales & Marketing Activities (Public 

Relations) 

Sales & Marketing Activities (Customer 

Service) 
Sales & Marketing Activities (Sales) 

15) Collaborate with marketing to develop 

the advertising, marketing and promotion 

plans. 

16) Edit and revise content as necessary. 

 

LEVEL 5 Public Relations Manager 

 

1) Write press releases and prepare 

information for the media. 

2) Identify main client groups and audiences 

and determine the best way to reach them. 

3) Designate an appropriate spokesperson or 

information source for media inquiries. 

4) Help clients communicate effectively 

with the public. 

5) Develop their organization's or client’s 

corporate image and identity. 

6) Assist and inform an organization’s 

executives and spokespeople. 

7) Devise advertising and promotion 

programs. 

8) Assign, supervise, and review the 

activities of staff. 

Customer Service Manager 

 

1) Supervise day-to-day operations in the 

customer service department. 

2) Respond to customer service issues in a 

timely manner. 

3) Create effective customer service 

procedures, policies, and standards. 

4) Develop customer satisfaction goals and 

coordinate with the team to meet them on a 

steady basis. 

5) Implement an effective customer loyalty 

program. 

6) Maintain accurate records and document 

all customer service activities and 

discussions. 

7) Assess service statistics and prepare 

detailed reports on your findings. 

Sales Manager 

 

1) Responsible for motivating and advising 

their reps to improve their performance, as 

well as hiring and training new sales 

representatives. 

2) Achieve their objectives through effective 

planning, setting sales goals, analysing 

data on past performance, and projecting 

future performance. 

3) Ensure that the sales department works 

cross functionally with executives from 

other departments. 

4) Plan, direct, or coordinate the actual 

distribution or movement of a product or 

service to the customer. 

5) Coordinate sales distribution by 

establishing sales territories, quotas, and 
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AREA 
Sales & Marketing Activities (Public 

Relations) 

Sales & Marketing Activities (Customer 

Service) 
Sales & Marketing Activities (Sales) 

8) Hire and train new customer service 

agents. 

9) Manage the approved budget of the 

customer service department. 

10) Stay informed on the latest industry 

techniques and methods. 

 

goals and establish training programs for 

sales representatives. 

 

 

 

LEVEL 4 Public Relations Executive 

1) Plan, implement and manage public 

relations strategies. 

2) Organize and manage various Public 

Relations activities. 

3) Measure performance of each activity and 

event. 

4) Determine KPIs for PR. 

5) Measure and produce reports on PR KPIs 

and each PR campaign. 

6) Use different channels to optimize 

campaign's reach and success. 

7) Work with marketing team to ensure 

match with the corporate brand. 

8) Arrange and coordinate interviews. 

9) Research and gather opportunities for 

sponsorships. 

Customer Service Executive 

1) Answer calls professionally to provide 

information about products and services, 

take/ cancel orders, or obtain details of 

complaints. 

2) Keep records of customer interactions and 

transactions, recording details of inquiries, 

complaints, and comments, as well as 

actions taken. Process orders, forms and 

applications. 

3) Follow up to ensure that appropriate 

actions were taken on customer requests. 

4) Refer unresolved customer grievances or 

special requests to designated departments 

for further investigation. 

 

Sales Executive 

1) Identify business opportunities by 

identifying prospects and evaluating their 

position in the industry; researching and 

analysing sales options. 

2) Sell products by establishing contact and 

developing relationships with prospects, 

recommending solutions. 

3) Maintain relationships with clients by 

providing support, information and 

guidance, researching and recommending 

new opportunities, recommending profit 

and service improvements. 

4) Identify products improvements or new 

products by remaining current on industry 

trends, market activities, and competitors. 
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AREA 
Sales & Marketing Activities (Public 

Relations) 

Sales & Marketing Activities (Customer 

Service) 
Sales & Marketing Activities (Sales) 

10) Build and maintain relationships with 

journalists, influencers and politicians. 

11) Stay up to date with PR and industry 

trends and best practices. 

5) Prepare reports by collecting, analysing, 

and summarizing information. 

6) Maintain professional and technical 

workshops, reviewing professional 

publications, establishing personal 

networks, benchmarking state of the art 

practices, participating in professional 

societies. 

7) Contribute to team effort by accomplishing 

related results as needed. 

 

LEVEL 3 

No Level No Level 

Sales Supervisor 

1) Verify customer needs and offer solutions 

and support. 

2) Organize and coordinate sales 

representatives’ schedules. 

3) Research potential leads from business 

directories, web searches, or digital 

resources. 

4) Recruit, hire, and train new sales 

representatives. 

5) Receive and report on all sales leads. 

6) Supervise sales representatives and 

assistants. 
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AREA 
Sales & Marketing Activities (Public 

Relations) 

Sales & Marketing Activities (Customer 

Service) 
Sales & Marketing Activities (Sales) 

7) Answer potential customer questions and 

follow-up call questions. 

8) Work with sales team when closing sales 

9) Track weekly, monthly, and quarterly 

performance and sales metrics and sales 

forecast. 

10) Meet all sales quotas and goals. 

11) Assist sales representatives and team to 

meet and exceed goals. 

 

LEVEL 2 

No Level No Level 

Sales Assistant 

1) Advise & serve customers. 

2) Process the payments. 

3) Assist customers in order to help them find 

what they need. 

4) Promote store cards or special offers. 

5) Provide customers with information on 

pricing and product availability. 

6) Handle customer complaints or handing 

customers on to management. 

LEVEL 1 No Level No Level No Level 
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Table 4.15: List of Responsibilities for Group 821 based on Table 4.7 (2 of 9) 

 

AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

LEVEL 8 Not Available Not Available Not Available 

LEVEL 7 Not Available Not Available Not Available 

LEVEL 6 

Commercial Director 

1) Develop and implement commercial 

strategies according to company goals 

and objectives aiming to accelerate 

growth. 

2) Conduct market research and analysis to 

create detailed business plans on 

commercial opportunities (expansion, 

business development etc.). 

3) Meeting customer needs and 

requirements. 

4) Act to acquire new customers and 

manage client relationships (new and 

existing). 

5) Collaborate with and coordinate diverse 

teams (marketing, sales, customer service 

etc.). 

6) Build and maintain profitable 

partnerships with key stakeholders. 

Marketing & Corporate Communication 

Director 

1) Report to the CEO, the Director of 

Marketing and Communications is part of 

and works closely with other colleagues 

within the Senior Leadership Team to 

ensure strong integration of marketing, 

communications and branding activities.  

2) Lead the team, and drive the organisation's 

brand and all internal & external 

communications. 

3) Drive reach and traffic for the organization 

using a mix of social media (paid & 

nonpaid), event, partnerships, content 

marketing and communities - both online 

and offline channels. 

4) Propose, develop and implement a strategy 

for digital communications covering both 

internal and external communications 

Marketing & Corporate Communication 

Director 

1) Report to the CEO, the Director of 

Marketing and Communications is part of 

and works closely with other colleagues 

within the Senior Leadership Team to 

ensure strong integration of marketing, 

communications and branding activities.  

2) Lead the team, and drive the organisation's 

brand and all internal & external 

communications. 

3) Drive reach and traffic for the organization 

using a mix of social media (paid & 

nonpaid), event, partnerships, content 

marketing and communities - both online 

and offline channels. 

4) Propose, develop and implement a strategy 

for digital communications covering both 

internal and external communications 



 

84 

 

AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

7) Monitor performance of commercial 

activities using key metrics and prepare 

reports for senior management. 

8) Monitor in setting financial targets and 

budget development and monitoring. 

platforms, standard and social media 

channels. 

5) Manage the communications, marketing 

and brand budget for the organization. 

6) Organize media training and coaching for 

organizational spokespeople as required. 

7) Evaluate continuously the strategy to 

ensuring key learnings are turned into 

improvement for the organization. 

 

platforms, standard and social media 

channels. 

5) Manage the communications, marketing 

and brand budget for the organization. 

6) Organize media training and coaching for 

organizational spokespeople as required. 

7) Evaluate continuously the strategy to 

ensuring key learnings are turned into 

improvement for the organization. 

 

LEVEL 5 Business Development Manager 

1) Identify new business opportunities - 

including new markets, growth areas, 

trends, customers, products and services. 

2) Seek out the appropriate contact in an 

organisation. 

3) Generate leads and cold call prospective 

customers. 

4) Meet with customers/clients face to face 

or over the phone. 

5) Oversee and resolve the needs of 

customers and be able to respond 

effectively with a plan of how to meet 

these. 

Marketing Manager 

1) Develop strategies and tactics to get the 

word out about company and drive 

qualified traffic to front door. 

2) Deploy successful marketing campaigns 

and own their implementation from 

ideation to execution. 

3) Experiment with a variety of organic and 

paid acquisition channels like content 

creation, event management, publicity, 

social media, lead generation campaigns, 

copywriting, performance analysis. 

Corporate Communication Manager 

1) Establish, maintain and continually 

improve and innovate a proactive and 

effective internal communications 

programmes and activities. 

2) Innovate, develop and implement the 

strategy, priorities and plans for employer 

branding to ensure they are clearly 

communicated and understood by all 

relevant stakeholders. 

3) Assure timely coordination of employee 

communications through a range of 

channels to ensure ease of access, clarity 

and consistency for effective delivery of 
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AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

6) Think strategically - seeing the bigger 

picture and setting aims and objectives in 

order to develop and improve the 

business. 

7) Work strategically - carrying out 

necessary planning in order to implement 

operational changes. 

8) Draw up client contracts - depending on 

the size of company, this task may be 

completed by someone else or 

agreements may not be as formal. 

9) Have a good understanding of the 

businesses' products or services and be 

able to advise others about them. 

10) Ensure staff are on board throughout the 

organisation, and understand the need for 

change and what is required of them. 

11) Train members of your team, arranging 

external training where appropriate. 

12) Discuss promotional strategy and 

activities with the marketing department. 

13) Liaise with the finance team, 

warehousing and logistics departments as 

appropriate. 

4) Produce valuable and engage content for 

our website and blog that attracts and 

converts our target groups. 

5) Build strategic relationships and partner 

with key industry players, agencies and 

vendors. 

6) Prepare and monitor the marketing budget 

on a quarterly and annual basis and allocate 

funds wisely. 

7) Oversee and approve marketing material, 

from website banners to hard copy 

brochures and case studies. 

8) Measure and report on the performance of 

marketing campaigns, gain insight and 

assess against goals. 

9) Analyse consumer behaviour and adjust 

email and advertising campaigns 

accordingly. 

information and corporate 

communications to employees. 

4) Develop and manage an ongoing analysis 

of the company's communication 

performance, measuring success internally 

and against the market and its competitors 

especially in terms of employer branding 

and supporting corporate branding. 

5) Develop future communications strategy 

and plans based on the conducted surveys 

and measurements to drive forward plans 

and tactical communications activities. 

6) Manage timely publication via company 

intranet and other channels so that 

employees remain engaged and updated. 
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AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

14) Seek ways of improving the way the 

business operates. 

15) Attend seminars, conferences and events 

where appropriate. 

16) Keep abreast of trends and changes in the 

business world. 

 

LEVEL 4 Business Development Executive 

1) Identify new sales leads. 

2) Pitch products and/or services. 

3) Maintain fruitful relationships with 

existing customers. 

4) Research organisations and individuals 

online (especially on social media) to 

identify new leads and potential new 

markets. 

5) Research the needs of other companies 

and learning who makes decisions about 

purchasing. 

6) Contact potential clients via email or 

phone to establish rapport and set up 

meetings 

7) Plan and overseeing new marketing 

initiatives. 

Marketing Executive 

1) Write and present press releases to enhance 

awareness of store events, external event 

sponsorships and strategic partnerships. 

2) Develop and maintain promotional 

relations with local schools, community 

organizations and businesses. 

3) Perform as advocate as well as information 

source in store for graphics standards and 

regional marketing programs. 

4) Develop and execute advertising programs 

and external marketing. 

5) Research competition as well as local 

community, summarize outcomes for store 

plus regional leadership as needed. 

6) Prepare marketing strategy and write 

action plans to attain specific objectives. 

Corporate Communication Executive 

1) Moderate communications throughout the 

organisation. 

2) Regular meetings with employees. 

3) Adherence to Good Storage practices and 

relevant rules/regulations and guidelines. 

4) Use various resources, such as social 

media monitoring and tracking programs 

for both internal and external 

communications to follow analyse and 

execute communications. 

5) Work to ensure messages are consistent 

with the overall brand meet company 

standards to maintain and promote the 

positive image on behalf of the 

organisation. 
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AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

8) Attend conferences, meetings, and 

industry events. 

9) Prepare PowerPoint presentations and 

sales displays. 

10) Contact clients to inform them about new 

developments in the company’s products 

11) Develop quotes and proposals. 

12) Negotiate and renegotiate by phone, 

email, and in person. 

13) Develop sales goals for the team and 

ensuring they are met. 

14) Train personnel and helping team 

members develop their skills. 

 

7) Measure, analyse and evaluate programs 

as required. 

8) Oversee and execute effectively all 

national, regional as well as store 

marketing along with PR programs. 

9) Interview, select, evaluate, counsel and 

terminate all Team Members. 

10) Coordinate entire internal marketing as 

well as promotional efforts inclusive of 

merchandising, public relations, 

community relations, information, in-store 

sign collateral, events and demos. 

11) Support every aspect of Marketing Team 

inclusive of Marketing Assistant. 

 

 

 

6) Design and launch email and digital 

marketing campaigns. 

7) Recommend, implement and maintain site 

design and operation. 

8) Plan and deliver education courses and 

materials. 

9) Promote products and services through 

public relations initiatives. 

10) Develop marketing communications 

campaigns. 

11) Create thoughtful leadership materials, 

events and trainings 

12) Report directly to the head of department 

and managing director. 

LEVEL 3 Sales & Marketing Supervisor 

1) Verify customer needs and offer solutions 

and support. 

2) Organize and coordinate sales 

representatives’ schedules. 

Marketing Supervisor 

1) Assist the Executive in the estimating of 

activity levels and establish work 

schedules and assignments. 

2) Assist the Executive in establishing and 

maintaining Marketing best practices and 

No Level 
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AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

3) Research potential leads from business 

directories, web searches, or digital 

resources. 

4) Recruit, hire, and train new sales 

representatives. 

5) Receive and report on all sales leads. 

6) Supervise sales representatives and 

assistants. 

7) Answer potential customer questions and 

follow-up call questions. 

8) Work with sales team when closing sales. 

9) Track weekly, monthly, and quarterly 

performance and sales metrics and sales 

forecast. 

10) Meet all sales quotas and goals. 

11) Assist sales representatives and team to 

meet and exceed goals. 

processes as they pertain to the site at 

which the team works. 

3) Assist the Executive management team in 

the estimating of activity levels and 

establish work schedules and assignments 

4) Perform duties as assigned by Manager. 

5) Assist the Executive in the recruiting and 

hiring process. 

6) Assist the Manager in the recruiting, hiring 

and training of Marketing representatives. 

7) Assist the marketing management team in 

the recruiting and hiring process. 

 

LEVEL 2 Sales & Marketing Assistant 

1) Advise & serve customers. 

2) Process the payments. 

3) Assist customers in order to help them 

find what they need. 

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. 

No Level 
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AREA 
Sales & Marketing Activities (Business 

Development) 

Sales & Marketing Activities (Marketing) 

 

Corporate Communication 

 

4) Compile and distributing financial and 

statistical information such as budget 

spreadsheets. 

5) Assure stock levels are well maintained. 

6) Promote store cards or special offers. 

7) Provide customers with information on 

pricing and product availability. 

8) Arrange window displays. 

9) Handle customer complaints or handing 

customers on to management. 

 

4) Organise and hosting presentations and 

customer visits. 

5) Assist with promotional activities. 

6) Help to organise market research. 

 

LEVEL 1 No Level No Level No Level 
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Table 4.16: List of Responsibilities for Group 821 based on Table 4.8 (3 of 9) 

 

AREA 
Office Administration Activities 

(Secretarial Services) 
Office Administration Activities 

Office Administration Activities (Postal 

and Mailing Services) 

LEVEL 8 Not Available Not Available Not Available 

LEVEL 7 Not Available Not Available Not Available 

LEVEL 6 

General Manager 

1) Manage the daily operations and act as 

supervisor of the HR team. 

2) Oversee completion of key 

administrative HR processes (e.g., staff 

contracts, holidays, general work permit 

issues payroll, benefits, relocation 

management, terminations etc.) to ensure 

effectiveness and accuracy in 

implementation and execution. 

3) Assure optimal use of HR database across 

the organisation and the production of 

HR reports on key HR KPIs and statistics. 

4) Oversee portfolio of key staff. 

5) Participate and manage directly 

recruitment. 

6) Develop, manage and implement the 

training policy and is responsible of the 

relevant annual budget. 

General Manager 

1) Manage the daily operations and act as 

supervisor of the HR team. 

2) Oversee completion of key administrative 

HR processes (e.g., staff contracts, 

holidays, general work permit issues 

payroll, benefits, relocation management, 

terminations etc.) to ensure effectiveness 

and accuracy in implementation and 

execution. 

3) Assure optimal use of HR database across 

the organisation and the production of HR 

reports on key HR KPIs and statistics. 

4) Oversee portfolio of key staff. 

5) Participate and manage directly 

recruitment. 

6) Develop, manage and implement the 

training policy and is responsible of the 

relevant annual budget. 

General Manager 

1) Manage the daily operations and act as 

supervisor of the HR team. 

2) Oversee completion of key administrative 

HR processes (e.g., staff contracts, 

holidays, general work permit issues 

payroll, benefits, relocation management, 

terminations etc.) to ensure effectiveness 

and accuracy in implementation and 

execution. 

3) Assure optimal use of HR database across 

the organisation and the production of HR 

reports on key HR KPIs and statistics. 

4) Oversee portfolio of key staff. 

5) Participate and manage directly 

recruitment. 

6) Develop, manage and implement the 

training policy and is responsible of the 

relevant annual budget. 
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AREA 
Office Administration Activities 

(Secretarial Services) 
Office Administration Activities 

Office Administration Activities (Postal 

and Mailing Services) 

7) Manage the appraisal and performance 

tools in Headquarters and Regional 

Offices. 

8) Lead specific HR projects upon request. 

9) Provide advice on conflict management. 

10) Provide counsel on HR perspectives and 

requirements related to all HR issues to 

managers and staff. 

11)  Provide guidance to HR personnel. 

12) Implement HR policy, ensure creative 

application of HR policy and best 

practices throughout. 

 

7) Manage the appraisal and performance 

tools in Headquarters and Regional 

Offices. 

8) Lead specific HR projects upon request. 

9) Provide advice on conflict management. 

10) Provide counsel on HR perspectives and 

requirements related to all HR issues to 

managers and staff. 

11) Provide guidance to HR personnel. 

12) Implement HR policy, ensure creative 

application of HR policy and best practices 

throughout. 

 

7) Manage the appraisal and performance 

tools in Headquarters and Regional 

Offices. 

8) Lead specific HR projects upon request. 

9) Provide advice on conflict management. 

10) Provide counsel on HR perspectives and 

requirements related to all HR issues to 

managers and staff. 

11) Provide guidance to HR personnel. 

12) Implement HR policy, ensure creative 

application of HR policy and best practices 

throughout. 

 

LEVEL 5 Administration Manager 

1) Supervise day-to-day operations of the 

administrative department and staff 

members. 

2) Hire, train, and evaluate employees in 

Administration Department, taking 

corrective action when necessary. 

3) Develop, review, and improve 

administrative systems, policies, and 

procedures. 

Administration Manager 

1) Supervise day-to-day operations of the 

administrative department and staff 

members. 

2) Hire, train, and evaluate employees in 

Administration Department, taking 

corrective action when necessary. 

3) Develop, review, and improve 

administrative systems, policies, and 

procedures. 

Administration Manager 

1) Supervise day-to-day operations of the 

administrative department and staff 

members. 

2) Hire, train, and evaluate employees in 

Administration Department, taking 

corrective action when necessary. 

3) Develop, review, and improve 

administrative systems, policies, and 

procedures. 
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AREA 
Office Administration Activities 

(Secretarial Services) 
Office Administration Activities 

Office Administration Activities (Postal 

and Mailing Services) 

4) Assure office is stocked with necessary 

supplies and all equipment is working 

and properly maintained. 

5) Work with accounting and management 

team to set budgets, monitor spending, 

and processing payroll and other 

expenses. 

6) Plan, schedule, and promote office 

events, including meetings, conferences, 

interviews, orientations, and training 

sessions. 

7) Collect, organize, and store information 

using computers and filing systems. 

8) Oversee special projects and tracking 

progress towards company goals. 

 

4) Assure office is stocked with necessary 

supplies and all equipment is working and 

properly maintained. 

5) Work with accounting and management 

team to set budgets, monitor spending, and 

processing payroll and other expenses. 

6) Plan, schedule, and promote office events, 

including meetings, conferences, 

interviews, orientations, and training 

sessions. 

7) Collect, organize, and store information 

using computers and filing systems. 

8) Oversee special projects and tracking 

progress towards company goals. 

 

4) Assure office is stocked with necessary 

supplies and all equipment is working and 

properly maintained. 

5) Work with accounting and management 

team to set budgets, monitor spending, and 

processing payroll and other expenses. 

6) Plan, schedule, and promote office events, 

including meetings, conferences, 

interviews, orientations, and training 

sessions. 

7) Collect, organize, and store information 

using computers and filing systems. 

8) Oversee special projects and tracking 

progress towards company goals. 

 

LEVEL 4 Administration Executive 

1) Manage office supplies stock and place 

orders. 

2) Prepare regular reports on expenses and 

office budgets. 

3) Maintain and update company databases. 

4) Organize a filing system for important 

and confidential company documents. 

Administration Executive 

1) Manage office supplies stock and place 

orders. 

2) Prepare regular reports on expenses and 

office budgets. 

3) Maintain and update company databases. 

4) Organize a filing system for important and 

confidential company documents. 

Administration Executive 

1) Manage office supplies stock and place 

orders. 

2) Prepare regular reports on expenses and 

office budgets. 

3) Maintain and update company databases. 

4) Organize a filing system for important and 

confidential company documents. 
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AREA 
Office Administration Activities 

(Secretarial Services) 
Office Administration Activities 

Office Administration Activities (Postal 

and Mailing Services) 

5) Answer queries by employees and 

clients. 

6) Update office policies as needed. 

7) Maintain a company calendar and 

schedule appointments. 

8) Book meeting rooms as required. 

9) Distribute and store correspondence (e.g. 

letters, emails and packages). 

10) Prepare reports and presentations with 

statistical data, as assigned. 

11) Arrange travel and accommodations. 

12) Schedule in-house and external event. 

 

5) Answer queries by employees and clients. 

6) Update office policies as needed. 

7) Maintain a company calendar and schedule 

appointments. 

8) Book meeting rooms as required. 

9) Distribute and store correspondence (e.g. 

letters, emails and packages). 

10) Prepare reports and presentations with 

statistical data, as assigned. 

11) Arrange travel and accommodations. 

12) Schedule in-house and external event. 

5) Answer queries by employees and clients. 

6) Update office policies as needed. 

7) Maintain a company calendar and schedule 

appointments. 

8) Book meeting rooms as required. 

9) Distribute and store correspondence (e.g. 

letters, emails and packages). 

10) Prepare reports and presentations with 

statistical data, as assigned. 

11) Arrange travel and accommodations. 

12) Schedule in-house and external event. 

LEVEL 3 Secretary 

1) Answer calls, take messages and handle 

correspondence. 

2) Maintain diaries and arrange 

appointments 

3) Type, prepare and collate reports. 

4) Organise and service meetings (producing 

agendas and taking minutes) 

5) Manage databases. 

6) Prioritise workloads. 

Administration Officer 

1) Manage office supplies stock and placing 

orders. 

2) Prepare regular financial and 

administrative reports. 

3) Administer of company databases. 

Administration Officer 

1) Manage office supplies stock and placing 

orders. 

2) Prepare regular financial and 

administrative reports. 

3) Administer of company databases. 
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AREA 
Office Administration Activities 

(Secretarial Services) 
Office Administration Activities 

Office Administration Activities (Postal 

and Mailing Services) 

7) Implement new procedures and 

administrative systems. 

8) Liaise with relevant organisations and 

clients. 

9) Coordinate mail-shots and similar 

publicity tasks. 

10) Log or process bills or expenses. 

 

LEVEL 2 

No Level 

Administrative Assistant  

1) Perform clerical duties in nearly every 

industry. 

2) Manage and distribute information within 

an office. This generally includes 

answering phones, taking memos and 

maintaining files. 

3) Send and receive correspondence, as well 

as greeting clients and customers. 

4) Monitor and record expenditures. 

5) Duties may range from 

creating spreadsheets to reporting 

expenses to an office manager.  

6) Plan events like board meetings and 

luncheons.  

Despatch 

1) Handle the overall despatch duty and 

general courier coordination. 

2) Maintain the cleanliness of the company 

vehicle. 

3) Perform any other related duties which are 

assigned from time to time 
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AREA 
Office Administration Activities 

(Secretarial Services) 
Office Administration Activities 

Office Administration Activities (Postal 

and Mailing Services) 

7) Schedule appointments and preparing 

presentation materials. 

8) Aside from storing, organising and 

managing files. 

9) Type, edit and proofread documents. 

10) Take dictation or record the minutes of 

meetings. 

 

LEVEL 1 No Level 

Driver 

1) Carry out vehicle maintenance checks. 

2) Deliver packages to customers in a timely 

manner. 

3) Pick up office purchases or other 

administrative needs. 

4) Utilize navigation apps to find the most 

optimal route. 

5) Interact with clients in a professional 

conduct. 

No Level 
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Table 4.17: List of Responsibilities for Group 821 based on Table 4.8 (4 of 9) 

 

AREA Human Resources Secretarial Support Services (Outsource) 

LEVEL 8 Not Available Not Available 

LEVEL 7 Not Available Not Available 

LEVEL 6 

General Manager 

1) Manage the daily operations and act as supervisor of the HR team. 

2) Oversee completion of key administrative HR processes (e.g., 

staff contracts, holidays, general work permit issues payroll, 

benefits, relocation management, terminations etc.) to ensure 

effectiveness and accuracy in implementation and execution. 

3) Assure optimal use of HR database across the organisation and the 

production of HR reports on key HR KPIs and statistics. 

4) Oversee portfolio of key staff. 

5) Participate and manage directly recruitment. 

6) Develop, manage and implement the training policy and is 

responsible of the relevant annual budget. 

7) Manage the appraisal and performance tools in Headquarters and 

Regional Offices. 

8) Lead specific HR projects upon request. 

9) Provide advice on conflict management. 

10) Provide counsel on HR perspectives and requirements related to 

all HR issues to managers and staff. 

11) Provide guidance to HR personnel. 

12) Implement HR policy, ensure creative application of HR policy 

and best practices throughout. 

Not Available 
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AREA Human Resources Secretarial Support Services (Outsource) 

LEVEL 5 Human Resource Manager 

1) Enhance the organisation’s human resources by planning, 

implementing, and evaluating employee relations and human 

resources policies, programs, and practices. 

2) Maintain the work structure by updating job requirements and job 

descriptions for all positions. 

3) Support organisation staff by establishing a recruiting, testing, and 

interviewing program; counselling managers on candidate 

selection; conducting and analysing exit interviews; and 

recommending changes. 

4) Prepare employees for assignments by establishing and conducting 

orientation and training programs. 

5) Manage a pay plan by conducting periodic pay surveys; scheduling 

and conducting job evaluations; preparing pay budgets; monitoring 

and scheduling individual pay actions; and recommending, 

planning, and implementing pay structure revisions. 

6) Assure planning, monitoring, and appraisal of employee work 

results by training managers to coach and discipline employees; 

scheduling management conferences with employees; hearing and 

resolving employee grievances; and counselling employees and 

supervisors. 

7) Implement employee benefits programs and informs employees of 

benefits by studying and assessing benefit needs and trends; 

recommending benefit programs to management; directing the 

processing of benefit claims; obtaining and evaluating benefit 

Company Secretary 

1) Maintain the company's statutory registers. 

2) Update the records held by Companies House. 

3) Maintain the company's registered office. 

4) Advise the board of directors on their legal and corporate 

responsibilities and matters of corporate governance. 

5) Organize the company’s board meetings and annual general 

meeting. 

6) Minute board meetings. 

7) Assure company compliance with legal obligations. 

8) Manage and store the company's records. 

9) Liaise between the company and its stakeholders and shareholders. 
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AREA Human Resources Secretarial Support Services (Outsource) 

contract bids; awarding benefit contracts; and designing and 

conducting educational programs on benefit programs. 

8) Assure legal compliance by monitoring and implementing 

applicable human resource federal and state requirements, 

conducting investigations, maintaining records, and representing 

the organisation at hearings. 

9) Enforce management guidelines by preparing, updating, and 

recommending human resource policies and procedures. 

10) Retain historical human resource records by designing a filing 

and retrieval system and keeping past and current records. 

11) Cultivate professional and technical knowledge by attending 

educational workshops, reviewing professional publications, 

establishing personal networks, and participating in professional 

societies. 

12) Complete human resource operational requirements by 

scheduling and assigning employees and following up on work 

results. 

13) Manage human resource staff by recruiting, selecting, orienting, 

and training employees. 

14) Advance human resource staff job results by counselling and 

disciplining employees; and planning, monitoring, and 

appraising job results. 

LEVEL 4 Human Resource Executive 

1) Review resumes and applications. 

Assistant Company Secretary 



 

99 

 

AREA Human Resources Secretarial Support Services (Outsource) 

2) Conduct recruitment interviews and providing the necessary 

inputs during the hiring process. 

3) Work with recruitment agencies to source for candidates for 

specific job positions. 

4) Maintain HR records, such as those related to compensation, 

health and medical insurance. 

5) Train new or existing employees. 

6) Communicate and explaining the organisation's HR policies to the 

employees. 

7) Follow up of confirmation records statutory obligations.  

8) Prepare salary statement. 

9) Administer of all contract labor. 

10) Conduct various welfare activities, community initiatives 

programs - organising and participation. 

11) Prepare and submitting all relevant HR 

letters/documents/certificates as per the requirement of employees 

in consultation with the management. 

12) Assure statutory compliances. 

13) Liaise with all government agencies to ensure adherence to 

compliance. 

 

1) Assist Company Secretary to maintaining the company's statutory 

registers. 

2) Assist Company Secretary to updating the records held 

by Companies House. 

3) Assist Company Secretary to maintaining the company's registered 

office. 

4) Assist Company Secretary to advising the board of directors on 

their legal and corporate responsibilities and matters of corporate 

governance. 

5) Assist Company Secretary to organising the company’s board 

meetings and annual general meeting. 

6) Assist Company Secretary to Minute board meetings. 

7) Assist Company Secretary to ensure company compliance with 

legal obligations. 

8) Assist Company Secretary to managing and storing the company's 

records. 

9) Assist Company Secretary to liaise between the company and 

its stakeholders and shareholders. 

 

LEVEL 3 No Level No Level 

LEVEL 2 No Level No Level 

LEVEL 1 No Level No Level 
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DIVISION: 82 - OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP: 822 - ACTIVITIES OF CALL CENTRES 

 

Table 4.18: List of Responsibilities for Group 822 based on Table 4.9 (5 of 9) 

 

AREA Helpdesk (Incoming) Tele Marketing (Outgoing) 

LEVEL 8 Not Available Not Available 

LEVEL 7 Not Available Not Available 

LEVEL 6 Not Available Not Available 

LEVEL 5 Call Centre Operation Manager 

1) Develop systems for customer interaction and voice response and control 

the implementation process. 

2) Develop objectives for the call center’s day-to-day activities. 

3) Conduct effective resource planning to maximize the productivity of 

resources (people, technology etc.) 

4) Collect and analyze call-center statistics. 

5) Responsible of budgeting and tracking expenses. 

6) Hire, coach and provide training to personnel. 

7) Monitor and improve ordering, telephone handling and other procedures. 

8) Evaluate performance with key metrics. 

9) Prepare reports for different departments or upper management. 

 

 

Call Centre Operation Manager 

1) Develop systems for customer interaction and voice 

response and control the implementation process. 

2) Develop objectives for the call center’s day-to-day 

activities. 

3) Conduct effective resource planning to maximize the 

productivity of resources (people, technology etc.) 

4) Collect and analyze call-center statistics. 

5) Responsible of budgeting and tracking expenses. 

6) Hire, coach and provide training to personnel. 

7) Monitor and improve ordering, telephone handling and 

other procedures. 

8) Evaluate performance with key metrics. 

9) Prepare reports for different departments or upper 

management. 
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AREA Helpdesk (Incoming) Tele Marketing (Outgoing) 

LEVEL 4 Call Centre Supervisor 

1) Assist in the formulation of targets for individuals and teams. 

2) Hire and on-board new employees. 

3) Answer questions from staff and provide guidance and feedback. 

4) Anticipate escalation and take over calls when needed. 

5) Devise ways to optimize procedures and keep staff motivated. 

6) Measure performance with key metrics such as call abandonment, calls 

waiting etc. 

7) Ensure adherence to policies for attendance, established procedures etc. 

8) Keep management informed on issues and problem. 

9) Prepare monthly/annual results and performance reports. 

10) Discover training needs and provide coaching. 

 

Call Centre Supervisor 

1) Assist in the formulation of targets for individuals and 

teams. 

2) Hire and on-board new employees. 

3) Answer questions from staff and provide guidance and 

feedback. 

4) Anticipate escalation and take over calls when needed. 

5) Devise ways to optimize procedures and keep staff 

motivated. 

6) Measure performance with key metrics such as call 

abandonment, calls waiting etc. 

7) Ensure adherence to policies for attendance, established 

procedures etc. 

8) Keep management informed on issues and problem. 

9) Prepare monthly/annual results and performance reports. 

10) Discover training needs and provide coaching. 

 

LEVEL 3 Helpdesk Team Leader 

1) Work at facilities that receive phone calls and/or electronic messages. 

2) Oversee workers who respond to customer inquiries.  

3) Create an inspiring team environment with an open communication culture. 

4) Delegate tasks and set deadlines. 

5) Oversee day-to-day operation. 

6) Monitor team performance and report on metrics. 

7) Recognize high performance and reward accomplishments. 

Telemarketing Team Leader 

1) Work at facilities that making phone calls and/or 

electronic messages. 

2) Create an inspiring team environment with an open 

communication culture. 

3) Delegate tasks and set deadlines. 

4) Oversee day-to-day operation. 

5) Monitor team performance and report on metrics. 
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AREA Helpdesk (Incoming) Tele Marketing (Outgoing) 

8) Generate and shares comprehensive and detailed reports about team 

performance, mission-related objectives, and deadlines. 

9) Assure company brand materials and physical working spaces meet and 

exceed company presentation standards. 

10) Provide quality customer service, including interacting with customers, 

answering customer enquiries, and effectively handling customer 

complaints. 

6) Discover training needs and provide coaching. 

7) Recognize high performance and reward 

accomplishments. 

8) Generate and shares comprehensive and detailed reports 

about team performance, mission-related objectives, and 

deadlines. 

9) Assure company brand materials and physical working 

spaces meet and exceed company presentation standards. 

 

LEVEL 2 Helpdesk Agent 

1) Manage large amounts of inbound and outbound calls in a timely manner. 

2) Follow communication “scripts” when handling different topics. 

3) Identify customer’s needs, clarify information, research every issue and 

provide solutions and/or alternatives. 

4) Seize opportunities to up-sell products when they arise. 

5) Build sustainable relationships and engage customers by taking the extra 

mile. 

6) Keep records of all conversations in our call center database in a 

comprehensible way. 

7) Perform all telephone tasks such as taking messages and providing call 

backs and respond to all caller queries professionally. 

Telemarketer 

1) Make cold-calls to potential customers. 

2) Answer incoming calls from prospective customers. 

3) Use scripts to provide information about product’s 

features, prices etc. and present their benefits. 

4) Seize opportunities to up-sell products when they arise. 

5) Perform all telephone tasks such as taking messages and 

providing call backs and respond to all caller queries 

professionally. 

6) Keep records of all conversations in our call center 

database in a comprehensible way. 

LEVEL 1 No Level No Level 
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DIVISION: 82 - OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP: 823 - ORGANIZATION OF CONVENTIONS AND TRADE SHOWS 

 

 

Table 4.19: List of Responsibilities for Group 823 based on Table 4.10 (6 of 9) 

 

AREA Meeting, incentive, convention, exhibition (MICE) Events Management 

LEVEL 8 Not Available Not Available 

LEVEL 7 Not Available Not Available 

LEVEL 6 

MICE Director 

1) Receive, handle and convert Meetings, Events and Group enquiries. 

2) Direct and oversee the planning of meetings and special events for an 

organisation.  

3) Monitor and control event budget and negotiate all necessary contracts. 

4) Manage customer service activities. 

Events Director 

1) Receive, handle and convert Meetings, Events and Group 

enquiries. 

2) Direct and oversee the planning of meetings and special events 

for an organisation.  

3) Monitor and control event budget and negotiate all necessary 

contracts. 

4) Manage customer service activities. 

LEVEL 5 MICE Manager 

1) Plan events in conjunction with the client. 

2) Present and sell available and suitable banquet / event options to the 

highest possible standard. 

3) Contact Meeting Planner by mail, telephone, customer outings and site 

inspections. 

4) Arrange and carry out venue show rounds. 

5) Assure the complete administration and execution of all planned events. 

Events Manager 

1) Plan and design event while managing all project delivery 

elements. 

2) Coordinate all amenities, accommodations, and related 

departments including site selection, staffs, food, 

transportation, and audio or visual equipment. 

3) Liaise with clients to identify their needs and to ensure 

customer satisfaction. 
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AREA Meeting, incentive, convention, exhibition (MICE) Events Management 

6) Negotiate space, dates and rates to obtain booking goal while focusing 

on shoulder and off-season business. 

7) Identify need periods and undertake comprehensive program of sales 

activity to secure new and adhoc business minimizing the impact of low 

activity periods. 

8) Assist in development and solicitation of Banquet and event package 

plans and aimed at conference business and encourage repeat business. 

9) Attend trade and travel shows of various market area for promoting 

venue event business. 

10) Manage business bookings, record denials, make network referrals. 

11) Make commercial decisions to maximize MICE income on a daily 

basis. 

12) Encourage repeat business through excellent customer service and 

inquiry handling. 

13) Assist in the preparation and monitoring of sales, department and 

budgetary reports as and when required. 

4) Conduct market research, gather information and negotiate 

contracts 

5) Provide feedback and periodic reports to stakeholders. 

6) Organize facilities and manage all event’s details such as 

decor, catering, entertainment, transportation, location, invitee 

list, special guests, equipment, promotional material etc. 

7) Ensure compliance with insurance, legal, health and safety 

obligations. 

8) Specify staff requirements and coordinate their activities 

9) Cooperate with marketing and PR to promote and publicize 

event 

10) Handle arising issues and troubleshoot any emerging 

problems on the event day 

11) Research market, identify event opportunities and generate 

interest  

12) Supervise all staff (event coordinators, caterers etc.) 

13) Analyze the event’s success and prepare reports 

LEVEL 4 MICE Executive 

1) Arrange all MICE (including leisure Group) operations  

2) Request for proposal preparation  

3) Work with the sales manager/representative to promote services and 

increase sales. 

4) Perform data analysis, and engaging in quality assurance. 

5) Assist Sales Manager with sales activities and operations. 

Events Executive 

1) Assist in the planning of an event.  

2) Plan for specific events such as sports events, concerts, 

conventions, important meetings and banquets. 

3) Request for proposal preparation. 

4) Work with the sales manager/representative to promote 

services and increase sales. 
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AREA Meeting, incentive, convention, exhibition (MICE) Events Management 

6) Develop marketing and promotional materials to promote group and 

incentive services. 

7) Conduct additional business tasks/special projects in addition to above 

essential functions as needed. 

5) Perform data analysis, and engaging in quality assurance. 

6) Manage all event operations (preparing venue, invitations etc.) 

7) Perform final checks at the day of the event (e.g. tables, 

technology) to ensure everything meets standards. 

8) Oversee event happenings and act quickly to resolve 

problems. 

9) Evaluate event’s success and submit reports. 

LEVEL 3 MICE Coordinator 

1) Conduct overall group operations including proposal preparation, 

manifest creation, cost management, and air and land arrangements. 

2) Conduct thorough financial management for MICE operations to 

maximize revenue. 

3) Arrangement of airline reservations, hotels, and other travel related 

arrangements for MICE customers. 

4) Look for every opportunity to sell preferred carriers, hotel and other 

preferred vendors to maximize commission revenue. 

5) Serve as tour escort as needed. 

6) Plan and conduct site inspections for potential venues for MICE 

business. 

7) Effectively utilize marketing and sales resources.  

 

Events Coordinator 

1) Responsible for every aspect of event planning.  

2) Select venues, determine the cost, arrange event services and 

monitor client approval.  

3) Determine requirements for each event. 

4) Plan event with attention to financial and time constraint. 

5) Book venues.  

6) Research vendors (catering, decorators, musicians etc.) and 

choose the best combination of quality and cost. 

7) Negotiate with vendors to achieve the most favourable terms. 

8) Hire personnel. 

 

LEVEL 2 No Level No Level 

LEVEL 1 No Level No Level 
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Division: 82 - Office Administrative, Office Support and Other Business Support Activities 

Group: 829 - Business support service activities n.e.c. 

 

Table 4.20: List of Responsibilities for Group 829 based on Table 4.11 (7 of 9) 

 

AREA Collection Services Collection Services (Repossessor) Credit Bureau 

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 Collection Manager 

1) Coordinate activities of staff members to 

ensure a smooth and efficient department 

that reduces the number of cases that are 

overlooked. 

2) Oversee the collection of outstanding 

credit and invoices to minimize profit 

loss while ensuring it is handled 

appropriately and per company policy. 

3) Create and implement strategies to 

increase the number of successful 

collections on outstanding debt. 

4) Recruit, hire, train and evaluate staff 

members within the collections 

department to ensure An enough staff 

members are available to handle the 

workload. 

Not Available 

Credit Bureau Manager 

1) Support corporate vision and direction in 

matters of existing and potential 

operational changes to optimize the 

efficiency and effectiveness of all 

resources. 

2) Maintain ongoing communication with the 

business regarding escalated issues and 

trends. 

3) Develop and fosters internal relationships 

to build points of contacts to quickly 

resolve escalated and unresolved customer 

issues and conflicts. 

4) Solicit feedback from internal customers 

ensuring best in industry Customer Service 

while building and improving the 

Company’s reputation. 
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AREA Collection Services Collection Services (Repossessor) Credit Bureau 

5) Develop goals that complement the 

overarching business goals of the 

company and coordinate staff to 

continually meet and exceed goals. 

6) Prepare reports and analyse data 

pertaining to the department and share 

with executive staff and managers of 

department staff as needed. 

7) Communicate with clients to build and 

maintain a strong working relationship 

and reduce the number of clients who 

stop working with the company. 

8) Implement credit policies and procedures 

that retain a smooth running of the 

department and avoid excessive credit 

limits. 

 

5) Analyse Executive Office departmental 

data to suggest potential changes in 

systems, procedures, and training. 

6) Oversee associates to ensure coaching and 

development are in line with departmental 

goals, as well as corporate objectives 

7) Maintain a comprehensive working 

knowledge of all tools that are available to 

each associate, continually coaching and 

training associates to perform at peak 

capacity. 

8) Maintain associate time cards and manage 

associate’s disciplinary matters. 

LEVEL 4 Collection Executive 

1) Monitor accounts to identify overdue 

payments. 

2) Find and contact debtors to arrange debt 

payoffs. 

3) Keep accurate records and reporting on 

collection activity. 

4) Brief job description to agents. 

Not Available 

Credit Bureau Executive 

1) Coordinate and submit timely reporting to 

the Manager.  

2) Update status on an ongoing 

communication with the business 

regarding escalated issues and trends. 

3) Update Manager on all customer issues and 

conflicts. 
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AREA Collection Services Collection Services (Repossessor) Credit Bureau 

5) Monitor accounts to identify outstanding 

debts. 

6) Find and contact clients to ask about their 

overdue payments. 

7) Take actions to encourage timely debt 

payments. 

8) Process payments and refunds. 

9) Resolve billing and customer credit 

issues 

10) Update account status records and 

collection efforts. 

11) Report on collection activity and 

accounts receivable status. 

12) Work with agents as and when is required 

for repossession activity and provide all 

documents required to agent. 

4) Assist the Manager on systems, 

procedures, and training. 
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AREA Collection Services Collection Services (Repossessor) Credit Bureau 

LEVEL 3 

No Level 

Repossessor  

1) Locate debtors and solicits payment for 

delinquent accounts and removes 

merchandise for non-payment of account. 

2) Initiate repossession proceedings. 

3) Locate, enter, and start vehicle being 

repossessed, using special tools, if key 

cannot be obtained from debtor, and return 

vehicle to creditor. 

4) Obtain customer’s approval & signature 

before repossession procedures is taken. 

Credit Bureau Assistant 

1) Assist the Executive on timely reporting to 

the Manager.  

2) Assist the Executive on all updates and 

status with the business regarding 

escalated issues and trends. 

3) Assist the Executive on all customer issues 

and conflicts. 

4) Assist the Executive on systems, 

procedures, and training. 

LEVEL 2 No Level No Level No Level 

LEVEL 1 No Level No Level No Level 
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Table 4.21: List of Responsibilities for Group 829 based on Table 4.11 and 4.12 (8 of 9) 

 

AREA 
Fundraising Organisation Services 

 
Direct Mailing Activities Parking Services 

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 Fundraising Manager 

1) Manage progress towards achieving an 

organisation’s fundraising goals. 

2) Develop and carry out fundraising 

strategies. 

3) Identify and contact potential donors. 

4) Create and plan different events that can 

generate donations. 

5) Conduct meeting with highly important 

donors. 

6) Apply for grants. 

7) Assign, supervise, and review the 

activities of staff. 

Direct Mail Manager 

1) Lead strategy and execution of Direct Mail 

(DM) to maximize ROI and revenue. 

2) Manage budget and develop budget and 

revenue forecasts. 

3) Lead the day-to-day interaction and 

management of external agencies and 

vendors as well as develop new 

partnerships. 

4) Guide continual optimization through 

audience optimization, test 

recommendations and attribution analysis 

to achieve spend and CPA goals. 

5) Develop and optimize direct mail 

campaigns against organisational KPIs and 

partner with our internal and external 

analytics teams to develop reports showing 

ROI. 

Parking Operation Manager 

1) Oversee the entire car park operations daily 

works process to ensure run with smoothly. 

Coaching and enhance car park attendant 

on their job knowledge and skills. 

2) Supervise the staff, cashiers and 

administrative personnel of car park. 

3) Prepare the SOP for the operations of car 

park.  

4) Motivate the staff to achieving the 

company goals.  

5) Closely monitor car park daily transactions 

works and familiar the operations of all 

parking related equipment in Car Park.  

6) Review actual revenues and expenses of car 

park and highlight all the abnormal 

variances to head of department.  

7) Implement the car park system and conduct 

car park revenue / account audit.  
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AREA 
Fundraising Organisation Services 

 
Direct Mailing Activities Parking Services 

6) Collaborate actively with product 

marketing managers, designers, 

copywriters, and production managers to 

drive the product delivery and 

optimization process and to resolve daily 

issues. 

 

8) Conduct incident investigation and 

checking car park reports.  

9) Provide techniques to conduct a successful 

training session for staff. 

LEVEL 4 Fundraising Executive 

1) Carry out progress towards achieving an 

organisation’s fundraising goals. 

2) Carry out fundraising strategies. 

3) Carry out and work with the Manager and 

plan different events that can generate 

donations. 

 

Direct Mail Executive 

1) Aware of competitor performance. 

2) Supervise direct marketing teams. 

3) Work with Direct Marketing officers. 

4) Compile reports. 

5) Assist in marketing campaigns. 

6) Analyse marketing data. 

7) Coordinate with and briefing other 

departments. 

Parking Operation Executive 

1) Verify that all Landside area and Car Park 

facilities / equipment are always 

operational. 

2) Verify that all charges are paid promptly, 

and cash management are conducted safely 

and efficiently. 

3) Verify that all directives being carried out 

and obeyed for the smooth running of 

landside and Car Park operations. 

4) Monitor and prepare report on landscaping 

contractor’s performance and activities.  

5) Inspect and enforce cleanliness and 

orderliness at Car Park area. 

6) Inspect and ensure markings, signs and 

other related facilities are always visible 

and functional. 
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AREA 
Fundraising Organisation Services 

 
Direct Mailing Activities Parking Services 

7) Report any incident/accident to Head of 

Operations immediately.  

8) Assist Enforcement Officer on illegal 

parking such as a clamping exercise.  

9) Conduct security and surveillance 

patrolling. 

10) Record daily activities, Filling record, 

key- in annual/medical leave in the most 

systematic manner. 

11) Verify that Landside and Car park 

operations in compliance with QMS, SHE 

and other Legal requirements. 

 

LEVEL 3 

No Level 

Direct Mail Supervisor 

1) Assist executive to keep aware of 

competitor performance. 

2) Assist executive to supervise direct 

marketing teams. 

3) Assist executive to compiling reports. 

4) Assist executive to assist in marketing 

campaigns. 

5) Assist executive to analysing marketing 

data. 

Parking Operation Supervisor 

1) Verify that all Landside area and Car Park 

facilities/equipment are always 

operational. 

2) Assist executive to ensure all charges are 

paid promptly and cash management are 

conducted safely and efficiently. 

3) Assist executive to ensure all directives 

being carried out and obeyed for the 

smooth running of landside and Car Park 

operations.  
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AREA 
Fundraising Organisation Services 

 
Direct Mailing Activities Parking Services 

6) Assist executive to coordinate with and 

briefing other departments. 

 

4) Assist executive to ensure monitor and 

prepare report on landscaping contractor’s 

performance and activities.  

5) Assist executive to inspect and enforce 

cleanliness and orderliness at Car Park area 

6) Assist executive to ensure inspect and 

ensure markings, signs and other related 

facilities are always visible and functional. 

7) Assist executive to ensure inspect and 

ensure markings 

8) Report any incident/accident to Head of 

Operations immediately  

9) Assist Enforcement Officer on illegal 

parking such as a clamping exercise  

10) Assist executive to ensure inspect and 

ensure markings Conduct Security and 

surveillance patrolling  

11) Record daily activities, Filling record, 

key- in annual/medical leave in the most 

systematic manner 

12) Assist executive in ensuring Landside and 

Car park operations in compliance with 

QMS, SHE and other Legal requirements 
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AREA 
Fundraising Organisation Services 

 
Direct Mailing Activities Parking Services 

13) Assist executive in preparing annual 

budget exercise  

 

LEVEL 2 

No Level 

Runner 

1) Handle the overall direct mail and direct 

mail coordination. 

2) Perform other related duties which are 

assigned from time to time. 

 

Parking Attendant 

1) Take numbered tags from customers, 

locate vehicles, and deliver vehicles, or 

provide customers with instructions for 

locating vehicles. 

2) Keep parking areas clean and orderly to 

ensure that space usage is maximized 

3) Direct motorists to parking areas or 

parking spaces, using hand signals or 

flashlights as necessary. 

4) Patrol parking areas in order to prevent 

vehicle damage and vehicle or property 

thefts. 

5) Park and retrieve automobiles for 

customers in parking lots, storage garages, 

or new car lots. 

6) Greet customers and open their car doors. 

7) Calculate parking charges, and collect fees 

from customers. 
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AREA 
Fundraising Organisation Services 

 
Direct Mailing Activities Parking Services 

8) Issue ticket stubs, or place numbered tags 

on windshields, and give customers 

matching tags for locating parked vehicles 

9) Lift, position, and remove barricades in 

order to open or close parking areas. 

10) Inspect vehicles in order to detect any 

damage. 

11) Review motorists' identification before 

allowing them to enter parking facilities. 

12) Escort customers to their vehicles in order 

to ensure their safety. 

LEVEL 1 No Level No Level No Level 
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Table 4.22: List of Responsibilities for Group 829 based on Table 4.12 (9 of 9) 

 

AREA 
Administration of Loyalty Programmes 

(Sales) 

Administration of Loyalty Programmes 

(Marketing) 
Office Operations Services 

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 Loyalty Programmes Manager 

1) Achieve growth and hit sales targets by 

successfully managing the sales team. 

2) Design and implement a strategic 

business plan that expands company’s 

customer base and ensure its strong 

presence. 

3) Build and promote strong, long-lasting 

customer relationships by partnering with 

them and understanding their needs. 

4) Present sales, revenue and expenses 

reports and realistic forecasts to the 

management team. 

5) Identify emerging markets and market 

shifts while being fully aware of new 

products and competition status. 

 

Loyalty Programmes Manager 

1) Achieve growth and hit sales targets by 

successfully managing the sales team. 

2) Design and implement a strategic business 

plan that expands company’s customer 

base and ensure its strong presence. 

3) Build and promote strong, long-lasting 

customer relationships by partnering with 

them and understanding their needs. 

4) Present sales, revenue and expenses reports 

and realistic forecasts to the management 

team. 

5) Identify emerging markets and market 

shifts while being fully aware of new 

products and competition status. 

 

Office Operations Manager 

1) Manage vehicle/transportation control 

and inventory checks. 

2) Examine continuously on budgets and 

budgetary changes. 

3) Communicate changes in an order process 

to relevant parties. 

4) Assure that health and safety regulations 

are followed. 

5) Create and monitor projects and teams. 

6) Review workloads and manpower to 

ensure targets are met. 

7) Support the CEO or executive team’s 

vision and process ideals. 

8) Ensure that staff working on processes are 

satisfied and operating efficiently. 

9) Support all functions of the business to 

work together. 
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AREA 
Administration of Loyalty Programmes 

(Sales) 

Administration of Loyalty Programmes 

(Marketing) 
Office Operations Services 

LEVEL 4 Loyalty Programmes Executive 

1) Coordinate sales team by managing 

schedules, filing important documents 

and communicating relevant information. 

2) Ensure the adequacy of sales-related 

equipment or material. 

3) Respond to complaints from customers 

and give after-sales support when 

requested. 

4) Store and sort financial and non-financial 

data in electronic form and present 

reports. 

5) Handle the processing of all orders with 

accuracy and timeliness. 

6) Inform clients of unforeseen delays or 

problems. 

7) Monitor the team’s progress, identify 

shortcomings and 

propose improvements. 

8) Assist in the preparation and organising 

of promotional material or events.  

9) Assure adherence to laws and policies. 

 

Loyalty Programmes Executive 

1) Coordinate sales team by managing 

schedules, filing important documents and 

communicating relevant information. 

2) Ensure the adequacy of sales-related 

equipment or material. 

3) Respond to complaints from customers and 

give after-sales support when requested. 

4) Store and sort financial and non-financial 

data in electronic form and present reports. 

5) Handle the processing of all orders with 

accuracy and timeliness. 

6) Inform clients of unforeseen delays or 

problems. 

7) Monitor the team’s progress, identify 

shortcomings and propose improvements. 

8) Assist in the preparation and organising of 

promotional material or events.  

9) Assure adherence to laws and policies. 

Office Operations Executive 

1) Communicate with Office Runner 

Operation Manager to develop strategic 

operations goals. 

2) Develop strategic long-range plans to 

achieve strategic objectives. 

3) Monitor operational performance of both 

internal and external service providers. 

4) Monitor facility condition and 

environmental performance and 

recommending or approving funding 

levels and spending plans. 

5) Provide a workplace setting that is 

conducive to productive work. 

6) Monitor client’s satisfaction. 

7) Receive and respond to approvals and 

notifications. 
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AREA 
Administration of Loyalty Programmes 

(Sales) 

Administration of Loyalty Programmes 

(Marketing) 
Office Operations Services 

LEVEL 3 Sales Supervisor 

1) Present, promote and sell products or 

services. 

2) Perform cost-benefit and needs analysis 

of existing/potential customers.  

3) Establish, develop and maintain positive 

business and customer relationships. 

4) Expedite the resolution of customer 

problems and complaints to maximize 

satisfaction. 

5) Achieve agreed upon sales targets and 

outcomes within schedule. 

6) Coordinate sales effort with team 

members and other departments. 

7) Analyse the territory or market potential, 

track sales and status reports. 

8) Supply management with reports on 

customer needs, problems, interests, 

competitive activities, and potential for 

new products and services. 

 

Marketing Supervisor 

1) Conduct market research to find answers 

about consumer requirements, habits and 

trends. 

2) Brainstorm and develop ideas for creative 

marketing campaigns. 

3) Assist in outbound or inbound marketing 

activities by demonstrating expertise in 

various areas (content development and 

optimization, advertising, events planning 

etc.). 

4) Liaise with external vendors to execute 

promotional events and campaigns. 

5) Collaborate with marketing and other 

professionals to coordinate brand 

awareness and marketing efforts. 

6) Plan and execute initiatives to reach the 

target audience through. appropriate 

channels (social media, e-mail, TV etc.). 

7) Assist in analysing marketing data 

(campaign results, conversion rates, traffic 

etc.) to help shape future marketing 

strategies. 

Office Supervisor 

1) Supervise employees to help ensure 

efficiency and productivity.  

2) Perform administrative tasks under the 

guidance of the Operation Executive, such 

as documenting procedures  

3) Create guidelines.  

4) Assist the Operation Executive in hiring 

new personnel by reviewing applications 

and performing initial meetings with 

candidates. 
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AREA 
Administration of Loyalty Programmes 

(Sales) 

Administration of Loyalty Programmes 

(Marketing) 
Office Operations Services 

8) Undertake individual tasks of a marketing 

plan as assigned. 

LEVEL 2 Sales Assistant 

1) Assure high levels of customer 

satisfaction through excellent sales 

service. 

2) Maintain outstanding store condition and 

visual merchandising standards. 

3) Maintain a fully stocked store. 

4) Ascertain customers’ needs and demands. 

5) Recommend and display items that match 

customer needs. 

6) Welcome and greet customers. 

7) Manage point-of-sale processes. 

8) Actively involved in the receiving of new 

shipments. 

9) Keep up to date with product information. 

10) Accurately describe product features and 

benefits. 

11) Follow all company policies and 

procedures. 

 

Marketing Assistant 

1) Undertake daily administrative tasks to 

ensure the functionality and coordination 

of the department’s activities. 

2) Support marketing executives in 

organising various projects. 

3) Conduct market research and analyse 

consumer rating reports/ questionnaires. 

4) Employ marketing analytics techniques to 

gather important data (social media, web 

analytics, rankings etc.) 

5) Update spreadsheets, databases and 

inventories with statistical, financial and 

non-financial information. 

6) Assist in the organising of promotional 

events and traditional or digital 

campaigns and attend them to facilitate 

their success. 

7) Prepare and deliver promotional 

presentations. 

Office Runner 

1) Pick up and deliver messages, documents, 

packages, and other items between offices 

or departments within an establishment or 

directly to other business concerns, 

traveling by foot, bicycle, motorcycle, 

automobile, or public conveyance. 

2) Sort and distribute mail, and maintaining 

paperwork. 
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AREA 
Administration of Loyalty Programmes 

(Sales) 

Administration of Loyalty Programmes 

(Marketing) 
Office Operations Services 

8) Write marketing literature (brochures, 

press releases etc) to augment the 

company’s presence in the market. 

LEVEL 1 No Level No Level No Level 
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4.6 Mapping OS vs Available NOSS 

 

This section provides mapping between identified OS in FGD with available NOSS to check whether determined job titles are match with available 

NOSS produced in 2 digits MSIC 2008 82: Office Administrative, Office Support and Other Business Support Activities.  

 

Table 4.23: Mapping OS vs Available NOSS (1 of 3) 

 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (821) OFFICE ADMINISTRATIVE AND SUPPORT ACTIVITIES 

AREA 

Office Administration 

Activities (Secretarial 

Services) 

Office Administration 

Activities 

Office Administration 

Activities (Postal and 

Mailing Services) 

Human Resources 

Secretarial 

Support Services 

(Outsource) 

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 General Manager General Manager General Manager General Manager Not Available 

LEVEL 5 FB-025-5:2012 FB-024-5:2012 FB-081-5:2012 
Human Resource 

Manager 

Company 

Secretary 

LEVEL 4 FB-025-4:2012 FB-024-4:2012 FB-081-4:2012 
Human Resource 

Executive 

Assistant Company 

Secretary 

LEVEL 3 FB-025-3:2012 Administration Officer Administration Officer No Level No Level 

LEVEL 2 No Level Administrative Assistant  Despatch No Level No Level 

LEVEL 1 No Level No Level No Level No Level No Level 
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Table 4.25: Mapping OS vs Available NOSS (2 of 3) 

 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (823) ORGANISATION OF CONVENTIONS AND TRADE SHOWS 

AREA Meeting, incentive, convention, exhibition (MICE) Events Management 

LEVEL 8 Not Available Not Available 

LEVEL 7 Not Available Not Available 

LEVEL 6 MICE Director Event Director 

LEVEL 5 HT-200-5:2016 HT-201-5:2012 

LEVEL 4 HT-200-4:2016   HT-201-4:2012 

LEVEL 3 HT-200-3:2014 HT-201-3:2012 

LEVEL 2 No Level No Level 

LEVEL 1 No Level No Level 
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Table 4.25: Mapping OS vs Available NOSS (3 of 3) 
 

SECTION (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP (829) BUSINESS SUPPORT SERVICE ACTIVITIES N.E.C. 

AREA Direct Mailing Activities Parking Services 

Administration of 

Loyalty Programmes 

(Sales) 

Administration of 

Loyalty Programmes 

(Marketing) 

Office Operations 

Services 

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 Not Available Not Available Not Available Not Available Not Available 

LEVEL 5 Direct Mail Manager 
Parking Operation 

Manager 

Loyalty Programmes 

Manager 

Loyalty Programmes 

Manager 

FB-022-5:2012 

FB-023-5:2012 

LEVEL 4 Direct Mail Executive 
Parking Operation 

Executive 

Loyalty Programmes 

Executive 

Loyalty Programmes 

Executive 

FB-022-4:2012 

FB-023-4:2012 

LEVEL 3 Direct Mail Supervisor 
Parking Operation 

Supervisor 
Sales Supervisor Marketing Supervisor FB-023-3:2012 

LEVEL 2 Runner Parking Attendant Sales Assistant Marketing Assistant Office Runner 

LEVEL 1 No Level No Level No Level No Level No Level 
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4.7 Occupational Description (OD) 

 

Occupational Descriptions 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. There are 18 OD 

provided in Annex 6 are the job titles that have been identified as critical or hard-to-fill 

job as suggested by industry representatives from focus group. 

 

 

4.8 Conclusion 

 

Based on the discussions with panel members during the development workshops and 

survey findings, the OS of the industry, occupational responsibilities, critical job titles 

and job titles relevant to IR4.0 are determined in this chapter. The OS would provide 

information of the competency level 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. 

 

A total of 87 job titles, 18 critical job titles and 14 job titles relevant to IR4.0 

identified related to this industry. The jobs and competencies in demand, emerging skills 

and related issues also identified in this chapter can be referred in order to gain an 

understanding regarding current situation of office administrative, office support and 

other business support activities industry. This information can be taken by various parties 

to bridge the requirement in the industry and take the necessary steps to overcome such 

challenges.  
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CHAPTER 5: DISCUSSION, RECOMMENDATIONS AND 

CONCLUSION 
 

5.1 Discussion 

 

Based on the findings obtained throughout the Occupational Framework (OF) on the 

industry, 24 job areas, 82 job titles, 18 critical job titles and 14 job titles relevant to IR4.0 

have been identified in focus group discussion and confirmed to be in tandem with MSIC 

2008. The number of respondents recorded from survey conducted are 46 and sufficient 

to this kind of research. The related information and latest statistics regarding office 

administrative, office support and other business support activities has also been 

identified and be referred in Chapter 2. 

 

More than that, the identified job titles 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 82 is presented in Table 

2.6 in Chapter 2. 

 

5.2 Recommendations 

 

It is hoped that the result of this OF 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. 
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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 job area that are in demand and have not been developed.  

ii) To encourage apprenticeship training (National Dual Training System –

NDTS) for the related job area.  

iii) Promote certification of existing and experienced personnel in the sector 

through Recognition via Prior Achievement (RPA) (Pengiktirafan 

Pentauliahan Terdahulu – PPT). 

iv) Services related companies should constantly review their business model to 

offer added value services. 

v) Review productivity-based wages scheme to optimize manpower. 

vi) Enhance incentive schemes. 

vii) Reduce or eliminate occupational level in tandem with technological 

advancement. 

5.3 Conclusion 

 

The conclusion is based on the specified objectives of the OF as elaborated below:  

 

Objective 1: Establish Occupational Structure (OS) for office administrative, office 

support and other business support activities based on MSIC 2008 

 

As a result of the OF conducted together with expert panel members from various 

organisations, a total of 24 area, 87 job titles, 18 critical job titles and 14 job titles relevant 

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.  
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Objective 2: Examine the competencies in demand in the office administrative, office 

support and other business support activities 

 

Based on the survey findings, the FGD and survey respondents highlighted the 

competency in demand based on its priority as follows: 

 

a) Planning and Organising skills 

b) Managerial skills 

c) Communication Skills 

d) Teamwork 

e) Problem Solving skills 

f) Negotiation Skills 

g) Self- Directed Learning 

 

The detailed information for the competency in demand in this industry can be referred 

to Chapter 4. 

 

Objective 3: Identify critical job titles in for the office administrative, office support 

and other business support activities 

  

 

The Focus Group Discussion members have reviewed critical job titles listed from 6 are 

matched to COL 2018/2019 and comprehensively concluded with 18 critical job titles in 

office administrative, office support and other business support activities industry as 

listed in Annex 4. For critical jobs identified, there were nine job titles identified as semi-

skilled worker while another nine were identified as skilled worker. 

 

Objective 4: Identify jobs title relevant to IR4.0 in office administrative, office 

support and other business support activities 

 

The Focus Group Discussion members also have reviewed identified OS and came out 

with 14 job titles relevant to IR4.0 in office administrative, office support and other 

business support activities industry as listed in Annex 5. There were eight skilled worker 

and six semi-skilled workers were identified in job titles relevant to IR4.0. 
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Objective 5: Establish Occupational Description (OD) for each job title based on 

latest industry OS 

 

The Occupational Descriptions for all the different job titles were obtained from Focus 

Group Discussion and related reports. These Occupational Descriptions will also serve as 

reference of job scope and the required competencies for NOSS development. OD can be 

referred in Annex 6. 

 

As a conclusion, an initiative or approach 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.  

 

ii) Align and evaluate the existing training curriculum and packages. 

 

iii) Coordination among stakeholder to: 

 Revise and enhance the required training curriculum and packages 

 Expand or create new apprenticeships/ internships / attachments schemes 

 Joint technology and knowledge transfer between instructor / training entities 

with industry experts  

 

The result of this Occupational Framework research and development work will 

be able to be used as key reference as how to fulfil the future plans of developing skilled 

personnel and certifying Malaysians in the office administrative, office support and other 

business support activities industry towards enhancing services provided by the sector 

players. 
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ANNEX 1: MOSQF LEVEL DESCRIPTORS 
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MALAYSIAN OCCUPATIONAL SKILLS QUALIFICATION FRAMEWORK 

(MOSQF) LEVEL DESCRIPTOR 

(Source: Department of Skills Development) 

LEVEL LEVEL DESCRIPTOR 

8 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. 

7 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. 

6 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. 

5 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 parameters. 
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It also reflects understanding of different perspectives, approaches or schools of 

thought and the reasoning behind them. 

Level Level Descriptor 

4 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. 

3 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. 

2 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. 

1 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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NO. NAME ORGANISATION POSITION 

1 Basharudin Bin Mohamed Edusure Sdn Bhd Project Director 

2 Izzudin Fahmi Edusure Sdn Bhd Project Manager 

3 Crist Norish Bin Lianu Edusure Sdn Bhd Curriculum Development 

Executive I 

4 Ahmad Ramdan Bin M 

Yusof 

Edusure Sdn Bhd Curriculum Development 

Executive II 

5 Abu Musa Bin Mohamad 

Isa 

Edusure Sdn Bhd Facilitator 

 

6 Khairul Alia Binti Mohd 
Kharudin 

Edusure Sdn Bhd Proofreader Team 

7 Dr. Raemah Binti Abdullah 

Hashim 

Edusure Sdn Bhd Researcher Team 

8 Dr. Azahari Bin Jamaludin Edusure Sdn Bhd Researcher Team 

9 Muhammad Haziq Bin 

Khair 

Edusure Sdn Bhd Researcher Team 
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ANNEX 3: QUESTIONNAIRE 
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ANNEX 4: CRITICAL JOB TITLES 
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List of Critical Job Titles 

 

No. Critical Job Title Area Level LS SS S 

1 
Sales Manager 

Sales & Marketing 

Activities (Sales) 

5 X X  

2 
Sales Executive 

Sales & Marketing 

Activities (Sales) 

4 X X  

3 
Sales Supervisor 

Sales & Marketing 

Activities (Sales) 

3 X  X 

4 
Sales Assistant 

Sales & Marketing 

Activities (Sales) 

2 X  X 

5 
Business Development 

Manager 

Sales & Marketing 

Activities (Business 

Development) 

5 X X  

6 
Business Development 

Executive 

Sales & Marketing 

Activities (Business 

Development) 

4 X X  

7 
Sales & Marketing 

Supervisor 

Sales & Marketing 

Activities (Business 

Development) 

3 X  X 

8 

Sales & Marketing Assistant 

Sales & Marketing 

Activities (Business 

Development) 

2 X  X 

9 
Marketing Manager 

Sales & Marketing 

Activities (Marketing) 

5 X X  

10 
Marketing Executive 

Sales & Marketing 

Activities (Marketing) 

4 X X  

11 
Marketing Supervisor 

Sales & Marketing 

Activities (Marketing) 

3 X  X 

12 
Marketing Assistant 

Sales & Marketing 

Activities (Marketing) 

2 X  X 

13 
Corporate Communication 

Manager 

Sales & Marketing 

Activities (Corporate 

Communication) 

5 X X  

14 
Corporate Communication 

Executive 

Sales & Marketing 

Activities (Corporate 

Communication) 

4 X X  

15 
Office Operations Manager 

Office Operations 

Services 

5 X X  

16 
Office Operations Executive 

Office Operations 

Services 

4 X   

17 
Office Supervisor 

Office Operations 

Services 

3 X  X 

18 
Office Runner 

Office Operations 

Services 

2 X  X 

LS – Low-Skilled Worker 

SS – Semi-Skilled Worker  

S – Skilled Worker  
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List of Critical Job Titles vs OS vs e-Masco vs COL 

 

Job Titles 
Occupational 

Structure 
E-Masco COL 

Sales Manager  1221-01 1221-01 

Sales Executive  3322-13 3322-13 

Sales Supervisor  5222-02 X 

Sales Assistant  5223-01 X 

Business 

Development 

Manager 

 1214-06 1214-06 

Business 

Development 

Executive 

 3322-15 3322-15 

Sales & Marketing 

Supervisor 
 X X 

Sales & Marketing 

Assistant 
 X X 

Marketing 

Manager 
 1221-03 1221-03 

Marketing 

Executive 
 3322-14 3322-14 

Marketing 

Supervisor 
 X X 

Marketing 

Assistant 
 X X 

Corporate 

Communication 

Manager 

 X X 

Corporate 

Communication 

Executive 

 2432-09 2432-09 

Office Operations 

Manager 
 X X 

Office Operations 

Executive 
 X X 

Office Supervisor  X X 

Office Runner  X X 
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ANNEX 5: JOB TITLES RELEVENT IR4.0 
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List of Job Titles relevant to IR4.0 

 

No. Job Titles relevant to IR4.0 Area Level LS SS S 

1 Marketing & Corporate 

Communication Director 

Sales & Marketing 

Activities (Marketing) 

6 X X  

2 
Marketing Manager 

Sales & Marketing 

Activities (Marketing) 

5 X X  

3 
Marketing Executive 

Sales & Marketing 

Activities (Marketing) 

4 X X  

4 
Marketing Supervisor 

Sales & Marketing 

Activities (Marketing) 

3 X  X 

5 
Marketing Assistant 

Sales & Marketing 

Activities (Marketing) 

2 X  X 

6 
Marketing & Corporate 

Communication Director 

Sales & Marketing 

Activities (Business 

Development) 

6 X X  

7 
Loyalty Programmes 

Manager 

Administration of 

Loyalty Programmes 

(Sales) 

5 X X  

8 
Loyalty Programmes 

Executive 

Administration of 

Loyalty Programmes 

(Sales) 

4 X X  

9 

Sales Supervisor 

Administration of 

Loyalty Programmes 

(Sales) 

3 X  X 

10 

Sales Assistant 

Administration of 

Loyalty Programmes 

(Sales) 

2 X  X 

11 
Loyalty Programmes 

Manager 

Administration of 

Loyalty Programmes 

(Marketing) 

5 X X  

12 
Loyalty Programmes 

Executive 

Administration of 

Loyalty Programmes 

(Marketing) 

4 X X  

13 

Marketing Supervisor 

Administration of 

Loyalty Programmes 

(Marketing) 

3 X  X 

14 

Marketing Assistant 

Administration of 

Loyalty Programmes 

(Marketing) 

2 X  X 

LS – Low-Skilled Worker 

SS – Semi-Skilled Worker  

S – Skilled Worker   
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ANNEX 6: OCCUPATIONAL DESCRIPTION 
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SECTION : (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION : (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND 

OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP : (821) OFFICE ADMINISTRATIVE AND SUPPORT ACTIVITIES 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Sales)   

JOB TITLE  : Sales Manager 

LEVEL  : 5 

 

RESPONSIBILITIES:  

Sales Manager is responsible to plan, direct, or coordinate the actual distribution or movement 

of a product or service to the customer, coordinate sales distribution by establishing sales 

territories, quotas, and goals and establish training programs for sales representatives, analyse 

sales statistics gathered by staff to determine sales potential and inventory requirements and 

monitor the preferences of customers. 

 

Knowledge: 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● Structure and content of the English language. 

● Business and management principles. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Plan the actual distribution or movement of a product or service to the customer. 

● Manage sales distribution by establishing sales territories, quotas, and goals. 

● Perform training programs for sales representatives. 

● Analyse sales statistics gathered by staff to determine sales potential and inventory 

requirements 

● Monitor the preferences of customers. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being honest and ethical. 

● Being open to change. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Sales)   

JOB TITLE  : Sales Executive 

LEVEL  : 4 

 

RESPONSIBILITIES:  

Sales Executive is responsible to assist in plan, direct, or coordinate the actual distribution or 

movement of a product or service to the customer, assist in coordinate sales distribution by 

establishing sales territories, quotas, and goals and establish training programs for sales 

representatives, analyse sales statistics gathered by staff to determine sales potential and 

inventory requirements and monitor the preferences of customers. 

 

Knowledge: 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

● Business and management principles. 

 

Skills: 

● Plan the actual distribution or movement of a product or service to the customer. 

● Assist in coordinate sales distribution by establishing sales territories, quotas, and goals. 

● Perform training programs for sales representatives. 

● Analyse sales statistics gathered by staff to determine sales potential and inventory 

requirements 

● Monitor the preferences of customers. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being honest and ethical. 

● Being open to change. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Sales)   

JOB TITLE  : Sales Supervisor 

LEVEL  : 3 

 

RESPONSIBILITIES:  

Sales Supervisor is responsible to supervise and coordinate activities of sales workers in an 

establishment or department, perform duties may include management functions, such as 

purchasing, budgeting, accounting, and personnel work, in addition to supervisory duties. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● The structure and content of the English language. 

 

Skills: 

● Supervise activities of sales workers in an establishment or department. 

● Perform duties may include management functions, such as purchasing, budgeting, 

accounting, and personnel work, in addition to supervisory duties 

● Organize and coordinate sales representatives’ schedules 

● Recruit, hire, and train new sales representatives 

● Track weekly, monthly, and quarterly performance and sales metrics and sales forecast. 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Accepting criticism and dealing calmly and effectively with high stress situations.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Sales)   

JOB TITLE  : Sales Assistant 

LEVEL  : 2 

 

RESPONSIBILITIES:  

Sales Assistant is responsible to advising and serving customers, processing payments, 

assisting customers in order to help them find what they need, ensuring stock levels are well 

maintained, promoting store cards or special offers, providing customers with information on 

pricing and product availability, arranging window displays, handling customer complaints or 

handing customers on to management. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Arithmetic. 

● Principles and methods for showing, promoting, and selling products or services. 

● The structure and content of the English language. 

 

Skills: 

● Perform advising and serving customers. 

● Assist customers in order to help them find what they need. 

● Monitor stock levels are well maintained. 

● Promote store cards or special offers. 

● Provide customers with information on pricing and product availability. 

● Perform window displays. 

● Handling customer complaints or handing customers on to management. 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Willingness to take on responsibilities and challenges. 

● Displaying a good-natured, cooperative attitude. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Persistence in the face of obstacles.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Business Development)   

JOB TITLE  : Business Development Manager 

LEVEL  : 5 

 

RESPONSIBILITIES:  

Business Development Manager is responsible to plan, direct, or coordinate marketing policies 

and programs, such as determining the demand for products and services offered by a firm and 

its competitors, and identify potential customers, develop pricing strategies with the goal of 

maximizing the firm's profits or share of the market while ensuring the firm's customers are 

satisfied and oversee product development or monitor trends that indicate the need for new 

products and services. 

 

Knowledge: 

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Coordinate marketing policies and programs, such as determining the demand for products 

and services offered by a firm and its competitors and identify potential customers. 

● Perform pricing strategies with the goal of maximizing the firm's profits or share of the 

market while ensuring the firm's customers are satisfied 

● Oversee product development 

● Monitor trends that indicate the need for new products and services. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 



 

159 

 

MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Business Development)   

JOB TITLE  : Business Development Executive 

LEVEL  : 4 

 

RESPONSIBILITIES: 

Business Development Executive is responsible to assists in plan, direct, or coordinate 

marketing policies and programs, such as determining the demand for products and services 

offered by a firm and its competitors, and identify potential customers, assists to develop 

pricing strategies with the goal of maximizing the firm's profits or share of the market while 

ensuring the firm's customers are satisfied and oversee product development or monitor trends 

that indicate the need for new products and services. 

 

Knowledge: 

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

 

Skills: 

● Assists in plan marketing policies and programs, such as determining the demand for 

products and services offered by a firm and its competitors, and identify potential 

customers. 

● Assists to perform pricing strategies with the goal of maximizing the firm's profits or share 

of the market while ensuring the firm's customers are satisfied. 

● Oversee product development 

● Monitor trends that indicate the need for new products and services. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Business Development)   

JOB TITLE  : Sales & Marketing Supervisor 

LEVEL  : 3 

 

RESPONSIBILITIES: 

Sales & Marketing Supervisor are responsible to supervise and coordinate activities of sales 

and marketing workers in an establishment or department and perform duties may include 

management functions, such as purchasing, budgeting, accounting, and personnel work, in 

addition to supervisory duties. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● The structure and content of the English language. 

 

Skills: 

● Supervise activities of sales and marketing workers in an establishment or department. 

● Perform duties may include management functions, such as purchasing, budgeting, 

accounting, and personnel work, in addition to supervisory duties. 

● Recruit, hire, and train new sales representatives 

● Organize and coordinate sales representatives’ schedules 

 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Accepting criticism and dealing calmly and effectively with high stress situations.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Business Development)   

JOB TITLE  : Sales & Marketing Assistant 

LEVEL  : 2 

 

RESPONSIBILITIES:  

Sales & Marketing Assistant is responsible to advising & serving customers, processing 

payments, assisting customers in order to help them find what they need, ensuring stock levels 

are well maintained, promoting store cards or special offers, providing customers with 

information on pricing and product availability, arranging window displays, handling customer 

complaints or handing customers on to management. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Arithmetic. 

● Principles and methods for showing, promoting, and selling products or services. 

● The structure and content of the English language. 

 

Skills: 

● Perform advising and serving customers. 

● Assists customers in order to help them find what they need. 

● Perform stock levels are well maintained. 

● Promoting store cards or special offers. 

● Providing customers with information on pricing and product availability. 

● Perform window displays. 

● Handling customer complaints or handing customers on to management. 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Willingness to take on responsibilities and challenges. 

● Displaying a good-natured, cooperative attitude. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Persistence in the face of obstacles.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Marketing)   

JOB TITLE  : Marketing Manager 

LEVEL  : 5 

 

RESPONSIBILITIES:  

Marketing Manager is responsible to plan, direct, or coordinate marketing policies and 

programs, such as determining the demand for products and services offered by a firm and its 

competitors, and identify potential customers, develop pricing strategies with the goal of 

maximizing the firm's profits or share of the market while ensuring the firm's customers are 

satisfied and oversee product development or monitor trends that indicate the need for new 

products and services. 

 

Knowledge: 

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Plan marketing policies and programs, such as determining the demand for products and 

services offered by a firm and its competitors, and identify potential customers. 

● Perform pricing strategies with the goal of maximizing the firm's profits or share of the 

market while ensuring the firm's customers are satisfied. 

● Oversee product development 

● Monitor trends that indicate the need for new products and services. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Marketing)   

JOB TITLE  : Marketing Executive 

LEVEL  : 4 

 

RESPONSIBILITIES:  

Marketing Executive is responsible to assists in plan, direct, or coordinate marketing policies 

and programs, such as determining the demand for products and services offered by a firm and 

its competitors, and identify potential customers, assists to develop pricing strategies with the 

goal of maximizing the firm's profits or share of the market while ensuring the firm's customers 

are satisfied and oversee product development or monitor trends that indicate the need for new 

products and services. 

 

Knowledge: 

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

 

Skills: 

● Plan marketing policies and programs, such as determining the demand for products and 

services offered by a firm and its competitors, and identify potential customers. 

● Assists to develop pricing strategies with the goal of maximizing the firm's profits or share 

of the market while ensuring the firm's customers are satisfied. 

● Oversee product development 

● Monitor trends that indicate the need for new products and services. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Marketing)   

JOB TITLE  : Marketing Supervisor 

LEVEL  : 3 

 

RESPONSIBILITIES:  

Marketing Supervisor is responsible to supervise and coordinate activities of marketing 

workers in an establishment or department and perform duties may include management 

functions, such as purchasing, budgeting, accounting, and personnel work, in addition to 

supervisory duties. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● The structure and content of the English language. 

 

Skills: 

● Supervise activities of marketing workers in an establishment or department. 

● Perform duties may include management functions, such as purchasing, budgeting, 

accounting, and personnel work, in addition to supervisory duties. 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Accepting criticism and dealing calmly and effectively with high stress situations.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Sales & Marketing Activities (Business Development)   

JOB TITLE  : Marketing Assistant 

LEVEL  : 2 

 

RESPONSIBILITIES: 

Marketing Assistant is responsible to advise & serve customers, assist customers in order to 

help them find what they need, promote store cards or special offers, provide customers with 

information on pricing and product availability, arrange window displays and handle customer 

complaints or handing customers on to management. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Arithmetic. 

● Principles and methods for showing, promoting, and selling products or services. 

● The structure and content of the English language. 

 

Skills: 

● Perform advising & serving customers, assisting customers in order to help them find what 

they need, promoting store cards or special offers 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Willingness to take on responsibilities and challenges. 

● Displaying a good-natured, cooperative attitude. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Persistence in the face of obstacles.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 
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MSIC GROUP : 821  

AREA   : Corporate Communication   

JOB TITLE  : Corporate Communication Manager 

LEVEL  : 5 

RESPONSIBILITIES:  

Corporate Communication Manager is responsible to innovate, develop and implement the 

strategy, priorities and plans for employer branding to ensure they are clearly communicated 

and understood by all relevant stakeholders, assure timely coordination of employee 

communications through a range of channels to ensure ease of access, clarity and consistency 

for effective delivery of information and corporate communications to employees, develop and 

manage an ongoing analysis of the company's communication performance, measuring success 

internally and against the market and its competitors especially in terms of employer branding 

and supporting corporate branding.  

 

Knowledge: 

● Media production, communication, and dissemination techniques and methods. 

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Able to innovate, develop and implement the strategy, priorities and plans for employer 

branding. 

● Manage timely coordination of employee communications through a range of channels to 

ensure ease of access. 

● Develop and manage an ongoing analysis of the company's communication performance. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being careful about detail and thorough in completing work tasks. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 821  

AREA   : Corporate Communication   

JOB TITLE  : Corporate Communication Executive 

LEVEL  : 4 

RESPONSIBILITIES:  

Corporate Communication Executive is responsible to assist innovate, develop and implement 

the strategy, priorities and plans for employer branding to ensure they are clearly 

communicated and understood by all relevant stakeholders, assure timely coordination of 

employee communications through a range of channels to ensure ease of access, clarity and 

consistency for effective delivery of information and corporate communications to employees 

and assists to develop and manage an ongoing analysis of the company's communication 

performance, measuring success internally and against the market and its competitors 

especially in terms of employer branding and supporting corporate branding.  

 

Knowledge: 

● Media production, communication, and dissemination techniques and methods. 

● Business and management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Principles and processes for providing customer and professional services.  

● The structure and content of the English language. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Help in innovate, develop and implement the strategy, priorities and plans for employer 

branding  

● Manage coordination of employee communications through a range of channels. 

● Manage an ongoing analysis of the company's communication performance  

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being careful about detail and thorough in completing work tasks. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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SECTION : (N) ADMINISTRATIVE AND SUPPORT SERVICE ACTIVITIES 

DIVISION : (82) OFFICE ADMINISTRATIVE, OFFICE SUPPORT AND 

OTHER BUSINESS SUPPORT ACTIVITIES 

GROUP : (829) BUSINESS SUPPORT SERVICE ACTIVITIES N.E.C. 
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MSIC GROUP : 829  

AREA   : Office Operations Services   

JOB TITLE  : Office Operations Manager 

LEVEL  : 5 

RESPONSIBILITIES: 

Office Operation Manager is responsible to manage vehicle/transportation control and 

inventory checks, examine continuously on budgets and budgetary changes, communicate 

changes in an order process to relevant parties, assure that health and safety regulations are 

followed, document procedures for third-party monitoring, create and monitor projects and 

teams, reviewing workloads and manpower to ensure targets are met, support the CEO or 

executive team’s vision and process ideals, assure staff working on processes are happy and 

operate efficiently, support all functions of the business to work together. 

 

Knowledge: 

● Principles and procedures for personnel recruitment 

● Business and management principles. 

● Principles and processes for providing customer and professional services.  

● Structure and content of the English language. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Manage vehicle/transportation control and inventory checks. 

● Review workloads and manpower to ensure targets are met. 

● Create and monitor projects and teams  

● Communicate changes in an order process to relevant parties. 

● Using logic and reasoning to identify the strengths and weaknesses of alternative solutions. 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being careful about detail and thorough in completing work tasks. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 829  

AREA   : Office Operations Services   

JOB TITLE  : Office Operations Executive 

LEVEL  : 4 

RESPONSIBILITIES:  

Office Operations Executive is responsible to assist in manage vehicle/transportation control 

and inventory checks, examine continuously on budgets and budgetary changes, communicate 

changes in an order process to relevant parties, assure that health and safety regulations are 

followed, document procedures for third-party monitoring, create and monitor projects and 

teams, review workloads and manpower to ensure targets are met, assure staff working on 

processes are happy and operate efficiently, support all functions of the business to work 

together. 

 

Knowledge: 

● Media production, communication, and dissemination techniques and methods. 

● Business and management principles. 

● Principles and processes for providing customer and professional services.  

● Structure and content of the English language. 

● Principles and methods for curriculum and training design, teaching and instruction. 

 

Skills: 

● Manage vehicle/transportation control and inventory checks. 

● Review workloads and manpower to ensure targets are met. 

● Create and monitor projects and teams  

● Communicate changes in an order process to relevant parties. 

● Create and monitor projects and teams 

 

Attributes (Attitude/Safety/Environmental): 

● Willingness to take on responsibilities and challenges.  

● Being establishing and maintaining personally challenging achievement goals. 

● Being open to change. 

● Being careful about detail and thorough in completing work tasks. 

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 829  

AREA   : Office Operations Services   

JOB TITLE  : Office Operations Supervisor 

LEVEL  : 3 

 

RESPONSIBILITIES: 

Office Operations Supervisor is responsible to supervise employees to help ensure efficiency 

and productivity, perform administrative tasks under the guidance of the Operation Executive, 

such as documenting procedures and creating guidelines, assist the operation executive in 

hiring new personnel by reviewing applications and perform initial meetings with candidates. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Management principles. 

● Principles and methods for showing, promoting, and selling products or services. 

● Structure and content of the English language. 

 

Skills: 

● Perform administrative tasks  

● Supervise employees  

● Creating guidelines  

● Perform initial meetings with candidates. 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Accepting criticism and dealing calmly and effectively with high stress situations.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 

● Willingness to lead, take charge, and offer opinions and direction. 
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MSIC GROUP : 829  

AREA   : Office Operations Services   

JOB TITLE  : Office Runner  

LEVEL  : 2 

 

RESPONSIBILITIES:  

Office Runner is responsible pick up and deliver messages, documents, packages, and other 

items between offices or departments within an establishment or directly to other business 

concerns, traveling by foot, bicycle, motorcycle, automobile, or public conveyance, sort and 

distributing mail, and maintaining paperwork. 

 

Knowledge: 

● Principles and processes for providing customer and professional services.  

● Arithmetic. 

● Structure and content of the English language. 

 

Skills: 

● Perform pick up and deliver messages, documents, packages and other items 

● Perform sort and distribute mail 

 

Attributes (Attitude/Safety/Environmental): 

● Being honest and ethical. 

● Willingness to take on responsibilities and challenges. 

● Displaying a good-natured, cooperative attitude. 

● Being pleasant with others on the job and displaying a good-natured, cooperative attitude. 

● Persistence in the face of obstacles.  

● Being reliable, responsible, and dependable, and fulfilling obligations. 

 

 

 


